THE CORPORATION OF THE TOWNSHIP OF SOUTH STORMONT

BEING

BY-LAW No. 2015-124

a by-law to adopt Customer Feedback Policy.

WHEREAS

AND WHEREAS

AND WHEREAS

NOW THEREFORE

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

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

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

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

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

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are hereby repealed.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 —




Schedule “A”

Customer Feedback Policy By-law No. 2015-124

Section : Corporate Services

Date of Origin:

Subject: Feedback, Complaints, Inquiries and December 16, 2015

Requests

Policy:

Objective:

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.

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 compiaint 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:

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.



SOUTH STORMONT CORPORATE SERVICES
Complamt Feedback Pollcy L

'f}‘jrw'rocedure RO e - S

. ~AII complalnts concerns and requests shouId be dlrected to Town HaII They are _

S _accepted in person, via teIephone regular mail and email and’ are Iogged in to the
-~ Township’ S complalnt/ request tracklng system ‘Formal compIa|nts shouId be'in

L fwr|t|ng A fort will be- prowded and available on'the webS|te as weII as |n alternatlve o

s formats. The foIIowmg |nformat|on shaII be |ncIuded T
..o Detalls of What happened P R R S o
,'Where d|d th|s happen? Is |t wnth|n the Townsh|p S areas of responsnblllty? 3
"When? - o0 T ST ;

Who was |nvolved? :

- What was said or done? _ SRR

What kind of resqut|on |s be|ng sought?

- Contact details of the Complalnant

‘o0 o, .o'“o 0 0

: “Complamt Owners" Dlrectors, or deS|gnates, are' “Complamt Owners” :
- v}esponse times:- g -
: “Complainants should recelve an acknowledgement wnthln 3 busmess days and
- "assigned a tracking: number The Complaint Owner should be identified and the -
L Complalnant should be glven the Complalnt Owner S contact |nformat|on as part of
“this acknowledgement L
A final response or update W|th|n 20 busmess days barrlng exceptlonal _
'~ circumstances; s expected Complalnts may be prlorltlzed dependlng on the
S C|rcumstances The Compla|nant is to be not|f|ed of t|meI|nes R

:' Actlomng feedback contact (emall)

a. Complalnt for another department

) If a complalnt was recelved by your department |n error and |t should be handled : B :
.. by another Township department forward. the email to the appropriate Director.. '

* Advise the complainant that you have forwarded thelr complalnt and prowde them S

T - the name of the forwarded department

“b. Informatlon request not a complamt

. 'AIf an email recelved is. not a compIa|nt but rather a request for |nformat|on
3 -departments shouId f|rst verlfy |f the |nformat|on |s avaiIabIe on the Townsh|p
- website. - - -
. If the |nformat|on is available onI|ne departments can: d|rect the requester to the
oo correct webpage If the |nformat|on is not avaiIabIe onI|ne departments WI|| , i .
' i”.respond or. update w1th|n 10 busmess days S L .
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S : SOUTH STORMONT CORPORATE SERVICES
o Complalnt Feedback Pollcy

'*4-23“‘?\_§.2_4Standard Complamt

Acknowledgement of recelpt (3 busmess days) e ' :

Complalnt owner is: |dent|f|ed and a tracklng number is prov1ded to the

Complalnant This is automatlcally generated once the complamant has

e 'submitted a complalnt . N S

BRI Complalnt assessment -[;:_ LT et e e R
Lo o The Complalnant may be contacted to cIarlfy the complalnt The complalnt
may be term|nated at thls pomt if a resolutlon is- mutuaIIy determlned |f |t
is'a dupllcate not a complamt or is frlvolous or vexatlous ‘

Investlgatlon of compIalnt e T S P :
‘1 o Coordinated by the Complalnt Owner Deﬂne the subJect matter and

5|dent|fy act|on to resoIve the complalnt The Complalnant should be
g -notlﬂed of the approxmate Iength of. t|me the |nvest|gat|on shouId take

' Complalnt response th|s needs to |ncIude
) Sett|ng out the complalnt

0. Detallmg how the |nvest|gat|on was conducted o

o Summarlzmg the facts. . : D
o. 'Outlmmg the ﬂndlngs : g S _ _
o -Suggesting approprlate resqutlon anng W|th the rat|onale supportlng the.i L

o '.proposed resqutlon ‘ P R

-.-._develop an |nvest|gat|on plan ConsuIt with: staff summarlze ﬂndlngs and - o

; Resqutlons may |ncIude an: explanatlon apology, recons:deratlon recommendatlon ol
'_ for relmbursement restltutlon and/or change in pollcy - aII are possnble remedles

Communlcatlon of the deC|S|on B :
o Providing the Complalnant W|th the reSponse

K o Identlfylng next steps/appea| rev:ew by the Chlef Adm|n|strat|ve Ofﬂcer
(CAO) L _ _ .

SN cOmpIa_lnt closed._-:' o
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SOUTH STORMONT CORPORATE SERVICES
Complamt Feedback Pollcy o

\llonltorlng and reportlng out

'-"-'--‘-:‘The complaint needs to be tracked from |ts |n|t|a| rece|pt to |ts resqutlon AII

_-'complalnt records will be kept securely and in: accordance W|th corporate poI|cy
S reqmrements and Ieglslatlve respon5|b|I|t|es IR R

: -f‘.";' ;'The complamt records WI|| be needed for reguIar future reVIew and anaIy5|s so as to
7. capture recurring issues and improve customer service and satisfaction. Annually the L
- number.of complalnts type of complalnts number of resoIved complalnts etc shouIdr-__

h be reported by the Complalnt Owner

} -Unt|I a permanent onI|ne compIa|nt system is |mpIemented each Complalnt Owner SN
L .shouId ensure review the complaint /- request tracking- spreadsheet on.a weekly baS|s -
"' to-ensure that-a record of the action’ requested is saved in case of escalatlon to the '

e CAO or to the provmaal Ombudsman

.7 |Drafted By:: - "'Last ReV|S|on Date: e IApproved Date ¢ lsignature: ¢ e

" "|Loriann Harbers. - :E.»':?.,Z:'December 16 2015 D9C uo}|:5-':5"}:_;.'..
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