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POLICY:

The Leamington Mennonite Home shall provide a process for receiving, investigating, and
responding to residents’/representatives’ suggestions, request, and complaints. Information shall be
provided in writing to residents/representatives upon admission and/or during orientation to the

facility.

PROCEDURE:

RESIDENT COMPLAINTS

o Residents are encouraged to forward any suggestion, request and/or complaint in the

following way(s):
o Viathe Resident Council Meeting
o Through discussion/meeting with a staff member, Department Leader and/or
Administrator with complaints brought to a staff member or Department Leader to be
forwarded to the Administrator.
o In writing to the Administrator

Any resident suggestions, request and/or complaints processed through the Residents
Council shall be documented, investigated and responded to in writing by the Administrator
within 21 days.

Any resident/representative complaint brought to a staff member or Department Leader are
to be forwarded to the Administrator who shall respond within 10 days to the
resident(s)/representative(s) complaint(s) indicating a possible plan of action. All
resident/representative received shall be documented, including a list of issues, date
expressed, date and follow up action taken, final resolution, if any, and date feedback was
provided to the complainant.

The area Ministry of Health: Long Term Care Division shall receive a copy of all written
complaints received by the Home including a description of the follow up actions taken.

If the resident/resident family member or other individual, is not satisfied with the resolution
and seeks further processing of the problem, the following Ministry of Health contact will be
provided:



O

Ministry of Health and Long Term Care
215 Eugenie Street West, Suite 300 Windsor, ON N8V 2X7
1-800-667-5953 or 519-250-0788

Ministry of Health and Long Term Care, Regional Southwest Office
231 Dundas Street, Suite 201 London, ON N6A 1H1
1-800-663-3775 or 1-866-434-0144

Executive Director, Long Term Care Division
5700 Young Street, 7" Floor North York, ON M2M 4K5
1-416-327-7357



