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Information for COMPLAINANTS

When a written complaint is received by the College of Chiropractors of Alberta (CCOA), the Complaints Director
reviews the complaint and decides how best to proceed based on options outlined in the Health Professions Act.

One of those options s to investigate the complaint. Investigationis a formal process used to determine
whethera chiropractor’s conduct was unprofessional as defined by the Health Professions Act. An investigation
can provide chiropractors with valuable feedback and an opportunity to make practice improvements, orit may
resultin disciplinary action.

Investigations are used for complaints surrounding management of care, forexample, when the complaint:
e extendsoveralong period of time (multiple visits),
e involves complex clinical conditions or serious outcomes,
e involves multiple chiropractors and/or multiple clinical records,
e is brought forward by a third party (e.g. Workers’ Compensation Board, third party insurance); OR
e whenthe complainant is not entitled to receive the patient’s clinical information; OR
e whenthe complainant is not willing to engage inthe CCOA’s Resolve with Consent process

An investigation is also mandatory for complaints involving serious allegations about competencyissues, ethical
issues, boundary violations, or disruptive or criminal behavior.

The Complaints Director will choose to investigate acomplaint when additionalinformation is necessary to
determineif thereis any evidence of unprofessional conduct as defined by the Health Professions Act. The
investigation process s fair, consistentand open, andincludes the following steps:

1. The Complaints Director writes the chiropractor to notify him or her of the complaint, provides a copy
of the complaint letterand requests a written response.

2. Uponreceiptof the chiropractor’s response, the Complaints Director investigates orappoints an
investigatorto look into matters further.

3. Theinvestigator is provided with the information that the CCOA has already been provided from the
complainant and chiropractor. With this information in hand, the investigator contacts the complainant
and the chiropractor to clarify the issue(s) and to gatheradditional information and/or evidence. The
investigator may:

e requestadditionalinformation, including originals or copies of documentation,
e meetwithand/or interview the complainant,
e meetwithand/or interview the chiropractor,
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e meetwithothers who may have supportinginformation, such as witnesses identified by
both the complainantand/or the chiropractor, and/or
e requestconsultationforan expertopinion.

4. Theinvestigator preparesaninvestigation report for the Complaints Director.

5. The Complaints Director reviews the investigation reportand determines whether:

¢ Thereis no or insufficient evidence of unprofessional conduct: no furtheraction is
necessary and the complaint file is closed.

e The investigation report supports the allegation of unprofessional conduct: the Complaints
Director works with the complainant and the chiropractor to collaboratively resolve the
issues through education and/orassessmentand peerreview. He may seek to use Resolve
with Consent (canbe an Agreementand Undertaking).

e The investigation report supports the allegation of unprofessional conduct: the Complaints
Director refers the complaint to the CCOA’s Hearings Director for a hearing.

Will the CCOA contact me during the investigation?
e Yes, the CCOA will contact you during the investigation.
e Theinvestigator may also contact you to obtain clarification or more information concerning your
complaint issue(s).
e Theinvestigator assigned to your file may requesta meetingand/ortelephone interview with you.

Do | getto see the chiropractor’s response to the CCOA?
¢ No.Information we collect for investigations is not released to complainants. However, the investigator
often quotesthe chiropractor’s response or may include a summary of it in the investigation report.

Howdo | know when the investigation is complete?
e The Complaints Director will send you written confirmation.

How will | know the outcome of the investigation?
e The Complaints Director will sendyou a letter explaining the findings of the investigation.
e This letter will also include the Complaint Director’s decision, and next steps, if any.
e You can review our “Complaints Process” brochure on the CCOA website to see the options available to
the Complaints Director.

How long does an investigation take?

e Aninvestigation can take four months or longer, depending on the complexity and severity of the
complaint issue(s) involved.
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