COMPLAINTS AND APPEALS PROCEDURE
FOR NON-FRIENDS OF RUBY EMPLOYEES

SOP NUMBER: HR-11
Effective Date: 2025-11-11
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1. Our Commitment & Guiding Principles

At Friends of Ruby, we are deeply committed to providing a safer, respectful, and supportive
environment for everyone in our community. We value open communication and view all
feedback—including concerns and complaints—as a vital opportunity to learn, improve, and
strengthen our services.

Our approach to resolving complaints is guided not only by our core values but also by our
obligations under key legislation. This includes the Ontario Human Rights Code, which upholds
the right to equal treatment and freedom from discrimination; the Occupational Health and
Safety Act, which mandates an environment free from harassment and violence; and

the Accessibility for Ontarians with Disabilities Act (AODA), which ensures our processes are
fully accessible to all.

2. Who Is This Policy For

This policy applies to anyone who interacts with Friends of Ruby who is not a staff member,
including:

e Youth residing in our House, accessing our Drop-In Centre and/or receiving counselling.
e Volunteers, Placement Students and contractors.

e Donors and funders.

e Visitors and community partners.

e Board Members

(Note: Staff members should refer to the Employee Complaint Resolution Policy.)

3. What is a Complaint?

A complaint is when you tell us you are unhappy with a service, a decision, an action, or the
conduct of a staff member, or a non-staff FoR staff member. It’s more than a general question
or suggestion; it’s when you feel something has gone wrong, or there has been an inequity,
exclusion, or unfair barrier in our services.

Examples of a complaint might include:

e You feel a staff member spoke to you in a disrespectful or dismissive way.

e You were denied a service you believe you should be eligible for, without a clear
explanation.

e You are experiencing harassment or bullying from another client or community member.

e Your identity is being disregarded, such as someone repeatedly and intentionally using
the wrong pronouns for you after being corrected.
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e You believe you have been treated unfairly because of a protected ground under the
Human Rights Code (such as your race, disability, gender identity, or religion).

e A service animal was not accommodated during a scheduled appointment, creating a
significant barrier to your access and participation.

4. Starting with an Informal Conversation

Often, the quickest way to resolve a concern is to address it directly. If you feel comfortable and
safe, we encourage you to speak with the staff members most involved. They may be able to
clarify a misunderstanding or resolve the issue immediately.

We understand power dynamics can make informal conversations difficult and may impact your
safety. If you are comfortable with this approach, please try it first. If not, you can proceed
directly to the formal complaint process or consult a trusted FoR staff member or leader for
guidance.

Examples of an informal conversation:

e If you were expecting a meeting with your Case Manager and they missed it with no
communication, you could speak to them directly to reschedule and discuss what
happened.

e If a volunteer repeatedly makes assumptions about your needs without consulting you,
you could mention your preference for a more collaborative approach during your next
interaction.

e If you are a donor and see that your gift was acknowledged for a different program than
you specified, you could contact the Senior Manager of Fund Development to clarify
your donor's intent.

e [f you are a Board Member and feel that critical financial reports were not provided with
sufficient time for review before a vote, you could raise the concern with the Board Chair
to request a better process.

5. Making a Formal Complaint

To ensure we can address concerns thoroughly and effectively, we encourage you to identify
yourself when making a formal complaint. This allows us to fully understand the context, ask for
any clarifying details, and provide you with a direct and meaningful response.

5.1 How to Submit a Formal Complaint:

Please fill out the Friends of Ruby Complaint Form.

To help us understand and address your concern, please include as many of the following as
you can:

e What happened? Describe the event or issue.
e When and where did it happen? Include the date, time, and location.
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e Who was involved? Please list the names of any staff, volunteers, or witnesses.
e What would you like to see happen? Sharing your desired outcome helps us work
towards a resolution.

If you need or would like support filing a complaint, we encourage you to consult with a staff
member or leader you trust at FoR for further guidance. If you are unsure of who to speak with,
here are some options:

e For drop-in, case management, intake and counselling Complaints, please contact the
Youth Services Manager.

e For Housing Complaints, please contact the Senior Manager, Housing

e \Volunteers, visitors and Community Partners Complaints, Programs and Community
Partnerships Senior Manager

If you prefer to escalate to Senior Leadership Team, please contact:

e Senior Director of Youth Services
e Director of Mental Health and Youth Services
e Director of Organizational Culture, Inclusion, Diversity, Equity and Accessibility

5.2 Anonymous Complaints

Your safety and comfort are important to us. We understand that in certain circumstances, you
may need to report an issue without revealing your identity.

We encourage you to share your name, if possible, as it enables a more comprehensive
investigation and allows us to update you directly. However, we are committed to reviewing
every anonymous report we receive.

Please understand that without a way to contact you, our investigation might be constrained,
but we will act on the information to the best of our ability.

Secure Physical Submission for Absolute Anonymity
If you require the highest level of confidentiality, you can submit a complaint without any
digital footprint:

e How: Print, complete (without identifying information), and deposit the official
complaint form in the secure HR drop-box.

Please provide as much detail as you can, such as: "On [Date], | witnessed [Name/Title]
and [Vendor Name] discussing a 'kickback' in exchange for a contract in the main
office. | believe this is unethical." The more specific information we have, the better
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we can address the situation.
e Locations:

70 Richmond: 4th Floor by the do not disturb zone.
The House: 1st Floor in the multipurpose room.

e Process: The drop-box is reviewed every two weeks by a dedicated HR representative.
This process is designed to protect your identity completely.

6. We Are Here to Support You
Please let us know if you need accommodations to use this process, such as:

Language interpretation or translation services.
Accessibility support (e.g., large print forms, verbal assistance).
A support person to help you navigate the process.

You can reach out to a trusted person at Friends of Ruby, or email
Accessibility@friendsofruby.ca

7. Complaint Resolution Process: What to Expect
Once we receive your formal complaint, here is the process we follow:
7.1 Step 1: Acknowledgment

e Who is Responsible: Front-line Staff, Manager, or Functional Lead

e The Process: Upon receiving your report, you will receive a written acknowledgment
confirming that we have it. A member of our team will then contact you to gather
further details. Your report will be assigned to the appropriate senior leader for
investigation.

For example: A complaint related to Housing will be escalated to the Senior Manager of
Housing, while a complaint associated with IDEA will be brought to the Director of
IDEA.

e Escalation for Conflicts of Interest: If your complaint involves a manager or director who
would typically oversee this process, it will be directed to the Senior Director who
oversees that department or the Director of IDEA and Organizational Culture directly.

e Please Note: If you submit an anonymous report, we will be unable to provide a direct
acknowledgment or follow up with you personally. To submit an anonymous report,
please use the form below:

¢ Timeline: Between 3 to 5 business days from the date the complaint is filed.

7.2 Step 2: Investigation

e Who is Responsible: Functional Manager and Director
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e The Process: An assigned member of the leadership team will conduct a thorough
investigation. This includes gathering all relevant information and evidence. If you
provided your contact information, we would provide you with periodic updates on our
progress, when possible. We will also do our best to set expectations by sharing an
estimated timeline and we will clarify when you should expect to hear from us next.

e Timeline: Initiated within 5 business days of acknowledgment.

7.3 Step 3: Review

e Who is Responsible: Assigned Senior Director, and/or the Director of IDEA and
Organizational Culture (if the complaint is IDEA-related). Other leaders may get involved
as needed.

e The Process: The assigned director(s) will review the full investigation report to ensure
the process is fair, thorough, and objective. They will then determine the appropriate
outcome and final resolution based on the findings.

e Timeline: Completed within 10 business days of the investigation's conclusion.

7.4 Step 4: Resolution

e Who is Responsible: Assigned Senior Director, and/or the Director of IDEA and
Organizational Culture. The Executive Director reviews all escalated cases.

e The Process: You will receive a written summary of the outcome. For complex or high-
level complaints, the Executive Director reviews the report with determination to ensure
it is comprehensive and fair before it is communicated.

e Timeline: Aim for completion within 20 business days of the review.

You will be treated with respect and kept informed throughout if you have provided your
contact information. We will explain the outcome to you while respecting the privacy of
everyone involved.
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8. If You Are Not Satisfied with the Outcome (Appeals)

If you are not satisfied with the initial outcome, you have the right to appeal. This means you
can ask for the decision to be reviewed by someone at a higher level.

An appeal should be escalated in this order:

1. Executive Director
2. Board of Directors

If the complaint involves the Executive Director, the appeal will go directly to the Board of
Directors. We will provide you with a timeline for the appeal process. All decisions made by the
Board of Directors are final.

9. External Options

If your complaint is regarding a shelter service (including transitional housing) funded by the
City of Toronto, you may also contact them directly:

e Hostel Services: 416-392-8741
e Email: ssha@toronto.ca

Please be aware that you also have the right to contact external bodies like the Ontario Human
Rights Tribunal regarding matters within their jurisdiction, at any time.

10. Our Shared Commitment: Good Faith

We encourage you to bring forward concerns so we can address them. We trust that
complaints are made in good faith, meaning they are honest and intended to help correct a real
problem.

You will not face any negative consequences or retaliation for raising a good-faith complaint.

11. Confidentiality

Your privacy is important to us. We will only share information about your complaint with those
who need to know to investigate and resolve it. We are committed to protecting your
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confidentiality while ensuring a fair process for all. If you have particular concerns with the
information being shared, please name this in the complaint form.

12. Accessibility

Friends of Ruby is dedicated to accessibility and inclusion.

If you require this policy in an alternative format or need accommodation to use the complaint
process, please contact:

Director of IDEA and Organizational Culture
Email: accessibility@friendsofruby.ca

13. Acknowledgement & Agreement

| confirm that | have reviewed and understand the Complaint and Appeals Procedure for Non-
Friends of Ruby Employees, and | acknowledge my responsibility to engage in this process in
good faith, provide accurate information, and maintain strict confidentiality throughout any
investigation.

Employee Sign-Off
Name

Signature

Date

Please submit this signed acknowledgment to Human Resources to be placed in your personnel
file.
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CHANGE LOG

Complaints and Appeals Procedure for Non-Friends of Ruby Employees

SOP NUMBER: HR-11

Version Date Description of Changes Approved By

Executive Director, Sr.
Director of Sl, Sr.
V1 2025-11-11 Initial draft created Director of Finance and
Operations and Sr.
Director, YS
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