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A.  Introduction 

As part of our commitment to providing client-centered services, Radius Child and Youth 
Services welcomes input from the children, youth, and families we serve, as well as our 
community stakeholders. We believe that all feedback, including complaints, are a valuable 
source of information for accountability and continuous quality improvement. We document, 
analyze, and evaluate all feedback to help us adjust and improve our services. We believe that 
the most valuable input into our services and programs comes from the people who use our 
services, and, to this end, we are committed to providing an accessible feedback and 
complaints process. Radius also supports the right of clients to access a fair and transparent 
appeal process to dispute decisions we make that they perceive as being adverse. We are 
committed to ensuring that our complaints and appeals processes involve clients in any 
resulting decisions. 

B. Scope 

 

This policy applies to all Radius employees, consultants, students, and volunteers. 

 

C. Definitions 

 

Feedback: Feedback refers to information shared to help improve performance or processes. It 

can be positive (i.e., compliments), negative (i.e., criticisms), or neutral (i.e., objective 

observations). 
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Concern: A concern is an expression of a matter of interest or importance, while a complaint is 

an expression of dissatisfaction requiring acknowledgement and action. A concern does not 

always require specific or direct resolution. Many concerns received are about service and can 

be resolved at the point of care (for instance, where a service provider might have been late or 

cancelled an appointment). At Radius, a concern would be considered informal feedback. 

Concerns may be escalated to a formal complaint if a satisfactory resolution cannot be 

achieved. 

 

Complaint: Complaints are any expression of dissatisfaction about Radius Child and Youth 

Services.  

The subject matter of complaints may be, but is not limited to the following: 

• the services or programs we provide; 

• the way we operate our services and programs; 

• our policies and procedures; 

• our rules and expectations; 

• how employees engage with clients; and, 

• how we operate with our community partners as it relates to our clients. 
   

Radius accepts complaints from anyone, including clients and their family or caregivers, client 

advocates, our community partners, and other members of our local community. Formal 

complaints are initiated when a complaint is submitted in writing using Radius’ Formal 

Complaint Form. Submission of a formal complaint will trigger a thorough internal investigation 

D.  Guiding Principles 

Radius expects that compliance with this policy will support our goal that our services are 

responsive and accessible for our clients. Radius will help staff follow this policy by: 

• keeping the policy and procedures updated and posting relevant updates when there 
are any changes; 

• providing orientation and training on this policy to board, employees, and volunteers; 

• training and coaching employees on how to deal with difficult behaviours and situations; 
and, 

• including policy-adherence in job descriptions and performance reviews. 
 

Confidentiality 

Confidentiality refers to keeping the details of complaints and appeals private. Radius respects 

confidentiality and only the people directly involved in a complaint or appeal process will have 

access to information about the complaint. 
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Escalation Process 

Clients have the right to take their complaint or appeals to successively higher levels within 

Radius if they feel the issue has not been satisfactorily resolved. The successive levels are: 

 1. Clinical Director/Manager, Clinical Services; 

 2. Executive Director; and, 

 3. Board of Directors. 

Feedback and informal complaints are usually dealt with by front-line staff initially, though a 

complainant can go directly to the Manager, Clinical Services or Clinical Director if preferred. 

If a complaint or appeal is escalated to the Board of Directors, the Board’s decision on the 

matter is final. 

Frivolous and Vexatious Complaints 

A frivolous complaint is one found upon investigation to have no reasonable grounds or to 

make no sense or to be not serious. A vexatious complaint is one made only to annoy others/ 

pertains to negative feelings between 2 parties. 

Because all complaints are treated seriously, frivolous and vexatious complaints and 

inappropriate use of the escalation process use resources that could be put to better use. For 

this reason, making frivolous or vexatious complaints and repeatedly using the escalation 

process inappropriately will lead to further follow up by management. 

E. Policy and Procedure 

 

A client has a right to provide feedback or complain about their experience with services and 

programs provided by Radius Child and Youth Services. All client feedback and complaints are 

taken seriously and responded to in a timely manner. The Client Feedback and Complaint Policy 

shall be displayed at both our locations (Etobicoke and Oakville) in addition to copies being 

available at any offsite locations where Radius provides services. A copy of this policy will also 

be made available on Radius’ website. Copies will also be provided to any person on request.  

The attached Feedback and Complaints Process Map visually displays Radius’ process for 
responding to feedback from clients and other key stakeholders. Incoming clients will receive 
the Share Your Feedback handout, which simplifies this process; this document will be included 
in the welcome package provided by the Intake team upon case assignment to a clinician. This 
document will also be uploaded to the Client Portal (EMHware).  



 

Page 4 of 15 
 

As indicated in the Share Your Feedback handout, clients are welcome to share their feedback 
with any member of Radius’ staff and management team. Feedback may also be shared to the 
following email account: experience@radiuscys.ca. Feedback can be provided in any format 
(i.e., by email, text, phone, or verbally/in person) or by completing Radius’ Have Your Say form. 
Radius’ Have Your Say form can be obtained from staff at the front desk, on our website, or 
through our online client portal. 

Once received, Radius staff will direct this feedback to the appropriate person. Feedback 
concerning Radius facilities and non-clinical matters will be directed to administrative staff, 
whereas feedback concerning Radius services will be directed to the Clinical Therapist and/or 
Clinical Manager involved with a particular client.  

If, after discussion with a clinical manager, a client is dissatisfied with the initial response to 
their feedback/concern, they may wish to submit a formal complaint. To differentiate this 
process from informal feedback, a formal complaint must be submitted in writing. If a client is 
unable to complete Radius’ Client Complaint Form, a clinical manager will fill out the form in 
consultation with the client. The Clinical Manager will also document the complaint in a 
dedicated spreadsheet, which will facilitate monitoring and analysis of Radius’ internal review 
process for quality improvement purposes (e.g., duration and outcome of internal review; See 
Radius Complaint Documentation spreadsheet). This spreadsheet is available in the ‘Feedback 
and Complaints’ folder on Radius’ common drive. 
 

1.  Procedures for responding to client complaints addressed to Radius   

1a) Client complaint by telephone or in person: The client will be directed to the Clinical 

Director or Manager, Clinical Services (or the Manager acting in the absence of the Clinical 

Director) who will consult with the client to determine the nature of the complaint and clarify 

the client's concerns/issue regarding an employee or program/service. This information will be 

documented by the Manager, Data, Analytics, and Evaluation on the client complaint form. The 

Clinical Director (or the Manager acting in the absence of the Clinical Director) will discuss with 

the involved employee member(s) concerns raised by the client, to better understand the 

issues and to determine actions required to reach an agreeable resolution. Whenever possible, 

the Clinical Director/Manager will support the client to speak directly with the involved 

employee member(s) in the interests of cooperative problem solving.  

The Clinical Director/Manager will follow-up with the client concerning proposed resolution of 

issues within five (5) working days of the complaint being made. If no satisfactory resolution is 

proposed, the Clinical Director/Manager will determine what additional action will be required 

to satisfy the client. If the client cannot be satisfied at this point, the complaint shall be directed 

to the Executive Director for further review, who will follow-up with the client concerning 

proposed resolution of issues within fifteen (15) working days of the complaint being referred. 

If still not satisfied with the proposed resolution of the issues raised, the complaint shall be 

mailto:experience@radiuscys.ca
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directed to the Chair of the Board of Directors for policy review, who will follow-up with the 

client concerning proposed resolution of issues within fifteen (15) working days of the 

complaint being referred. If the complaint is about the Executive Director, the Chair of the 

Board will handle the complaint.  

1b) Client complaints received in writing: Written complaints will be forwarded to the Clinical 

Director, who will contact the client within forty-eight (48) hours of receiving the complaint to 

clarify concerns and issues raised and to inform the client about Radius 's complaints review 

process, including client options, expectations, and the anticipated timeframe for a proposed 

resolution. The Clinical Director will follow procedures as described above, and if the complaint 

is about the Executive Director, the Chair of the Board will handle the complaint.  

1c) Professional Misconduct, Incompetence, or Incapacity:  If on assessment the client's 

concerns suggest professional misconduct, incompetence, or incapacity, the Clinical 

Director/Manager responsible will take the following action:  

• The Clinical Director/Manager will determine what actions, if any, are immediately 

required to ensure the safety of clients. Such actions may include suspension of involved 

employee from work, with or without restrictions, pending further investigation of 

allegations made; leave of absence for therapy; suspension/restriction of the provision 

of therapy while working; or termination.  

• The Clinical Director/Manager will ask the involved employee to prepare a written 

response to the issues raised. Since allegations of professional misconduct, 

incompetence or incapacity may result in a complaint to a professional regulatory body 

(see below), the Clinical Director/Manager will inform the involved employee of their 

right to obtain independent legal advice.  

• The Clinical Director will write to the client within forty-eight (48) hours of the complaint 

being made, stating planned action to be taken to investigate allegations, and will 

obtain legal advice. In the event that it has been determined that an employee has 

indeed demonstrated professional misconduct, incompetence, or incapacity, disciplinary 

action shall be taken, and the Executive Director will forward a report to the appropriate 

professional regulatory body.  

1d) Litigation and Insurance Coverage: When a client provides notice, oral or written, of an 

intention to take legal action against Radius or any of its employees, the Executive Director shall 

be informed immediately. Upon receipt of such information, the Executive Director shall as 

soon as possible provide written notice to Radius 's insurer of the claim or possible claim and 

shall seek legal advice. Clinical Therapists may contact the legal department of Ontario College 

of Social Workers & Social Service Workers (or other relevant regulatory body). All employees 
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shall co-operate fully in providing statements and any other information required by Radius 's 

insurer, its adjusters and its lawyers with respect to a claim.  

2. Accountability:  On a quarterly basis, the Executive Director shall provide to the Board of 

Directors a report, which summarizes the number and type of complaints and/or allegations 

received and the manner in which the issues were resolved. 

3. Documentation Requirements 

The following documentation is required for complaints and appeals: 

3a) Complaint Tracking – All complaints must be recorded in Complaint Tracking spreadsheet, 

which contains information about the complainant’s name, the date and subject matter of the 

complaint, process in investigating and responding to the complaint and the 

outcome/resolution. 

3b) Radius Complaint Form – The Complaint Form documents the complainant’s name and 

contact information, date and time of complaint, and who else was involved.  When a 

Complaint Form is filled out, it usually means Management need to be involved in the issue.  

3c) Letter from the Board – Whenever a complaint or appeal is escalated to the Board, the 

Board will send a letter informing the complainant/appellant of the final decision in the matter. 

3d) Other Letters – Management may follow up with complainants with letters prior to issues 

reaching the Board. Management may issue a letter to a complainant for the following reasons: 

• to acknowledge serious complaints 

• to inform complainants/appellants of follow up management is taking for certain issues 

• to inform complainants/appellants of follow up they should be taking 

• to inform complainants/appellants of management’s position on an issue 

• to document when a complaint has been found to be frivolous or vexatious 
 

 

F. Roles and Responsibilities 

 
Radius Personnel (including consultants, students, and volunteers) 

a) Acknowledge and Direct – All Radius personnel may receive feedback from clients 

that could be escalated to a complaint. As such, all personnel are required to have 

familiarity with the processes involved in receiving informal feedback and formal 

complaints. Upon hearing feedback from a client, caregiver, or other stakeholder, 

Radius team members will direct the client’s comments to the appropriate person: 
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a. Admin team – Will respond to feedback and concerns regarding Radius 

facilities (e.g., office cleanliness; snow removal); and 

b. Primary clinician – Will respond to feedback and concerns regarding Radius 

services and will attempt to resolve concerns informally. If initial attempts to 

resolve a concern are not successful, clinician will direct client’s comments to 

a clinical manager. 

Management Responsibilities for this Policy 

a) Inform and Guide – A Clinical manager will become involved if initial attempts to 

resolve a concern by the primary clinician are not successful OR in circumstances 

requiring management involvement (e.g., professional misconduct, Incident 

involving injury, or Incident involving rights violation). Clients will inform the 

individual of Radius’ complaints procedure (including review of internal escalation 

process across three levels), and requirement of a completed written complaints 

form. If necessary, the clinical manager will assist the client in preparation of a 

written complaint form. 

b) Analysis of Complaints and Appeals – The Manager of Data, Analytics, and 

Evaluation will summarize complaints documented in the Radius Complaint 

Documentation spreadsheet on a quarterly basis and provide such reports to the 

Board. The Clinical Director and Executive Director conduct a review of all 

complaints appeals in order to determine if there are patterns and ongoing issues 

that need to be addressed. The analysis includes reviewing the Complaint/Appeals 

Forms and the Complaint Tracking spreadsheet quarterly. 

c) Executive Director Prepares Quarterly Report for Board – The Executive Director 

will prepare a quarterly report on material complaints for review by the Board that 

summarizes the number, subject matter, and outcomes of complaints and appeals. 

Board Responsibilities for this Policy 

Complaints and Appeals as Valuable Source of Information – The Board is responsible to 

ensure that Radius's policies are consistent with Radius's Mission, Vision, and Values, and 

that our services are producing the intended outcomes. The Board uses the information 

gathered through quarterly report to provide support and additional direction to Radius 

leadership team as needed to address any consistently low scoring areas or persistent 

concerns.    



Appendix A: Feedback and Complaints Process Map 
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Appendix B: Share Your Feedback Handout 
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See Radius Complaint Documentation spreadsheet 

 

  

file:///C:/Users/skushner/Radius%20Child%20&%20Youth%20Services/Common%20Drive%20-%20Documents/Feedback%20and%20Complaints/RCYS%20Complaints/Radius%20Complaint%20Documentation.xlsx

