SUNSHINE COAST

COMMUNITY
FOREST

COMPLAINT POLICY

1 Scope & Objectives

The purpose of the complaint policy is to ensure transparency and efficiency when
responding to complaints, and to ensure compliance with law while handling complaints
related to the Freedom of Information Personal Privacy Act (FOIPPA).

The SCCF will provide a process for electronic correspondence.

2 Responsibility

The Chair, or their designate(s), will assume responsibility for the implementation of this
policy

3 General Policy

Upon receiving a written complaint, the SCCF will promptly acknowledge the receipt of the
complaint, usually within 14 business days.

The designated personnel will review the complaint to determine its validity and identify the
appropriate course of action. This review may involve contacting the complainant for
additional information, and correspondence in writing will be the standard procedure.

Once the complaint has been reviewed, addressed and is considered resolved the SCCF will
notify the complainant of the resolution, along with an explanation of any actions taken. This
notification will be in writing and provided to the complainant typically withinl4 business
days of the resolution.

a) Routine problems will be dealt with by the Executive Director wherever possible.

b) Unresolved operational complaints will be brought to the attention of the Managing
Forester..

c¢) Complaints should be escalated to the Chair, under the following circumstances:
- the Managing Forester -Operations determines the escalation is advisable
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- The complaint is regarding staff;
- The complaint is regarding SCCF’s policies or Board of Directors

d) Complaints should be escalated to the Board of Directors (in writing) only under the
following circumstances:

- the complaint is about the Chair

The Sunshine Coast Community Forest is committed to complying with FOIPPA and will ensure
that all requests are handled in accordance with the law. The SCCF will maintain records of all
FOIPPA complaints and resolutions for a period of 25 years.

FOIPPA Policy & Procedures Manual - Province of British Columbia (gov.bc.ca)

This policy will be reviewed periodically to ensure compliance to FOIPPA

END OF POLICY
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