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MAY 25, 2011
The Rimbey FCSS/RCHHS Board wants to ensure that the clients, their families and community members are able to share their thoughts and concerns about the programs and services provided to the community through the agency.
Opportunity for community to voice their thoughts shall be offered in the form of annual surveys conducted by staff for clients receiving specific programs in the community.
Rimbey FCSS/RCHHS Board shall review these results and make recommendations.

At any time, if clients, their families or community members at large wish to share their written thoughts they may do so by mailing to: 

Rimbey FCSS/RCHHS Executive Director

Box 404, Rimbey, Alberta

T0C 2J0

or email to info@rimbeyfcss.com
If clients, their families or the community at large desire to speak to someone directly, they can phone Rimbey FCSS/RCHHS office at 403-843-2030 and ask to speak to the Executive Director or their designate.
In order that concerns can be dealt with, all correspondence must include the name and contact information of the person reporting the concern/and or comment.
If a specific concern arises within a program or service the client or their family is encouraged to discuss the matter with the specific Team Leader of the program first.  Contact information is available from the Rimbey FCSS/RCHHS office.  
If the matter is not resolved, then the client or their family may contact the Rimbey FCSS/RCHHS Executive Director using the agency contact information listed above. 
The FCSS/RCHHS Executive Director (or designate) shall acknowledge the client concern within three (3) business days stating what actions will be taken to address their concern, and when they will be updated again.  Further the FCSS/RCHHS Executive Director shall ensure all appropriate individuals consider and evaluate all relevant information.  All conclusions must have a rationale connection and be based upon the facts presented.  The complainant must be allowed to have an opportunity to rebut/challenge the facts/rationale used in making the decision.  All actions that are taken towards the resolution, including phone calls and meetings must be documented.  The resolution timeline must be suitable to the nature of the complaint/concern.
Clients or families that still have unresolved concerns may contact the Rimbey FCSS/RCHHS Board Chairman, who will then forward the concern to the Rimbey FCSS/RCHHS Board who will inform the complainant in writing that they may have the Alberta Health Services Patient Concerns Division, or relevant resolution body, in collaboration with the FCSS/RCHHS Board review their concern for fairness.

FOR ALBERTA HEALTH SERVICES RELATED CONCERNS/COMMENTS:

The AHS Patient Concerns Division will review the concern and make recommendations to Rimbey FCSS/RCHHS for further resolution and consideration and /or provide the complainant with a summary of the review and the option to contact the AHS Patient Concerns Officer.

If a client or his family has concerns with both the AHS and the Rimbey FCSS/RCHHS, the parties will collaborate on resolving the inter-organizational concern to ensure a seamless process for the complainant.  The parties will make a decision about the portion of the concern pertaining to personal care services only.  
All concerns and complaints shall be recorded in the specific program incident binder by the staff or volunteers involved.  All concerns must be reviewed by the program or service Team Leader and their immediate supervisor, dated and signed off with a plan of action to be taken.  All compliance reporting requirements are to be completed in a timely manner.  The Rimbey FCSS/RCHHS Executive Director is to be notified immediately whenever the concern is related to injury, wrongful activity, or may jeopardize the agency reputation or integrity.
Revised/Reviewed:  May 30, 2019  
This Policy shall be reviewed at the discretion of the Board but at least annually.
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