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Introduction to the Complaints &
Concerns Procedure

2~Spirits is committed to providing
quality programs and services to Abo-
riginal people living with HIV/AIDS
and the Two Spirit community.

Sometimes due to the sensitive nature
of our work, issues may arise that will
lead to dissatisfaction in the service
we provide. If these issues cannot be
resolved through discussions with the
staff member involved, the following
procedure has been established and is
your guide on how to formally present
your complaint.

In each step of the Complaints & Con-
cerns Procedure, an incident report
form will be taken during the meetings
between yourself and representatives
of 2~Spirits. Once you are satisfied
with the incident report form express-
ing your issue, you will be asked to
sign and date it. A copy of the inci-
dent report form will be given to you.

You are welcome to have a support
person present at any time throughout
this process.

Step One
Discussion with your Worker

Discuss the issue directly with the
Worker who is responsible for provid-
ing services to you. Be sure to let
your Worker know the details of your

complaint or concern. Your Worker will go
over your complaint ** or concern and re-
cord it on an incident report form.

Step Two
Discussion with the Executive Director

If the issue has not been resolved in Step
One, you may bring the matter to the atten-
tion of the Executive director. You need to
call ahead to book an appointment with the
Executive Director so they may make time to
listen to your issue.

The Executive Director will meet with you
within seven (7) business days. A decision
will be made within three (3) working days
after your meeting.

Step Three
Access to the Dispute Resolution

Committee of the Board of Directors

If you are not satisfied after meeting with the
Executive Director, you have the right to re-
quest a meeting with 2~Spirits’ Dispute
Resolution Committee of the Board of Direc-
tors. You can do this by asking the Executive
Director to put in a request for you. You can
request this in person, by email or by tele-
phone.

The Board will meet within fifteen (15) days
after learning of your report to get familiar
with the details. They will make a decision
within a further seven (7) business days after
they have met. You will be advised of what
action will take place at that time.

** It is your responsibility to keep the agency
updated with your contact information

The following qualify to use this
complaints & concerns procedure:

. Members of 2~Spirits

. Volunteers of 2~Spirits

. Clients of 2~Spirits

. Families and loved ones of
2-Spirits clients

. Professional Colleagues

Thanks to Native Child and Family Services for allowing s to

use paris of their “Complaints and Concerns” Brochure



