
THE CORPORATION OF THE TOWNSHIP OF SOUTH STORMONT

BY-LAW No. 2015-124

BEING a by-law to adopt Customer Feedback Policy.

WHEREAS the Municipal Act, 2001, c. 25 s. 5 (1) provides
that the powers of a municipal corporation are to
be exercised by its council;

AND WHEREAS the Municipal Act, 2001, c. 25 s. 5 (3) provides
that the powers of every council are to be
exercised by by-law;

AND WHEREAS Council of the Township of South Stormont desires
to adopt Customer Feedback Policy.

NOW THEREFORE Council of the Corporation of the Township of
South Stormont enacts as follows:

1. That the Customer Feedback Policy, attached
hereto as Schedule “A”, be adopted effective
December 16, 2015.

2. Any other by-laws inconsistent with this by-law
are hereby repealed.

READ AND PASSED in open Council, signed and sealed this 16"‘ day of
December, 2015.

Mayor

Clerk
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Policy: Integrity is the foundation of public service and our shared values
supports this in the Township‘s Strategic Plan. As Township employees, we
are proud to perform our work with: Transparency, Impartiality, Respect
and Accountability.

Objective: What guides the Township in its customer feedback handling?
- Customer-focus: We are committed to continuous improvement in

service delivery.
~ Accountability: Complaints are handled in a fair, respectful and

transparent manner, as quickly as possible.
~ Responsiveness: Feedback is tracked and the Complainant is informed

of each step.
~ Accessibility: Information on how to submit a complaint is easily found

on southstormont.ca and through other Township outreach
mechanisms.

- Simplicity: The process must be simple to understand and easy to use.
Complainants are guided on what to include in the complaint.

~ Confidentiality: Complaints will be dealt with in a confidential manner in
accordance with Municipal Freedom of Information and Protection of
Privacy Act (MFIPPA). Information will be collected, used and disclosed
in accordance with the Act.

The feedback process will not deal with:
0 Anonymous complaints
The Complainant will be referred to the proper forum.

Early and informal resolution is encouraged. Staff must have clear delegation and
authority to resolve complaints in an informal manner at first contact, without the
necessity of engaging a formal process.
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