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Objective: Concerns and complaints from external stakeholders will be directed to the appropriate
party to be responded to in a timely and effective manner.

Policy:
A procedure for lodging complaints will be publicly accessible on the Marguerite Centre’s website.

Procedure:

e This policy will be posted on the Marguerite Centre’s website.

e The website will direct complaints to the Executive Director (ED) via email or phone.

e The ED will review the complaint and re-direct the complaint to the most appropriate and
responsible party.

e Should a complaint be made against the ED, they will immediately notify the Chair of the
Board who will review the nature of the complaint and if it cannot be easily resolved, will
bring the complaint to the Board.

e The ED will maintain a record of all complaints received including their number, nature and
resolution.

e Therecord of complaints will be reported to the board annually by the Executive Director
and recorded in the board’s meeting minutes.

Internal Responsibility System:
The Executive Director will vet complaints and make an annual report to the board.



