f’ BC HOUSING

Complaint Arises

Has complainant tried to

resolve issue with staff and
manager in the service area of

the complaint?

Yes

Complaint Resolution Process

Sources of Complaints:

. Applicants for BC Housing’s directly managed buildings.
. Tenants living in BC Housing’s directly managed buildings.
. Rental Assistance Program (RAP) applicants or benefit

recipients.

. Shelter Aid For Elderly Renters Program (SAFER)

applicants or benefit recipients.

. Home Adaptations for Independence Program

(HAFI) applicants or recipients.

. BC Home Owner Mortgage and Equity Partnership Program

(BC HOME) applicants or loan recipients.

. Tenants in housing managed by BC Housing's Non-Profit

Partners who have complaints about rent calculation.

. Stakeholders, Suppliers, Partners about interaction with BC

Housing.

Contact BC Housing staff that
provide service in area of
complaint. If unsure who to
speak to call BC Housing
reception at 604-433-1711.

No P

Has complaint been No N

Submit completed form by mail or fax to:

BC Housing

1701-4555 Kingsway

Burnaby BC V5H 4V8

Attention: Manager, Complaints Resolution

Fax #: 604-439-4722

Or e-mail: ComplaintResolution@bchousing.org

resolved?

End of
Process

Yes

Complete the Complaint
Resolution Form in full
and attach any
supporting documents.

Has complainant fully
completed the Complaint
Resolution Form?

A 4

No

Committee Chair advises
complainant of missing
information before the
complaint can be reviewed
and resubmitted.

Committee Chair
compiles information
from complainant and
BC Housing staff that
initially responded to the
complainant.

A

Committee Chair calls

Committee together and
provides all details of the
complaint for a decision.

A

Committee Chair contacts
the complainant within

Yes

thirty (30) business days
with the decision of the
— Committee.

A

If the complainant is still not satisfied, the Chair
will advise the complainant that an independent
review can be requested by the complainant to
the Office of the BC Ombudsperson [1(800)
567-3247 (outside Victoria) or (250) 387-5855
(Victoria) or fax to (250) 387-0198]. The Chair
shall provide contact information to the
complainant, if required.

A

The Chair will liaise with the Office of the BC
Ombudsperson to provide all information for the
Committee’s decision and work to resolve the
complaint to the satisfaction of the Office of the
BC Ombudsperson and BC Housing.

End of

Process
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