Complaints Against Psycl

One of the most important functions that
your regulator has is to address complaints it
receives about its members. Given that the
primary mandate of your regulator is to
protect the public, it must be seen as
addressing legitimate concerns raised about
its members. As a licensed psychologist or
psychological associate, you are obligated to
comply with the standards of professional
conduct and applicable legislation as
mandated by your regulator. A failure to do
so increases the risk to you that you will be
subject to a complaint to your regulator.

The purpose of this article is to provide you
with some insight into the nature and types
of complaints that are commonly made
against psychologists and psychological
associates, how regulators have been
approaching the investigation and
disposition of complaints and some tips on
mitigating the risk of receiving a complaint
to your regulator.

Complaints - Trends and Common Themes

Anyone can file a complaint to your
respective regulatory body if they are
dissatisfied with your care or conduct,
including a client, a family member /friend
of a client, a colleague, employer or insurer.
Complaints can arise as a result of client
interactions, disputes between colleagues or
involve non-therapeutic activities. These
activities can be a concern if they reflect
negatively on your professionalism or
suitability for practice.

Hundreds of complaints every year are filed
with regulators across the country. While the
College of Psychologists of Ontario (“CPQ")
consistently receives a large number of
complaints on an annual basis, regulators in
Alberta, British Columbia and Quebec also
receive a significant number of complaints
annually.
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As a result, any opinion you provide is likely ydeq uéjte Supervision
to be heavily scrutinized to ensure objectivity
and fairness.

One of the most frequent sources of
complaints of bias/lack of objectivity are
family law disputes. Given that in most cases,
any opinion that you render is going to be
perceived as beneficial to one party to the
detriment of the other party, litigants and
their lawyers will be scrutinizing the process
you follow and any opinion you provide to
ensure objectivity and fairness.
Unfortunately, in some cases, even where
you have provided an objective, well
supported opinion, the affected party may
still file a complaint against you in an effort
to attack your credibility and/or have yo
withdraw your opinion.

For many psychologists and psychologi
associates, your involvement with a cli
not limited to in-person or virtual
appointments. You are often subject to
requests for information, follow-up
instructions, letters of support and the
completion of insurance forms. If you ag
to carry out a private or court mandat
assessment, there are expectations and
requirements for the delivery of your !
report.Your regulator regularly receive
complaints related to the failure of a
psychologist or psychological associate

and reports in a timely manner.

~ Confidentiality

Issue with invoicing and billing are
common.Demanding payment in advance
services being provided, incomplete billing
information and claims that services were
not provided are all examples of issues that
have been raised with regulators. In addition,
over the past few years, we have seen an
increase in the number of complaints
initiated by insurance companies against
psychologists who the insurer suspects are
engaged in questionable billing practices,
including the exploitation of accident
benefits regimes.

The genesis of many complaints is poor
communication on the part of the
psychologist or psychological associate.Any
perceived lack of professionalism,
transparency or empathy when
communicating with your client can lead to
frustration and/or anger on the part of the
client which may lead them to file a
complaint.
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Regulators typically are provided with broad In cases where th
powers to investigate complaints filed that a membe
against their members. During the course of ~ condition or

an investigation, a regulator can attend at abuse proble
your place of work, with or without notice, for
an interview, to examine, remove and/or
copy the client's record and any other
documentation that is relevant to the
complaint, including billing information.
Your regulator may also seek information
from witnesses such as your colleagues and
staff. The applicable legislation typically
requires you to cooperate fully with an
investigation. Surveillance can also be
conducted by your regulator in the course of
an investigation. B

If the issues are complex, your regulator
might seek an expert peer opinion from an
independent assessor. You will usually be

by the assessor and an opportunity to
respond.

All of the information collected during th
course of the investigation will be provnde'
to a panel assigned to deliberate on the
matter. The composition of the panel va es
between provinces but always involves the
input of at least one psychologist. Once:
panel has considered the matter, you will
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In many cases, psychologists successfully e
demonstrate that their care and conduct
was appropriate. In those cases, your
regulator will typically dismiss the complaint
and take no further action.

When issues are identified with regard to the
practice or conduct of a psychologist, each
regulator has a broad discretion to dispose of
the complaint. While the potential outcomes
vary depending on jurisdiction, some of the
more common outcomes are:

e Referral of the matter to alternative
dispute resolution;

e Counsel (advise) the member on how to
improve their practice by making
recommendations or providing er
guidance; to warrant acf (

e Caution (warn) the member that more regulator, it mg
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¢ Request that the member enters into a regime in British Cqumbia:'
contract with the regulator imposing abundantly clear that regulated
some restrictions, limitations, directives professionals are going to be hel
or requirements on the member’s higher standard.
certificate of registration.



You may be subject to an investigation
into issues that were not specifically
identified by the complainant

Your participation in the process may be
extensive

Delay

Documentation

Stay within your scope

Keep up to date

Respect confidentiality and privacy

Be honest, transparent and timely in
your communication with clients
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Make sure you obtain informed consent

If you do not know the answer, ask
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