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The College of Physicians and Surgeons of BC is located on the unceded and
traditional territory of the Coast Salish peoples, including the territories of the
hanqdamin'am’ speaking peoples—the x*mabkwayam (Musqueam) and
selifwitulh (Tsleil-Waututh) Nations, and the Skwxwu7mesh-ulh Snichim
speaking peoples—the Skwxwi7mesh (Squamish) Nation.

We acknowledge the rights and title of BC First Nations whose territories span
across the province. These territories recognize that laws, governance, and

health systems tied to lands and waters have existed here since time
immemorial.
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About this report

The goal of this report is to show the progress CPSBC has made in
implementing the recommendations from the 2022 report from consulting firm
KPMG on the current state assessment and future state report of the complaint
process. The full reports outline the opportunities to make the complaints
process more accessible and supportive for children and youth
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Accessibility recommendations

Status

|:| Not started

Reduce communication barriers

« Complaint information is available in multiple languages

* Visual aids are being considered for a future phase of the complaints In progress
process revisions

« Complaint navigators have been linked across the complaints webpage |:| Complete
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Accessibility recommendations

Status

|:| Not started

Have multiple communication channels

* Currently complaints can be submitted by email, fax or mail

« A webform for complaint submissions is being considered In progress

* The new Health Professions and Occupations Act (HPOA) will impact the
manner in which complainants can submit complaints |:| Com plete

 if the complainant experiences barriers to writing the complaint they

will have the option of a staff member’s assistance
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Accessibility recommendations

Use child- and youth-friendly Status

|:| Not started

communication materials

+ Changes are being made to all complaints communications that includes plain

language, clarifying checklist information and promoting complaint navigator
9fag fying P g comp g In progress
access
+ Complaints decision writers are trained in plain language and they use plain
language in all communications with complainants |:| Com p|ete

« Complaint navigators are trained to provide support to child/youth
complainants and their families

« Communication now includes phone calls and emails as part of the complaint
process, including acknowledging the initial complaint submission

« Visual changes (e.g. diagrams, visuals, media) will be made as part of a
longer-term strategy towards child/youth engagement
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Responsiveness recommendations

Status
Respond in a timely manner
Not started
* During the initial communication, complainants are asked whether they
would like to receive all communication via email or mail In progress
« Atriage process exists to ensure that child/youth complaints will be
addressed accordingly |:| Com plete

« The HPOA will remove fixed timelines for the completion of complaints and

change the current complaint process

* new practices will be created regarding complaints processes and timeline

of completion
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Responsiveness recommendations

Provide regular, clear, accessible updates
on progress

« All complainants receive communication explaining the next steps at
the beginning of the complaints process

« A case administrator is assigned to each file so that a complainant has a
direct point of contact during the process

« A complainant will be notified when there is a meaningful change to
their file

 specific files will be noted if more frequent supports or updates

needed

Status

|:| Not started

|:| In progress
Complete
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Transparency recommendations

Increase awareness of the complaints
process and ensure children and youth
understand the process

A future strategy towards child/youth complaints engagement,
education and outreach is being considered

» User experience testing will be conducted to better understand current
engagement with child/youth complainants

+ Child- and youth-friendly informational materials will be developed for
registrants to share with patients

« Considerations are being given on how to promote child/youth specific
complaint materials on the website

Status

|:| Not started

In progress
|:| Complete
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Transparency recommendations

Status
Protect child/youth complainant’s privacy
|:| Not started

« CPSBC has legislative safeguards in place to protect the privacy rights
of children and youth |:| In progress

Complete
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Interpersonal engagement recommendations

Status

[:] Not started

Allow for independence

« Complaint navigators and staff are trained to provide support to
child/youth complainants and their families |:| In progress

« Atriage process exists to ensure that child/youth complaints are

addressed accordingly C =%
omplete
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Interpersonal engagement recommendations

Status

|:| Not started

Make children and youth feel safe

« Staff are trained to provide support for child/youth complainants and

their families In progress

* New support programs will be offered for complainants experiencing
discrimination with the implementation of the HPOA
|:| Complete
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Interpersonal engagement recommendations

Inquire about children and youth's
preferences and expectations

* During the initial communication with the complainant, CPSBC offers
the option for complainants to receive all communication via email or
mail

* The Complaint Form includes a section where complainants can
describe their preferred outcomes and expectations

« All complainants are provided information about how to appeal a
decision with the Health Professions Review Board (HPRB)

Status

|:| Not started

|:| In progress
Complete
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