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POLICY 
 
Brain Injury Services believes that all employees have the right to express concerns or 
complaints about employee performance or environmental issues.   A complaint 
process offers a formal mechanism with which to ensure that concerns are heard and 
addressed.  
 
For the purposes of this policy a complaint is considered to be any concern that the 
employee has been unable to resolve with or without his or her supervisor’s assistance.  
It is understood that employees will not file a formal complaint until it has been brought 
to the attention of the employee’s direct supervisor and he/she has had the opportunity 
to address the concern. 
 

PROCEDURE  
 

For employees in residential programs reporting to the manager, residential 

services, and employees reporting to manager, behavioural programs or 

manager, community services: 
 
1. An employee who has a complaint should discuss their concern with their program 

manager within seven business day of the circumstances giving rise to the 
complaint. 

 
2. The program supervisor will provide a response to the complaint within seven 

business days. 
 
3. If not satisfied with the program supervisor’s response, an employee may refer the 

complaint to the appropriate manager of the service within seven business days.  
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The complaint should be in writing and outline the concern and the solution sought.  
The manager will respond in writing within seven business days. 

 
4. Complaints that directly involve the program supervisor should be presented in 

writing to the appropriate manager. 
 
5. If the complaint is not satisfactorily addressed, the employee may submit the 

complaint, in writing, to the manager, human resources or his/her designate.  A 
meeting will be held between the manager, human resources, the manager and/or 
the supervisor and other involved parties within fourteen business days following the 
submission of the complaint.  The decision of the manager, human resources or 
his/her designate will be delivered, in writing, within fourteen business days of the 
meeting. In circumstances involving complaints that put the agency at risk, the 
manager, human resources may choose to include the executive director in these 
meetings. 

 
6. If any of the individuals involved are dissatisfied with the response provided by the 

manager, human resources, he or she may request, within seven business days that 
the executive director review the complaint and subsequent process. 

 
7. The executive director will respond in writing outlining the findings of the review to 

the individuals involved within fourteen business days. 
 
8. All documentation related to the complaint will be forwarded to the human resources 

department for filing. 
 
 

For all other employees:  
 
1. An employee who has a complaint should discuss their concern with their supervisor 

within seven calendar business days of the circumstances giving rise to the 
complaint.  

 
2. The supervisor will provide a response to the complaint within seven business days. 
 
3. Complaints that directly involve the supervisor should be presented in writing to the 

manager, human resources. 
 
4. If not satisfied with the supervisor’s response, an employee may refer the complaint 

to the manager, human resources.  The complaint should be in writing and outline 
the concern and the solution sought.  A meeting will be held between the manager, 
human resources, and/or the supervisor and other involved parties within fourteen 
days of the submission of the complaint.  The decision of the manager, human 
resources or his/her designate will be delivered, in writing, within fourteen business 
days of the meeting. In circumstances involving complaints that put the agency at 
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risk, the manager, human resources may choose to include the executive director in 
these meetings. 

 
5. If any of the individuals involved are dissatisfied with the response provided by the 

manager, human resources, he or she may request, within seven business days that 
the executive director review the complaint and subsequent process. 

 
6. The executive director will respond in writing outlining the findings of the review to 

the individuals involved within fourteen business days. 
 
7. Complaints directly involving any managers (excluding the manager, human 

resources) must be presented in writing to the manager, human resources. 
 
8. Complaints directly involving the manager, human resources must be presented in 

writing to the executive director. 
 
9. Complaints directly involving the executive director must be presented in writing to 

the president of the board of directors. 
 
10. All documentation related to the complaint will be forwarded to the human resources 

department for filing. 
 
 
 


