Willowdale Community Legal Services

Complaint PaCkage

This Complaint Package contains the forms and information
you need if you want to make a Complaint about Willowdale
- Community Legal Services:

- WCLS Complaint Procedure

- WCLS Complaint Form

- WCLS Complaint Consent Form

- WCLS Pamphlet

(WCLS — August 2020)



Willowdale Community Legal Services

Complaint Procedure

Purpose

Willowdale Community Legal Services strives to serve. low-income members of our
community within the areas of law that we practice. We commit to service that is
equitable, fair and free from discrimination, including .but not limited to race, ethnicity,
gender, sex, sexual orientation and immigration status. We acknowledge that racism
can be unconscious or unintentional, and that identifying racism as an issue. does not
automatically mean those involved in the act are racist or intended the negative impact.

We want to know if our clients or community feel as though we are not achieving these
goals.

The Riaght to Complain

A person affected by Willowdale Community Legal Services, including clients and
former clients, has the right to make a complaint either orally or in writing to the
Lawyer/Director or any staff member of Willowdale Community egal Services (WCLS).
Exception: A person who has been refused clinic service for the reason that the person
lives outside the boundaries of the clinic catchment area may not make a complaint.

Types of Complaints

Your complaint may relate to:

« how you were treated by a member of clinic staff, a clinic volunteer or a board
member (quality of treatment);

» whether you have been treated fairly, equitably and without discrimination by a
member of the clinic staff, a clinic volunteer or a board member, :

« how your matter is being handled (quality of legal service);

« being refused service; '

o the scopé of the clinic’s authority to utilize public funds for a particular purpose;

o any other matter related to the clinic’s services. '

Complaint in Writing

If your complaint is to be made in writing, you may use the attached Complaint Form or
you may use any other format.
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, 'Infbrmation to be included in Complaint

Please include as much detail as possible about your complaint, including: dates, staff
involved, etc. Please attach copies of anything that relates to your complaint.

Handling of a Complaint

Any complaint to WCLS will be documented in writing by the person receiving the
complaint. WCLS will make every effort to respond to complaints within 30 days from
the date the complaint is received or as soon thereafter as possible.

- Ifa complaint is made to a staff merhber about-an-yone other than the Lawyer/Director,
‘the staff member will forward the complaint to the Lawyer/Director.

If you would like your complaint to be anonymous, you can tell the staff member not to
forward your identity information to the Lawyer/Director. Please note that this will limit
our ability to respond to your complaint, but we will still attempt to address the issue

‘contained therein.

If Your Complaint is about a WCLS Staff Member, Volunteer or Board Member

If your complaint is about a staff member, volunteer or Board member, that person will
be advised of your complaint and will be given an opportunity to respond. The
Lawyer/Director (or delegate), will then respond to your complaint. You may request a
writfen response. :

Type of Responses Available

The types of responses to a complaint depends on the nature of the complaint.
Responses may include: ‘
Change in how a service is provided to you

Discussion with involved staff members

Formal reprimand of involved staff members

Memo to the Board of Directors about the general principles of the complaint in
order to be aware of and address policy issues ' '

» Explanation of the actions of the staff member / clinic

If You Are Not Satisfied With the Lawyer/Director’s Response, or,
If Your Complaint is about the Lawyer/Director

If you are not satisfied with the Lawyer/Director’s response to your complaint, you may
request that your complaint be given to the WCLS Board of Directors. [f your complaint
is about the Lawyer/Director, your complaint will be given to the WCLS Board of
Directors.
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_n order for your complaint to be considered by the Board of Directors, you must sign
the attached Complaint Consent Form. If you do not sign the Complaint Consent Form,
then your complaint can only be responded to by the Lawyer/Director and staff of
WCLS. ‘

The Board of Directors will then consider your complaint at its next meeting. The Board
may decide to request a meeting with you if the Board decides that a meeting is
necessary. Within 30 days of the Board meeting, the Board of Directors will provide its
response in writing to you, to the Lawyer/Director, and to the staff member concerned (if
your complaint concerns a staff member). The Board’s response will include any
documents considered as part of your complaint. :

If You Are Not Satisfied with the Board of Directors Response to Your Compiaint

If you are not satisfied with the response of the Board of Directors,‘you may request that
WCLS send your complaint to the Complaints Cffice of Legal Aid Ontario.

(WCLS August 2020)
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Willowdale Corhmunity Legal Services

Complaint Form

Name of Person Making Complaint:

Address:
Postal Code:_
May we contact you by mail at the above address? [ ]No [ ]Yes
Telephone: ‘
Home:_( )
May we call you at your home number? [ INo [ 1Yes
May we leave a message at your home number? [ INo [ ]Yes
Do you require an interpréter [ ]No [ ]Yes

If you do require an interpreter, what language do you speak? '

» All of the information above is optional. If you choose not to provide the information
it may limit our ability to respond to your complaint.
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Please explain your complaint by giving as much detail as possible including: dates,
names of people involved, and copies of anything related to your complaint.
(use extra sheets if necessary)

(WCLS August 2020)
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Willowdale Community Legal Services

Complaint Consent Form

l, : , understand
that Willowdale Community Legal Services (WCLS) has a duty of confidentiality to me.

| am making a complaint about Willowdale Community Legal Services. | understand that
Willowdale Community Legal Services staff needs my consent fo give my name and
" infermation about my complaint to:

- the Board of Directors of Willowdale Community Legal Services, and, -

- Legal Aid Ontario.

[ understand that my complaint and my confidential information will be given to the WCLS
Board of Directors to be considered at a Board meeting. My complaint and confidential
information may also be given to Legal Aid Onfario.

| understand that my complaint and related information may be used by WCLS to pursue
or defend any action that WCLS believes is appropriate to follow up fully on my complaint.

| understand that | do not have to sign this Complaint Consent Form. If | do not sign this

Complaint Consent. Form, then my complaint can only be responded to by the
Lawyer/Director and staff of WCLS."

| have read this Complaint Consent Form and | understand it.

Date

Witness Signature of:

{(Name)

(WCLS August 2020)
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