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Complaints Process Roadmap

What to Expect When Filing a Complaint

INITIAL REVIEW AND FORMAL NOTICE

Staff review the complaint and determine what additional investigation is needed.
01 The registrant is notified of the complaint within 14 days, provided all initial

complaint and communication materials* and required to respond. If a formal

investigation is required, the registrant is offered the option to make submissions at

this stage but will be required to make an additional response later.

INVESTIGATION

In most cases, a formal investigation is not needed and the file will proceed once

02 the registrant's response is received. If a formal investigation is needed, an
investigator may contact you for an interview or additional documents.
Investigation timelines vary depending on the complexity of the issues and how
promptly information is provided by the parties.

REGISTRANT'S REVIEW OF INVESTIGATION

03 If a formal investigation occurred, the Registrant will be required to respond to
the investigation in writing. Once their response is received, staff will determine
if additional investigation is needed.

O

MEETING OF THE INQUIRIES, COMPLAINTS AND REPORTS
04 COMMITTEE (ICRC)

Once all relevant information is received, a panel of the ICRC meets to make

]

a decision. The Committee includes both professional and public members.

/

DECISION

05 After making a decision, the panel needs 6-10 weeks to prepare written reasons.
Currently the average time for receiving the ICRC’s written decision, from receipt of

——

the complaint, is 270 days.

*Please be aware that anything shared with the College can be included as part of the investigation,
including correspondence with staff.
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