Open Door/Complaint Resolution Policy – Sample

Overview
ABC Funeral Homes is committed to an environment that encourages open communication with all employees. The following process is intended to provide employees with an effective and impartial means of identifying and resolving problems and concerns. It is our intent to be as reasonable and fair as possible.  
The first line of communication is between an employee and their immediate supervisor.  Supervisory and management staff are responsible for establishing and maintaining open communication with employees. With open communication, an employee should feel comfortable raising issues of concern or importance. The supervisor is responsible for listening to concerns and suggestions and responding appropriately. This process, as part of the daily activities and regular responsibilities of the supervisor, is viewed informally. 
Process

In situations where the employee feels that the supervisor’s response or solution has been unjust or inequitable the employee may pursue further steps to resolve their concern.  
Step 1:
The employee should bring forward their concerns with their supervisor and next level of management either verbally or in writing.  Issues should be brought forward in a reasonable time period, ideally within 10 days of the original discussion with the supervisor.  
The employee will be asked to provide details of the issue or problem of concern and their understanding of the supervisor’s initial response. 

The manager will gather and review the relevant facts and provide a response to the employee.  If necessary, a meeting or meetings will be held with the employee, the supervisor and the manager.  Responses to the employee will be provided in a timely manner, generally within 10 days of the meeting. 

Step 2: 
Should the matter still be unresolved; the matter will be brought forward to the top level of management for consideration and resolution.  If necessary a meeting will be held with the employee, the supervisor, the manager and top level management. Decisions by the top level of management will be considered the funeral home’s final position on the matter.   
Note: Nothing in the policy is intended to preclude an individual's right to file a complaint in accordance with the B.C. Human Rights Act.    
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Refer to FSABC HR Toolkit for additional information and resources
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