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A. INTRODUCTION 
 

The Ministry of Health and Long Term Care encourages Family Health Teams to 
implement a process and policy for the management of patient and stakeholder 
complaints. This policy and procedure will be part of the ongoing quality improvement 
program of the Niagara North Family Health Team.  For this document, Niagara North 
Family Health Team will include both the physicians and their staff (Garden City and 
Niagara-on-the-Lake Family Health Networks) together with the Interdisciplinary Health 
Team staff (Niagara North Family Health Team).  

 
B. POLICY 
 

The Niagara North Family Health Team will provide a high standard of care to its 
patients. As a component of a patient-centered approach to care, the NN FHT values the 
feedback it gets from patients.  As such, the Niagara North Family Health Team (NN 
FHT) is committed to responding to complaints about NN FHT services provided by NN 
FHT staff in a timely and respectful way.  

 
All complaints will be dealt with in confidence. Patient information will only be shared 
with those who need to know. 
 
The Board of Directors will review annually a summary of all complaints and will 
identify opportunities to improve practice for the benefit of staff and patients. 
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C. PROCEDURE 
 

1. Any staff member who receives a complaint should attempt to resolve it 
immediately and to the best of their ability.  These informal complaints can also 
be directed to the Executive Director or Operations Managers. 
 

2. For unresolved and all other complaints, the complainant should provide written 
documentation of the complaint either by completing a complaint form or by 
writing a letter.  This is a formal complaint. 

 
3. All formal complaints should be forwarded to either the Executive Director or  to 

the appropriate  Operations Managers/FHN Administrators based on the site of 
the complaint.   

 
4. The Executive Director or Operations Manager/FHN Admin leads will ensure that 

all formal complaints receive a confirmation of receipt within 5 days of receiving 
the complaint.  

 
5. The Board of Directors will be informed as necessary. 
 

Courses of Action could include:  
 

a. Conducting an investigation including speaking with the staff involved.  
a. Interviewing the complainant – if the complainant has not discussed the 

issue with relevant staff member concerned – this action should be 
discussed and encouraged 

b. Further investigation may occur and may involve interviewing/discussing 
the complaint with other appropriate people and/or reviewing the medical 
record.  
 

6. A written response outlining the process and the resolution of the complaint 
(including any recommendations or changes in practice) will be completed and 
provided to the complainant within 30 days of receipt of the complaint.   
 

7. If the resolution of the complaint is not satisfactory, the complainant will be 
encouraged to submit a formal complaint to either the Lead Physician of the FHN, 
the Board of Directors of the Family Health Team or alternatively to the 
appropriate Regulatory Board.   
 

8. Complaints forwarded to the Board of Directors will be reviewed and the Board 
will determine a resolution of the complaint after reviewing all information it 
deems relevant. The resolution of the complaint will be documented and the 
complainant (s) will be informed of the Board’s decision by the Board Chair or 
designate. This decision is final. 
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9. The Board of Directors may also seek the assistance of a third party outside the 
FHT. In this case, the Board of Directors will take care to preserve the 
confidentiality of the staff member and the complainant (s) when working with 
the third party.  

 
The Board of Directors may review complaints if the Executive Director or Lead 
Physician was either involved in the conduct of the complaint or feel that it is appropriate 
for the matter to be reviewed by the Board of Directors.  In this case, complaints should 
be submitted to the Chair of the Board of Directors for consideration.  
 
 
Professional Misconduct, Incompetence or Incapacity 

 
If sufficient evidence exists to indicate possible professional misconduct, 
incompetence or incapacity, the Executive Director shall: 
 
1. Request of the provider, a written response to the particular incident 
2. Inform the provider of their right to legal advice 
3. Inform the Management Team of the alleged incident and the steps taken 
4. Notification of the appropriate College or Regulatory Body 

 
The Management team will seek legal advice and decide how to proceed with further 
investigation of the allegation. During the investigation, the provider may be suspended 
from work. Depending on the circumstances, the suspension may be with or without pay.  
 
Upon completion of all investigative procedures, including, where appropriate, the 
involvement of the appropriate college, the individual managing the complaint 
investigation shall order one of the following for the provider: 
 

• Re-instatement with or without restrictions 
• Leave of absence for training or therapy 
• Provision of therapy or training while on the job 
• Termination 

 
If the outcome is the termination of an inter-disciplinary health provider’s employment, 
the ED shall prepare a report and forward it within 30 days to the appropriate 
professional college. 
 
Litigation and Insurance Coverage 
 
When the complainant provides notice, oral or written, of an intention to commence a 
lawsuit against the NN FHT or any of its staff, the Board of Directors should be 
immediately informed.  
 
The ED shall provide, as soon as possible, written notice to the NN FHT’s insurer of the 
notice of action. 
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The provider shall likewise contact her or his professional insurer.  
 
All staff shall cooperate fully in providing statements and any other information to NN 
FHT’s insurer, its adjusters and its lawyers in respect of the claim. 
 
Where the NN FHT’s staff has received notice of legal action, the provider(s) involved in 
the issue may not speak directly to the patient or their representative on any matters 
relating to the complaint. The Management Team, working with the affected provider (s) 
and the clinical team, will decide on appropriate ongoing care for the patient.  


