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Purpose 

This policy applies to users of service, support persons or other customers (hereafter called users of 
service) who wish to give feedback or make complaints regarding Fred Victor programs, service delivery 
or access to service. 

Policy Statement 

Fred Victor strives to provide the best possible service to those who are currently accessing or wish to 
access service at any location. We acknowledge that users of service may sometimes have feedback or 
complaints about Fred Victor policies, rules, expectations and the way we operate or provide access to 
our programs and services. 

Fred Victor is open to and welcomes feedback and complaints from users of service as a valuable source 
of information for continually improving service. Accordingly, users of service have the right to express 
feedback or make complaints without discrimination or reprisal. 

Fred Victor responds to the feedback and complaints of all users of service, including those with 
disabilities, in accordance with the Accessibility for Ontarians with Disabilities Act (AODA) 2005. 

Fred Victor provides assistance or accommodation, as requested or permitted, so that all users of 
service, including those with disabilities, have equal opportunity to give feedback, make complaints and 
understand this policy and procedures. 

Terminology 

Feedback vs. Complaint: 

Feedback is an individual or group's verbal /written evaluation, opinion or suggestion regarding Fred 
Victor's programs, service delivery or access to service. Feedback is often requested to maintain or 
improve program performance. It can be positive, negative or neutral and can include issues which 
require resolution. 

A complaint, on the other hand, is an individual or group's verbal /written expression of dissatisfaction 
regarding Fred Victor's service. It includes negative feedback. Staff persons can often deal immediately 
with minor complaints or misunderstandings to the service user's satisfaction. They are tracked but do 



not require investigation. Investigation involves a more formal process and is undertaken when the user of 
service requests it or when (regardless of the service user's participation) serious issues or allegations are 
involved. 

Confidentiality: 

Fred Victor respects service users' confidentiality. Only persons, who are directly involved in the resolution 
of feedback or complaint, or support persons permitted by the users of service, have access to information. 

However, Fred Victor cannot guarantee anonymity to a user of service when conducting an investigation. 
The service user's name or other information may be disclosed to inform the process, in the interest of 
achieving the best possible outcome. 

Anonymity: 

A user of service may choose to remain anonymous or not contactable by omitting his/her name or contact 
information on a written submission of feedback or complaint. Fred Victor investigates anonymous 
submissions that request or require resolution, but the results may be limited by an insufficient amount of 
verifiable information. 

Frivolous/Vexatious Complaints: 

Frivolous complaints are those that, upon investigation, are found to have no basis. 

Vexatious complaints are those that are made in order to annoy. 

Fred Victor takes negative feedback and complaints seriously. Responding to frivolous or vexatious 
feedback and complaints requires resources. Therefore, if a user of service is found to be giving negative 
feedback or making complaints which are frivolous or vexatious, Fred Victor may, after providing support 
and giving appropriate warnings, restrict the individual from Fred Victor services. 

Appeal: 

An appeal is a request to overturn a decision regarding service. As each Fred Victor program has an appeal 
policy that is specific to that program, appeal is not covered in this policy. 

Process for Providing and Responding to Feedback and Complaints 

Verbal: 

Users of service are encouraged, whenever possible, to give feedback or make complaints in person by 
speaking with a Program Staff or Program Manager. In this case, the Fred Victor staff person, who 
receives this information, attempts to resolve any issue at hand. If the user of service is satisfied with the 
response, the issue is considered resolved. 

If the negative feedback or complaint regards a Fred Victor employee, the user of service can complain in 
person to the next higher level of authority. 



If the user of service is not satisfied with the response or resolution, s/he is given the option to submit the 
issue in writing to the next higher level of authority, with a staff person's accommodation or assistance as 
required. 

Written: 

Users of service can give feedback or make complaints by putting a written note or Feedback/Complaint 
Form in the Feedback/Complaint Box or by making a submission through fax, email or mail. The Program 
Manager empties the box once per week, is forwarded fax, email or mail and deals with any feedback or 
complaint issues (as appropriate). 

Written feedback or complaints should include the service user's name and contact information and details 
of the issue at hand. In the case of anonymous information, the Program Manager investigates the matter 
to the best of her/his ability but is not able to report back to the source of information. 

Written negative feedback and complaints are investigated in a timely manner by appropriate management 
staff. Upon completion, the investigator notifies the service user, communicates the conclusion and 
determines her/his level of satisfaction. 

Within ten days of completing the investigation, the investigator writes a response. It includes the 
information that was considered in the investigation, Fred Victor's activities to rectify the matter and the 
conclusion of the feedback and complaint process. If the user of service remains dissatisfied, s/he is 
informed that the matter is closed unless s/he is able to bring forward supporting information that has not 
already been presented. 

Serious Complaints: 

In cases where users of service communicate, either verbally or in writing, very serious matters - that for 
example violate Fred Victor's Code of Conduct or threaten its financial/legal status or public relations - the 
Program Staff or Program Manager ensures that an appropriate director or executive director is contacted 
immediately to determine the process of investigation.

Withdrawing Negative Feedback or Complaint 

Users of service have the right to withdraw negative feedback or a complaint at any time during the process. 
To withdraw, the service user must inform the Program Manager in writing, with assistance if requested. 
Fred Victor may continue to investigate the matter even if the user of service withdraws from the process, 
depending on the severity of the issue. 

Documentation and Analysis of Feedback or Complaints 

All verbal and written feedback and complaints are logged in the Complaint Tracking Form, which records 
the date, name of the user of service, a brief description of the feedback or complaint and whether a 
contentious matter was resolved. 

Fred Victor Management retain a copy of the written feedback or complaints that they handle, including 
the investigation notes and written response. 



Management staff report on the number and nature of written feedback and complaints and their 
resolution to the Director of Program and Services and Director of Program Development and 
Partnerships on a quarterly basis, to assist with the continuous improvement of Fred Victor programs. 












