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Purpose

To provide external stakeholders with a fair and accessible process to raise concerns about
Ecosource.

Scope
This policy applies to all staff and external stakeholders, including program participants,
volunteers, partners, funders, and donors.

Policy Statement

Ecosource aims to provide high-quality services across the Region of Peel. It welcomes
constructive feedback on experiences of its activities and strives to provide a responsive
process for external parties to raise concerns with us.

Procedure

Ecosource has developed a procedure to deal with genuine concerns or complaints in a timely
and open way. Anyone who is engaged in the activities of Ecosource, such as enrolled in a
program, attending an event, and/or participating as a volunteer, can raise a concern or
complaint. Making a complaint will not impact your relationship with Ecosource or your access
to our services.

We advise you to follow the conflict resolution process outlined below as a first step. If you wish
to take the matter further, you can make a formal complaint using the formal complaint
procedure that follows.

Conflict Resolution

Ecosource is committed to resolving conflicts in a fair, respectful, and timely manner. Wherever
possible, concerns or disputes should be addressed through open dialogue and collaborative
problem-solving at the earliest opportunity.

When a concern arises, Ecosource encourages the parties involved to engage in good faith

efforts to resolve the matter informally. As a first step it is best to speak to someone in the
responsible department who may be able to solve the problem informally with you. Please
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contact Ecosource directly at 905-274-6222 and you will be directed to the appropriate staff
member.

Our staff are open to receiving your feedback and are committed to working with you on
solutions to issues that arise. Staff may facilitate a conversation between the parties to clarify
concerns, identify shared understanding, and explore mutually acceptable solutions.

Where appropriate, Ecosource may:

o Arrange a facilitated discussion between affected parties;

e Assign a neutral staff member or member of leadership to support resolution;
e Review relevant policies, procedures, or program expectations;

o Identify practical steps to prevent recurrence.

All parties are expected to engage respectfully, refrain from retaliatory behavior, and work
toward resolution in a constructive manner.

If informal conflict resolution efforts are unsuccessful, or if the nature of the concern warrants
formal review, the matter may proceed through the Formal Complaint process outlined below.

Nothing in this policy prevents Ecosource from taking immediate action where required to
protect the safety, well-being, or rights of participants, staff, volunteers, or the organization.

Making a Formal Complaint

Submit your complaint in writing to the relevant Program Manager or Executive Director with the
following information:

Your name and contact details for correspondence in relation to the complaint.
¢ An outline of the complaint including dates of incidents and the names of people
involved.

o The steps you have taken so far to resolve your complaint informally.
An explanation of why you are not satisfied with the response to date.
e The outcome(s) you hope to achieve from the complaints process.

Concerns or complaints should not contain offensive or abusive language or be accompanied
by abusive or aggressive behavior.

Responding to Your Complaint
After receiving your complaint in writing, the relevant Program Manager or Executive Director
will:

e Acknowledge receipt within five working days.

e Investigate your complaint, including meeting with you or other people involved as
required.

e Provide a written response explaining the outcome of your compliant within ten working
days.
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If you are not satisfied with the outcome or response to your complaint you may appeal in
writing, outlining the reasons for your dissatisfaction to:

« The Executive Director, if the complaint has been dealt with by a Program Manager.
« The President of Ecosource’s Board of Directors, if the complaint has been dealt with
by the Executive Director.

Your appeal will be addressed in a timely fashion and you will receive a response from the
relevant party within a maximum of twenty working days.

Confidentiality

If you use our complaints procedure, you agree that we can use any personal information you
send us for purposes connected with your complaint. All records pertaining to the complaint will
be stored confidentially.

Related Policies and Documents

e Privacy and Personal Information Policy
¢ Confidentiality Agreement
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