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Policy Statement
A food distributor participant as well as clients have a right to complain about the services and support they have experienced, or any other concern they may have with KFS or its programs, including issues related to privacy. 

Procedure
· A complaint may be made in person, by phone or in writing by a participating agency or client.
· The responsibility for handling complaints or allegations shall rest with the General Manager. If not resolved at that level, it shall go to the Board of Directors (if the complaint involves the General Manager, it shall go to the Board of Directors).
· Informal resolution of difficulties should be between the staff member and the complainant whenever possible before the formal procedures are put into place.
· The resolution of the complaint should be timely so as not to delay appropriate action for the complaint or cause undue stress for the client or staff member.
· Uncorroborated complaints by a third party, not by the complainant themselves, will be discouraged.
· All complaints will be acknowledged within 48 hours by the appropriate person (General Manager or Board Chair, or designate) and a response will be communicated to the complainant within 10 working days.

Phone or In-Person Complaints
· If a complaint is received regarding another staff member, the staff receiving the complaint should encourage the complainant to speak directly with the staff or the General Manager.
· If the individual does not wish to speak directly to the staff, or is not satisfied with the outcome of that discussion, the complaint should be directed to the General Manager; if the complaint involves the General Manager, it will be directed to the Board Chair.
· Following a thorough review of the complaint, a conclusion will be reached which will be communicated to the complainant. The General Manager or Board Chair will be responsible for contact and follow-up with the complainant.
· The complaint will be documented by the staff receiving the complaint. If the issue is not resolved to the complainant’s satisfaction, the General Manager at their discretion may involve the Chair of the Board of Directors.

Complaints by Letter
· A copy of the letter will be forwarded to the relevant staff person and they are required to follow up with the General Manager with comments within five (5) working days. If there is sensitive information contained within the letter, the content of the letter may be summarized or paraphrased prior to it being shared with the relevant staff person. 
· The General Manager will inform the complainant of the response of the staff. If the issues are not resolved, the General Manager will conduct a thorough review of the complaint, a conclusion will be reached which will be communicated to the complainant. The General Manager or Board Chair will be responsible for contact and follow-up with the complainant.
· The complaint will be documented by the staff receiving the complaint. If the issue is not resolved to the complainant’s satisfaction, the General Manager at their discretion may involve the Chair of the Board of Directors.

Complaints Regarding the General Manager
· The Board of Directors through its Executive Committee is responsible for complaints involving the General Manager.
· For complaints concerning the actions of the General Manager, the complainant can direct the complaints to the Board Chair who, in their discretion, may refer the complaint to the Executive Committee for review. The Board will endeavor to provide a written response to the complainant within 10 days.

Reporting to Board of Directors
· The General Manager shall report serious or unresolved complaints that may put the organization at risk immediately to the Board Chair.  
· A summary report of complaints and outcomes is provided to the Executive Committee annually.
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