
Clinique Médicale Dorval​
Complaint Handling Procedure Related to the Protection of Personal Information 

Complaint Officer​
The person responsible for complaints, Dr. Sandrine Rouette, is the individual designated as the 
Privacy Officer within our clinic.​
She ensures that complaints received are handled in accordance with this procedure. 

Filing a Complaint​
A complaint must be submitted in writing and must describe the nature of the issue 
encountered. 

Acknowledgment of Receipt​
The officer sends an acknowledgment of receipt to the complainant within 7 business days 
following the receipt of the complaint. 

Processing a Complaint​
Upon receipt of the complaint, the officer initiates the complaint handling process.​
The complaint is analyzed within 30 days of receiving all the necessary information for review, 
and/or within any additional time required to complete this analysis.​
Once the complaint review is complete, the officer must send the complainant a final, written, 
and reasoned response. 

Complaint File​
Each complaint must have a separate file. This file must include the following elements: 

●​ the complainant’s written complaint, including the details of the issue;​
 

●​ the result of the complaint handling process (analysis and supporting documents);​
 

●​ the final written and reasoned response to the complainant.​
 

All complaint files are confidential. They are stored securely and recorded in a register. Only the 
designated officer and the physician in charge of the clinic, when necessary, have access to 
these documents. 

Effective Date​
This policy came into effect on November 10, 2023, and was revised on November 26, 2023. 

 


