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Policy Statement

1) The Grand Bend Area Community Health Centre (GBACHC) provides a high 
standard of care to all patients/clients through best practices.

2) As a component of person-centered care, GBACHC staff value patient/client 
feedback, and when appropriate, take action to ensure quality improvement.

3) A patient/client complaint represents a concern or level of dissatisfaction with the 
standard of care. A complaint can be given verbally or in writing to any member of 
the GBACHC staff.

4) Patient/Client complaints are managed confidentially and without victimizing the 
complainant, ensuring there are no reprisals.

5) Patient/Client care is protected and not affected by the existence of a complaint.

6) Patient/Client Relations information is available on the GBACHC website, in a 
brochure (Appendix A), a poster (Appendix B), and in Appendix C: Patient/Client 
Feedback Form.

Procedure

1) Any staff member who receives a patient/client complaint shall strive to resolve it to 
the patient/client’s satisfaction immediately and informally using active listening, 
respect, and compassion.

a) The informal verbal complaint shall be recorded on the Information Verbal 
Patient/Client Complaint Log form located at 
https://forms.office.com/r/fT262Gysun by the staff member(s) who received it, 
including the following details:

i) Date of the complaint

ii) The staff member(s) who received the complaint
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iii) Complaint description

iv) Verification if the complaint was resolved and in what manner

v) If the complaint was not resolved, the further action required

b) The Information Verbal Patient/Client Complaint Log form recipient shall notify 
the applicable director or manager about the informal verbal complaint.

c) Department managers and directors shall monitor verbal informal complaints log 
to identify trends and opportunities for quality improvement. A summary report 
shall be sent quarterly to the QUR committee.

2) If a patient/client wants to register a written formal complaint, the staff member shall 
provide them with Appendix C: Patient/Client Relations Feedback Form.

a) Written formal complaints may be given in person, by email, or by telephone.

b) The staff member receiving the complaint shall provide the written formal 
complaint within 48 business hours to the manager or director of the applicable 
department(s).

c) The manager(s) and/or director(s) shall investigate the complaint and work with 
the patient/client and applicable staff to resolve it within three business days.

d) If a complaint cannot be resolved to the patient/client’s satisfaction, the CEO 
shall review it and work with the applicable staff to determine the next course of 
action, including a written response to the patient/client.

e) If a complaint is deemed to put the GBACHC at reputational or financial risk, the 
CEO shall notify the Board Chair within 24 business hours. The Board Chair and 
CEO shall develop an action plan to address the complaint and mitigate the risk.

f) Formal written complaints shall be reported quarterly to the QUR committee.

3) Patients/Clients have the right to contact the Ontario Ombudsman at 1-800-263-
1830 or https://www.ombudsman.on.ca/home to request an external review if they 
believe the complaint process was not fair.
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Appendix A: Patient/Client Relations Brochure

A printable version is available in the GBACHC Forms Repository.



Organizational - OG - OG-118.0 Patient-Client Relations Policy Page 4 of 5

Page 4 of 5

Appendix B: Patient/Client Relations Poster

A printable version is available in the GBACHC Forms Repository.
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Appendix C: Patient/Client Relations Feedback Form

A printable version is available in the GBACHC Forms Repository.
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