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POLICY

Primary Health Care Services (PHCSoP) recognizes that from time to time, areas of concern or conflicts will occur in the workplace between coworkers, Allied Health Professionals or another individual (the respondent). The best outcome is usually a negotiated agreement between the parties. The following procedures set out a process to resolve the concern/conflict through internal mediation.
PROCEDURE

1. Initially, all complainants are encouraged to discuss the concern or complaint directly with the person causing the concern or conflict.  Simply bringing the concern to the other party may resolve the issue.  The following questions should be used as a guide to resolve the concern/conflict: 
1. What is the issue?

2. Who has a stake in the issue?

3. Are there other underlying issues?

4. What are the unique perspectives of each stakeholder?

5. What are three potential solutions or action plans?

6. What resources are needed for the best solution or action plan to work?

2. If the concern/conflict is not resolved during this meeting, the material collected in the above process will constitute the “concern/conflict file” which will be used in the next step of the process.
3. If the parties are unsuccessful in resolving the issues directly, the complainant should discuss his/her concern with the appropriate person listed below, not later than ten (10) days following the incident that gave rise to the concern/conflict: 
· PHCSOP employees ( Immediate supervisor;

· Nurse Practitioner ( Collaborating physician ( Team Lead;

· Social Work/Mental Health (Collaborating physician ( Mental Health Liaison ( Team Lead
· Dietitian   ( Collaborating physician ( Team Lead.
4. If resolution is not possible at this level, the complainant may submit the complaint, in writing to the Human Resource Manager, PHCSOP, within ten (10) days of completion of the above process.

5. The Human Resources Manager will meet with the complainant within ten (10) days of receipt of the complaint. The manager will take notes about the nature of the complainants concerns, the resolution the complainant is seeking and other information needed to investigate the case.
6. The manager will point out that the best outcome is usually a negotiated agreement between the parties however if this is not possible, both parties should be prepared to abide by the decision imposed by a third party.
7. The manager, or designate, will need to verify evidence provided by the complainant, speak to the other party to the conflict, their supervisor or collaborating physician.  The manager may meet with the parties separately, or together, to find ways to resolve the differences.  Ultimately, if no solution can be negotiated between the parties, the manager will respond in writing to the complainant, and recommend a resolution to the conflict.
8. If not satisfied with the decision of the manager, or if the manager is causing the concern, the employee or Allied Health Professional may appeal the decision to the Executive Director of Primary Health Care Services.
9. Upon investigating the written appeal, the Director:

· Will facilitate, mediate and prepare a recommendation as a resolution to the complainant and the respondent.
· May find the complaint is without merit, frivolous, trivial, vexatious or made in bad faith and may terminate the process giving reasons for the decision to complainant and the respondent.

· May find the complaint to be of such serious nature that referral to legal counsel may be necessary for review and action.

10. The decision of the Executive Director with the concurrence of legal counsel (if obtained), shall be reviewed by the Board of Directors and that decision shall be final and binding on all parties.
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