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FILING A COMPLAINT
COMMUNITY CARE FACILITIES LICENSING PROGRAM

The information you provide is valued by the Licensing staff and forms an integral part of their 
work in providing assurance that a healthy and safe environment is maintained in all licensed 
facilities providing care.

Every complaint or allegation must be investigated.

Under the Community Care and Assisted Living Act, a Medical Health Officer or designate 
(usually a Licensing Officer) is responsible for investigating every allegation or complaint of non-
compliance in a licensed community care facility. The degree to which Licensing investigates 
depends on the nature and severity of the complaint. Some complaints, such as those involving 
inappropriate discipline or abuse are of a serious nature and require more immediate attention.

However, there are aspects of care that do not fall within the scope of the legislation.  If your
complaint falls under the jurisdiction of the Act, an investigation will be conducted by the
delegated Licensing Officer.  If it does not, you will be advised as such and, wherever possible, 
provided with other complaint mechanisms that may assist you.  

The Community Care Facilities Licensing Program operates under the framework of 
administrative law.  During the complaint investigation, care providers are notified of the 
complaint, given an opportunity to respond, and to provide plans for corrective actions if 
warranted.  Decisions are focused on ensuring health and safety and are determined with the 
intent of fairness to all parties involved in the process.  

Your complaint will be dealt with as quickly as possible to minimize any inconvenience to 
individuals in care, the family, and the Licensee of the facility.  The duration of the investigation 
may vary depending on the nature and severity of the complaint and the risk level determined at 
the time.  Some complaints, such as those alleging criminal activity, inappropriate discipline or 
abuse, are of a serious nature and may involve Child Protection Social Workers or the 
police/RCMP.  

Resolving concerns and disputes

There are a number of ways to resolve concerns regarding the care of your loved one.  
Complaints are best addressed and resolved at the time and place they occur and wherever 
possible with the Licensee or Manager of the care facility.  Resolving concerns at the facility helps 
to maintain a good relationship and often will find a quick and effective resolution for all persons 
involved. 

If you are not satisfied with the response or the complaint is of a serious nature where an 
apparent risk to the health, safety and well being of persons in care exists, you may refer your 
concerns to a Licensing Officer.  There is no time limit in which to make a complaint, however, 
waiting too long may have an impact on the accuracy of facts and the health and safety of 
individuals in care.   
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   COMMUNITY CARE FACILITIES LICENSING PROGRAM 

The licensing and inspection of all child care facilities is the responsibility of and is carried out by the 
Community Care Facilities Licensing staff of the Vancouver Island Health Authority.  Licensing staff are 
located in the offices noted in the address blocks at the bottom of the page. 

A package of child care licensing information, including copies of the Community Care & Assisted Living 
Act, and the Child Care Licensing Regulation, and the required application forms are available from your 
local Licensing office.  There is a $45 charge (July 2007), which covers the cost of copies of the Act and 
Regulation and other materials provided, but there is no charge for the licensing procedure or the licence 
itself. 

It is important for all applicants to read the Act and Regulation to ensure they have a thorough knowledge 
and understanding of the requirements for operating a licensed child care facility. 

Applicants are also provided with a “Licensing Resource Package” which contains other reference 
materials, that will assist with meeting the requirements of the licensing process. It is important to become 
knowledgeable and conversant with these materials before establishing a child care business. 

In Victoria, Family Child Care applicants are invited to attend an “Orientation to Family Child Care” 
session, held from 9:30 to 11:30 a.m. on the second Thursday of each month.  For Group Child Care, 
“Child Care Manager Orientation” is held twice a year (with additional sessions added as necessary).  
Please call the Licensing Office at (250) 475-2235 to register for one of these sessions.  In the Central 
Island Region, “Child Care Orientation” mornings are generally held on the third Tuesday of each month.  
Please call the Licensing Office at (250) 714-0424 to register for these sessions.  In the North Island 
Region, “Orientation” sessions are held on an as needed basis.  Please call the Licensing office at (250) 
287-2818 to register for a session. These presentations will provide applicants with an in-depth review of 
the licensing requirements and an opportunity to discuss questions and concerns specific to Family Child 
Care. 

It is advisable for Group Day Care, Preschool, and Out of School Care applicants to discuss their 
plans with Licensing staff, who will provide information regarding the requirements for the various types of 
care, and may save both time and unnecessary expense in the event you are unable to meet these 
requirements. 

It is the applicant’s responsibility to contact the various municipal agencies involved and arrange for any 
zoning approval, building permits or business licenses that may be required. 

Any commitments that an applicant enters into regarding purchase or rental of property are of their own 
responsibility. 

For applicants in Victoria and the rest of the South Island Region, once an application has been 
received, the Vancouver Island Health Authority Licensing Office will contact the local municipal fire 
departments to arrange for a fire inspection of the proposed facility. 

In Nanaimo, applicants are requested to complete the “Fire Letter of Assurance” form (copy enclosed) 
and submit it as part of their application package to the local Licensing Office, who will then arrange for a 
fire inspection of the proposed facility. 

In all other areas of the Health Authority, applicants are requested to take the completed “Fire Letter of 
Assurance” form (copy enclosed) to their local fire department and arrange for completion of the “Fire 
Approval” form (copy enclosed). 
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The following points may help you in organizing your thoughts before you file your 
complaint or allegation:
• In filing a complaint, it is more important to specify facts relating to the complaint without 

involving personal biases. Your complaint must establish facts rather than attempt to verify a 
complaint or allegation.

• In order to maximize accuracy and ensure the safety of individuals affected, your complaint 
should be filed as soon as possible. 

• Those involved in the investigation will endeavor to make recommendations as quickly as
possible to minimize any inconvenience to individuals in care, the family and the Licensee of 
the facility.

• Your information and documentation should include: who, what, where, when and how.
• Remember that details are critical in making a complaint and that precise documentation will 

help ensure accurate recall for future reference.

When filing a complaint, you will be asked for your name, address, and phone number in order 
that we can maintain contact with you. If you wish to remain anonymous, you can be assured that 
we will still investigate your complaint.
Whatever your complaint is, please prepare to answer any or all of the following questions:

1. What is your identity in relation to the situation? (e.g. staff member, neighbour, family 
member)

2. Date the incident occurred?
3. Description of condition or injury of the victim (if applicable).
4. Did you witness the incident or did you obtain the information from someone else?
5. Is anyone else aware that you are filing this report?

The information that you provide will be recorded and is therefore subject to the Freedom of
Information and Protection of Privacy Act (FOIPPA). This means that records and information 
relating to the alleged incident may be released under the terms of the Act, while every effort will 
be made to protect you – the source of those facts. If you wish to have your name as the 
complainant kept confidential, please notify the Licensing Officer or the person taking your 
information. You will be asked why you need this information kept confidential.

If you have any concerns regarding your rights under the Act or incidents where complete 
confidentiality may not be possible, you may wish to seek further guidance through the 
Information and Privacy Office for the Vancouver Island Health Authority at (250) 370-8043.

The Licensing Officer will ask at the time of intake if you would like to be contacted when the 
investigation is concluded and informed of the outcome of the investigation and any substantiated 
contraventions to the Act or Regulations. If you would like to be contacted at the conclusion of 
the investigation, you will be asked to provide contact information to the Licensing Officer, or you 
may contact the Licensing Officer at a later date to be informed of any substantiated 
contraventions to the Act.  

Note: Some content in this info sheet was provided by: Northern Health Authority.


