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Procedural points to consider:
	
		DISPUTE RESOLUTION
 
To encourage parties to resolve disputes mutually in an expedient and fair manner. Nothing in this policy is intended to replace or discourage parties from making an application for dispute resolution under the Residential Tenancy Act (the “Act”), at any time, in accordance with the Act. 

[bookmark: d2e865]The society is committed to, wherever possible, attempting and facilitating a mutual resolution of a dispute with all involved parties. 

The Society will ensure that relationships with the tenants are respectful, and that grievances are dealt with in a fair and equitable manner.


The society encourages any person involved in a dispute to attempt to resolve the dispute personally with the parties involved.  

Any person with a dispute or issue is encouraged to first attempt to resolve the issue directly with all parties involved, as follows:

Step 1: the involved parties will meet within ____ days of the dispute or issue arising and attempt to verbally resolve the dispute or issue between them;

Step 2: if the dispute or issue is not satisfactorily resolved under Step 1, the parties will submit the dispute or issue, in writing, to [a higher-level supervisor/manager OR the executive director OR directly to Step 3 if the complaint is about the executive director], within ____ days after completion of Step 1; 

Step 3: if the dispute is not satisfactorily resolved under Step 2, the parties will submit the dispute or issue, in writing, to the board of directors of the society, within _____ days after completion of Step 2; and

Step 4: if the dispute is not satisfactorily resolved under Step 3, the parties are encouraged to consider utilizing the services of a professional mediation service (for example, those provided by Mediate BC: https://www.mediatebc.com/contact-us). 


1.	How and where to lodge a complaint
e.g., initial attempts and personal resolution may be oral; further steps must be in writing; state the nature of the complaint; include a description of attempts at resolution so far; say what you think would be a satisfactory resolution for you, etc.
Could also consider a form for lodging complaints that asks for this kind of information.

2. Procedure if complaint is about staff member, or executive director (who should complaints be directed to).
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