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1. PURPOSE

The purpose of this policy is to establish a clear, consistent, and efficient process for receiving, reviewing,
investigating, and responding to formal complaints made to the Town of Foam Lake.
This policy is intended to:

 Ensure complaints are handled fairly, consistently, and in a timely manner;

 Ensure complaints are made in good faith by individuals who are directly affected;

e Prevent misuse of Town resources through anonymous, third-party, or frivolous complaints; and

« Support effective enforcement under municipal bylaws, policies, and applicable legislation.

2. SCOPE
This policy applies to formal complaints from members of the public regarding an expression of
dissatisfaction or concern related to:

e Town of Foam Lake programs, facilities, or services;

» Town employees or operational procedures; or

e Matters governed by Town of Foam Lake bylaws or policies.

This policy does not apply to:
 Verbal complaints;
e Anonymous complaints;
e Complaints submitted on behalf of another individual;
e Freedom of Information requests under LAFOIP.

3. REQUIREMENT TO BE DIRECTLY AFFECTED
Only individuals who are directly affected by the issue or occurrence may file a complaint under this policy.
Complaints submitted:
 On behalf of another person,
» Based on hearsay, speculation, or personal disagreement, or
o Where the complainant is not directly impacted, may be declined, closed without investigation, or not
enforced at the discretion of the Chief Administrative Officer (CAO).

4. FORM OF COMPLAINT

The Town of Foam Lake does not accept verbal or anonymous complaints.

All complaints must be formal, written complaints submitted by one of the following methods:
» Hand delivery;
e Mail;



e Email; or
 Submission through the Town’s website using the “Report It” form.

5. REQUIRED INFORMATION
All formal complaints must include the following information:
a) Full contact details of the complainant, including:
e Name
e Phone number
e Civic and mailing address
b) Type of complaint;
c) Detailed description of the complaint, including:
e Location of the issue
e Date(s) and time(s) of occurrence
e Persons involved, if known
« Resolution requested
e Supporting documents, photographs, recordings, or logs, if applicable
d) Complainant’s signature and date of submission.
Complaints missing required information may be returned to the complainant for completion or closed
without further action.

6. COLLECTION AND USE OF PERSONAL INFORMATION
Personal information provided in a complaint is collected under the authority of The Local Authority
Freedom of Information and Protection of Privacy Act (LAFOIP).
The information will be used for the purposes of:
e Investigating the complaint internally;
« Sharing information with third parties where required for investigation;
» Enforcement under municipal, provincial, or federal laws or regulations; and
« Contacting the complainant regarding the complaint.

7. RECEIPT AND LOGGING OF COMPLAINTS
The Town employee receiving the complaint shall:
« Date and sign the complaint as received;
 Log the complaint into the Town’s complaint tracking system; and
« Assign a reference number for tracking and record-keeping purposes.
Administration may contact the complainant by phone or in writing to request clarification or additional
information, if required.

8. REVIEW AND INVESTIGATION
All complaints shall be forwarded to the Chief Administrative Officer (CAO).
The CAO will:
e Review the complaint for completeness, jurisdiction, and compliance with this policy; and
e Determine whether the complaint will be investigated, declined, or closed.
Where a complaint proceeds, the CAO may assign the investigation to:
o A municipal employee;



¢ A member of Council; or
o A designated third party, as authorized.
The Town retains discretion regarding:
e The method and scope of investigation; and
o Whether enforcement action is appropriate.

9. SPECIALIZED COMPLAINT FORMS
Certain complaints require additional documentation to support investigation and enforcement.
a) Dog Barking Complaints
Complainants must complete a dog barking complaint form and provide a detailed log, including:
¢ Dates and times;
e Duration of barking;
e Description of the dog; and
« Frequency of occurrences.
b) Noise Complaints
Complainants are strongly encouraged to maintain a detailed log of occurrences and may submit short
recordings where appropriate.
Complaints lacking sufficient detail may not proceed.

10. COURT PROCEEDINGS AND TESTIMONY REQUIREMENT
Where a complaint results in enforcement action that proceeds through the Court of King’s Bench, the
complainant may be required to:

e Provide sworn testimony; and

« Participate in court proceedings.
The Town of Foam Lake can only require voluntary compliance, including voluntary payment of fines or
voluntary remediation, unless enforcement proceeds through the courts.
All complaint forms shall include a clause requiring the complainant to initial and acknowledge that they
understand and accept this requirement.
Failure or refusal to testify may result in the complaint being closed or enforcement action discontinued.

11. FRIVOLOUS, VEXATIOUS, OR BAD-FAITH COMPLAINTS
Complaints that are determined to be:
e Frivolous;
e Vexatious;
e Made in bad faith;
« Repetitive without new evidence; or
« Intended to harass, retaliate, or cause unnecessary burden, may be declined, closed without
investigation, or not enforced at the discretion of the CAO.
The Town of Foam Lake is not obligated to pursue enforcement where doing so would not be reasonable,
efficient, or in the public interest.

12. NO GUARANTEE OF OUTCOME
Submission of a complaint does not guarantee:
e Enforcement action,;



e Issuance of fines; or
» A specific outcome requested by the complainant.
All decisions remain subject to legislation, evidence, and administrative discretion.

13. EFFECTIVE DATE
This policy shall take effect on the date of adoption by Council.



