Child & Family Services Review Board
(CFSRB)

If you are a client of our child protection service, you have
the right to make a complaint to the Child and Family
Services Review Board (under Section 119 of the Child
Youth and Family Services Act (CYFSA)). This complaint
can be made at any stage of the formal complaint process
with JF&CS.

A complaint directly to the CFSRB can be made underthe
following circumstances:

il The children's aid society did not give you a
chance to be heard when you raised your
concerns

il The children's aid society did not give you a

chance to be heard when decisions that affected
your interests were made

il The children's aid society did not give you reasons
for its decisions that affect your interests

il The children's aid society refused to proceed with
your complaint

il The children's aid society did not follow its

complaint review process or timelines

In addition to the above, the CFSRB can also review:

| A children's aid society's decision to remove a
child in expended society care from a foster home
where the child has lived continuously for two or
more years (section 109)

il Residential placements of children in care (section
66)

i Emergency admission of a child to a secure
treatment program (section 171)

| Decisions to refuse an adoption of a particular

child, to impose a term or condition on an
adoption, or to remove a child from an adoption
placement (section 192)

The Child and Family Services Review Board can be
reached at 1-888-728-8823 or www.cfsrb.ca
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JF&CS strives for inclusivity in all its programs, serving
community members of any income, family structure, ability,
sexual orientation, gender identity, religious affiliation, level of

observance, race, ethnicity, cultural identity and place of origin.
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Jewish Family and Child Service
(JF&CS) is committed to offering
the best service possible to
individuals, families and children.
We recognize the importance of
an effective process for the
resolution of service complaints.

Addressing issues before they become
problems:

If any issues arise with respect to the service you receive at
JF&CS, we encourage you to collaborate with the service
team on an informal basis, in order to resolve issues before
they become larger problems.

We request that you discuss your concern with the staff
member who is responsible for providing services to you.

If your concerns are not resolved in the discussion with the
staff member, we request that you then contact the manager
who supervises that staff member to request a meeting.

If you are not satisfied with the outcome of your meeting
with the manager, you may request a meeting with a
director.

Formal Service Complaint Process:

Where efforts to resolve issues with the service team or
director are not successful, JF&CS has a formal complaint
review mechanism. This consists of a meeting with the
Agency’s Internal Complaints Review Panel (ICRP). The ICRP
is made up of a JF&CS senior director who has not been
directly involved in your situation, other staff as required
and a person who does not work at JF&CS (usually a
member of the JF&CS Board of Directors). The ICRP’s role is
to understand and attempt to resolve your concerns, and
identify next steps.

Your complaint should be put in writing so that it will be
clearly understood. It may be sent to JF&CS by mail, by fax,
by email, or may be delivered by hand. The form can be
found at the JF&CS website at: www.jfandcs.com/client-
concerns

You will be notified within seven days of JF&CS receiving the
complaint, as to whether the complaint is eligible for review
by the ICRP. If your complaint is eligible for review, you will
receive awritten response indicating:

T The date, time and location of the meeting with the
ICRP. The meeting date must be within 14 days of
the date on the letter sent to you. If the meeting
time or date is not convenient, you can request that
the meeting be rescheduled.

T The name of a contact person at JF&CS who
would be available to answer any questions
about the process.

Within 14 days after the meeting with the ICRP, you will be
provided with a written summary of the results of the
meeting, along with any agreed upon next steps. We are
committed to resolving the complaint with you quickly.

Matters we can review:

il Concerns about services you have sought or
received from JF&CS.

il Concerns about the accuracy of your JF&CS
record.

q Allegations that children and their parents have not

been given the opportunity to be heard when
decisions affecting their interests are made by JF&CS.

il Allegations that JF&CS failed to provide reasons fora
decision affecting your interests.

Matters we cannot review:

q Concerns about services provided to someone other
than yourself/your family.

il Concerns about services you have sought or received
from other agencies.

i Issues that are before the court or have been decided
by the court.

9 Issues that are subject to another decision-making

process under the Child Youth and Family Services
Act, the Children’s Law Reform.

Ombudsman Ontario

The Ombudsman’s Children and Youth Unit can hear
complaints from any young person or adult about child
protection services, such as children’s aid societies, foster
homes and group homes, secure treatment programs and
youth custody facilities.

They will listen, answer questions and find out what happened
and try to fix the problem.

They can provide information about your rights, investigate
problems, connect you with others who can help, and more.

They also take complaints about many other public bodies
that affect young people, such as school boards, colleges and
universities, and developmental services.

The Ombudsman Ontario can be reached at 1-800-263-1830
or www.ombudsman.on.ca
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