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COMPLAINT POLICY Dom Lipa Long Term Care and Retirement Home 
 
Dom Lipa is committed to ensure that every written or verbal complaint made to the licensee or a staff 
member concerning the care of a resident or operation of the home requires an investigation and 
resolution where possible. Complaints shall be dealt with as follows- 
 

• The complaint shall be investigated and resolved where possible, and a response provided within 
10 business days of the receipt of the complaint and where the complaint alleges harm or risk of 
harm including, but not limited to, physical harm, to one or more residents, the investigation shall 
be commenced immediately and immediately forward the complaint to the Director, Long Term 
Care or Registrar of the Retirement Homes Regulatory Authority  

• For those complaints that cannot be investigated and resolved within 10 business days, an 
acknowledgement of receipt of the complaint shall be provided within 10 business days of receipt 
of the complaint including the date by which the complainant can reasonably expect a resolution, 
and a follow-up response to be provided as soon as possible in the circumstances that includes 
providing the person who made the complaint with the information listed below- 
 

1.    Ministry of Long-Term Care toll-free telephone number for making complaints about 
homes and its hours of service and contact information for the patient ombudsman under 
the Excellent Care for All Act, 2010. 
                                                    OR 
Retirement Homes Regulatory Authority contact information.  
 

2.    An explanation of what the licensee has done to resolve the complaint or that the 
licensee believes the complaint to be unfounded, together with the reasons for the belief 
and if the licensee was required to immediately forward the complaint to the MOHLTC or 
RHRA confirmation that the licensee did so. 

3.    The licensee shall ensure that a documented record is kept in the home with details of 
the complaint to include nature of each verbal or written complaint, the date the complaint 
was received, the type of action taken to resolve the complaint, including the date of 
action , time frames for actions to be taken and any follow-up action required, the final 
resolution if any, every date on which any response was provided to the complainant and 
a description of the response; and any response made in turn by the complainant. 

4.    The Slovenian Linden Foundation Dom Lipa Concern Log (document on page 8) is the 
documented record kept in the home with details of the complaint.  

 
The licensee shall ensure that the documented record is reviewed and analyzed for trends at least 
quarterly, the results reviewed, and analysis are taken into account in determining what improvements 
are required in the home and a written record is kept of each review and of the improvements made in 
response. 
 
PROCEDURE 
 
Initiating 
 
Anyone can register a complaint, including a resident, family member, person acting on the residents’ 
behalf, visitor, volunteer or staff.    
 
Where appropriate, the staff member receiving a verbal complaint should try to resolve the complaint 
using personal means such as face to face or telephone communication. If front line staff are unable to 
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resolve a verbal complaint at the unit level within 24 hours, staff must report it to their immediate manager 
or designate who will enter the information on the Slovenian Linden Foundation Dom Lipa Concern Log 
and investigate the complaint. 
 
Dom Lipa’s process for a person to initiate a complaint and a copy of the Managing and Reporting 
Complaints Policy are posted on the Posting Boards by the Chapel Long Term Care and the Retirement 
Home. The Suggestions, Concerns, Complaint Form is available at the Nursing Stations. 
 
Complaints received that fall under the mandatory reporting requirements under clause 26  
contained in the Fixing Long Term Care Act,2021(FLTCA) such as:  

 Abuse of a resident by anyone or neglect of a resident that resulted in harm or a risk of harm to the 
resident.  

 Unlawful conduct that resulted in harm or a risk of harm to a resident.  

 Misuse or misappropriation of a resident’s money.  

 Misuse or misappropriation of funding provided to a home by the MOHLTC.  
 
Shall immediately be reported to the Ministry of Health Long Term Care in a form or manner 
acceptable to the Director and during the Ministry’s normal business hours to the Director or the 
Directors’ delegate or outside normal business hours, using the Ministry’s after hours emergency 
contact method. or the Registrar of the Retirement Home Regulatory Authority (RHRA) under the 
mandatory reporting requirements. The Executive Director and/or Director of Care must be 
immediately advised of complaints that require mandatory reporting. 
 
 
                                                     OR  
 
Complaints received that fall under the mandatory reporting requirements contained in the 
Retirement Homes Act,2010 (RHA) such as:  

 Improper or incompetent treatment or care of a tenant that resulted in harm or a risk of harm to the 
tenant.  

 Abuse of a tenant by anyone or neglect of a tenant by the home or staff of the home that resulted in 
harm or a risk of harm to the tenant.  

 Contravention of a requirement under the RHA, or other unlawful conduct, that resulted in harm or a 
risk of harm to a tenant.  

 Any other matter specified in the RHA regulations.   
   
Shall immediately be reported to the Registrar of the Retirement Home Regulatory Authority.  
 
Staff members and volunteers who witness or suspect abuse of a resident, or receive complaints of abuse, 

are required to report the matter immediately to the Executive Director and/or Director of Care. 

  
Any person who reports anything to the MOHLTC/Registrar RHRA will be protected against retaliation as 
per Fixing Long Term Care Act, 2021 section 30 (1-9) and RHA 2010 section 115. 
 
Reporting 
 
Where appropriate, the staff member receiving a verbal complaint should try to resolve the complaint 
using personal means such as face to face or telephone communications within 24 hours. 
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If front-line staff are unable to resolve a verbal complaint at the unit level within 24 hours, staff must report 
the complaint to their immediate manager/designate who will internally report details on the Slovenian 
Linden Foundation Dom Lipa Concern Log and investigate as required. 
 
Note: For clarity’s sake, verbal complaints that are resolved within 24 hours do not require documentation 
unless the nature of the complaint relates to other sections of the FLTCA or its Regulation or the RHA or 
its regulation, such as a verbal complaint about abuse/neglect). 
 
The most responsible manager/designate, upon receipt of a written complaint, shall initiate the complaint 
investigation and follow-up process by completing the Suggestions, Concerns, Complaint Form  
Appendix B.  
 
 Investigating/Resolution   
 
The Manager/designate ensures that:  
a) Receipt of the complaint has been acknowledged to the person making the complaint including the 
date by which the complainant can reasonably expect a resolution.  

b) The investigation is completed within ten (10) business days unless there are unusual circumstances.  

c) The person making the complaint receives a response to the complaint within ten (10) business days 
outlining what has been done to resolve the complaint or if the complaint is deemed to be unfounded and 
the reason for that belief. 

d) If the complaint cannot be investigated and resolved within ten (10) business days, communicate this 
to the person making the complaint including the date by which the complainant can reasonably expect a 
resolution, and a follow-up response.  
 
e) Actions taken to resolve the complaint and correspondence with the person making the complaint are 
documented including;  

 the nature of each verbal or written complaint;  

 the date the complaint was received;  

 the type of action taken to resolve the complaint, including the date of the action, time frames for 
actions to be taken and any follow-up action required;  

 the final resolution, if any;  

 every date on which any response was provided to the complainant and a description of the response; 
and  

 any response made in turn by the complainant.  

 
 
Tracking/Trending/Actions taken to prevent Reoccurrence. 
 
Planning and documenting corrective actions and areas for improvement arising from the complaint to 
prevent recurrence including;  
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Reviewing and analysing the documented record for trends in types of complaints and resulting actions, 
at least quarterly. 
 

 Using the results of the review and analysis in determining what improvements are required or further 
preventative measures can be taken in the home; and  
 

 Keeping a written record of each review and of the improvements made in response.  

 
 Maintaining Complaint documentation that is kept in the Complaints Binder in the Executive Director’s 

office and is discussed as a standing item on the Manager’s CQI agenda.  
 
 
Orientation and Training  
 
All staff must receive training regarding written procedures for handling complaints and the different roles 
of front line and management staff in dealing with complaints during orientation and annually. 
 
Appendix Attachments Appendix A   Managing Complaints Decision Tree LTC (page 5) 
                                    Appendix B   Suggestions, Concerns, Complaint Form (page 6) 
 
 
 
Do you have a concern or Complaint about a Long- Term Care Home or Retirement Home? 
If you do, act, and help improve care for residents. 

 
Follow the home’s complaint process. 
Homes are required to have a written complaint procedure and post it where people can see it. 
They are also required to respond to concerns and complaints. 

                                                               

                                                                OR 
             Contact the Ministry of Health and Long-Term Care 

The ministry is responsible for ensuring long- term care homes comply with the Fixing Long Term 
Care Act, 2021 
 

           Call the ministry’s toll-free, confidential Long-Term Care ACTION Line:1-866-434-0144  
                                                                        (7 days a week   8:30 a.m. -7:00 p.m.)                                                                                                                                                                                      

                    or send a letter to:  Director 
                                             Long-Term Care Inspections Branch 
                                             Long-Term Care Operations Division 
                                             Ministry of Long-Term Care 
                                             438 University Avenue, 8th Floor 
                                             Toronto, ON   M7A 1N3 
 
The Fixing Long Term Care Act, 2021 provides protection for people who report concerns to the ministry. 
People making complaints do not have to give their name or contact information. If you do provide your 
name, you can ask that it be kept confidential. Information about complaints is only disclosed if the law 
requires or allows the ministry to disclose it. If you or someone else is treated unfairly because you 
complained, contact the ministry.  

                                           
If you have already contacted the home directly and the Long-Term Care Family Support and Action Line 
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(toll-free at 1-866-434-0144) and were not able to reach a satisfactory resolution, you can contact the 
Patient Ombudsman: 

• Online 

• by calling 1-888-321-0339 (toll-free) or 416-597-0339 (in Toronto) 

• TTY:416-597-5371 
 
The Patient Ombudsman strives to achieve a level of fairness in the resolution process for everyone 
involved as they review complaints. English and French service is available. We are also happy to 
arrange a language interpretation service if you speak another language.  

                                                         

                                                       OR 
 
    Contact the Registrar of the Retirement Homes Regulatory Authority  

The authority is responsible for ensuring retirement homes comply with the Retirement Homes Act, 2010 
                                     
                                        1-855-ASK-RHRA (1-855-275-7472)   
                                     or write to the RHRA at: info@rhra.ca  
                                     or 160 Eglinton Avenue East, 5th Floor, Toronto, ON M4P 3B5 
                                      
 

mailto:info@rhra.ca
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APPENDIX B  
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SLOVENIAN LINDEN FOUNDATION DOM LIPA LONG TERM CARE CONCERN LOG 

Nr. Date Verbal or 
Written 

Nature of Complaint 
Name who delivered 
Name of residents involved 

the type of action taken to resolve the 
complaint, including the date of the action, 
time frames for actions to be taken and any 
follow-up action required 

the final resolution if 
any 

every date on which any 
response was provided to the 
complainant and a description 
of the response 

any response made in 
turn by the complainant 

  

1          

2 
 

      

3 
 

 
 

 

      

4       

5       
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SLOVENIAN LINDEN FOUNDATION DOM LIPA RETIREMENT CONCERN LOG 

Nr. Date Verbal or 
Written 

Nature of Complaint 
Name who delivered 
Name of residents involved 

the type of action taken to resolve the 
complaint, including the date of the action, 
time frames for actions to be taken and any 
follow-up action required 

the final resolution 
if any 

every date on which any 
response was provided to 
the complainant and a 
description of the response 

any response made in 
turn by the complainant 

1   
 
 
 

       

2 
 

      

3 
 

 
 

 

      

4       

5       


