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BACKGROUND

On June 1, 2016, the City opened its ‘Wrongdoing Hotline’ for citizens, employees and contractors to report
complaints that could be deemed illegal, dishonest, wasteful or a deliberate violation of policy. While the
hotline was initially a pilot project, Council voted in 2018 to continue the hotline on a permanent basis to
support accountability and transparency within the City.

This report summarizes the complaints received from June 1 to December 31, 2022 and provides
comparative statistics for the same seven-month period in 2021. The next status report will be provided
in June 2023.

OBSERVATIONS
1. The volume of complaints received during the seven-month period ended December 31, 2022
increased from 92 to 100. A significant number (68) of these complaints did not require a detailed

investigation as they fell outside the scope of the hotline or could be referred to others.

2. Twelve complaints were under investigation at the end of the seven-month period ended December
31, 2022 compared to 13 on December 31, 2021.

3. As with the previous period, the City did not incur any external costs for investigations during the seven-
month period ended December 31, 2022. Internal costs to conduct detailed investigations during the
period ended December 31, 2022 were approximately $9,750 versus $7,500 in 2021.

4. Fifty-six of the 100 complaints that were received during the seven-months ended December 31, 2022
came from identifiable individuals and 44 came from anonymous complainants.

COMPLAINT STATISTICS

7 months | 7 months
c%m?;m eg(iid eg(iid Jun Jul Aug Sep Oct Nov Dec
2021 2022

Total Complaints 116 110 19 11 19 17 17 13 14
Incomplete complaints? (22) (10) 3) 1) - 3) (1) (2) -
Duplicate complaints (2 - - - - - - - -
Complaints Received 92 100 16 10 19 14 16 11 14
Complaints Closed (79) 88 (16) 9) (19) (12) (13) (8) (9)
Complaints Open 13 12 - 1 - 2 1 3 5

1 Represents abandoned complaints that were started by not submitted to the hotline.
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Management of Complaints Received 2021 2022
Complaints received in 7 months ended December 31 92 100
Referred to Bylaw Services (56) (45)
Referred to Legal Services - Q)
Referred to 311 - (5)
Referred to Building Services (5) -
Referred to external agency/legal authority 4) (8)
Unrelated to City services - (9)
Vexatious or frivolous Q) -
Complaints subject to detailed investigation 26 32
Closed as insufficient or no evidence of wrongdoing found (6) (9)
Closed with no action planned or required - (2)
Complaints potentially requiring action to be taken 20 21
Complaints closed with action planned or taken (see table below) ) (9)
Open complaints under investigation at end of December 13 12

Closed Complaints with Action Planned or Taken at December 31, 2022:

Complaint | Opened | Closed | Action Planned or Taken for Closed Complaints

Number

22-0100 Jun 6 Jun 8 Action was taken to ensure the contractor was complying with all
applicable law, health and safety practices including not smoking on site.

22-0110 Jun 20 July 5 Management reviewed the trip data and will ensure follow up with the Bus
Operator to further instill safe driving habits.

22-0114 Jun28 | Aug 15 | Building Services conducted an inspection to address the concerns raised.

22-0133 Aug 21 | Dec 22 | Action is planned by the City Clerk to address this concern.

22-0137 Aug 25 | Dec 16 | Management reviewed the complaint and offered to assist the complainant.

22-0141 Aug 25 | Aug 29 | Management reviewed the complaint and advised the complainant of the
outcome of their review.

22-0159 Sep 26 | Dec 22 | Management reviewed the complaint and took appropriate steps to
address the concerns raised about staff.

22-0168 Oct 14 Dec 6 Action is planned by Building Services staff to address this concern.

22-0175 Oct 27 Dec 17 | Management reviewed the complaint and revised the City’s process.

Type of Complaints subject to detailed investigation between June 1 and December 31:

Complaints Received Complaints Closed Active Complaints
Type of Complaint 2021 2022 2021 2022 2021 2022
Staff 19 14 8 8 11 6
Members of Council 1 2 1 2 - -
City Services 5 14 5 10 - 4
Contractors of City 2 1 1 1 1 -
Residents 48 59 47 57 1 2
Businesses 17 10 17 10 - -
Total 92 100 79 88 13 12
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Overview of Individual Complaints received between June 1 and December 31, 2022:

(N:(u)mglearmt Opened | Closed Complaint/Allegation Investigation Outcome
22-0097 Jun 1 Jun 2 Property maintenance Referred internally

22-0098 Jun 2 Jun 2 Property maintenance Referred internally

22-0099 Jun 6 Jun 6 Noise complaint Referred internally

22-0100 Jun 6 Jun 6 Contractor complaint Action planned or taken
22-0101 Jun 6 Jun 8 Customer service Insufficient evidence of wrongdoing
22-0102 Jun 8 Jun 8 Animal control Referred internally

22-0103 Jun 9 Jun 13 Falsification of data Referred to external entity
22-0104 Jun 11 Jun 16 Falsification of data Outside jurisdiction of City
22-0105 Jun 14 Jun 16 Retail practices Outside jurisdiction of City
22-0106 NC

22-0107 NC

22-0108 Jun 18 Dec 5 Falsification of data Referred to external entity
22-0109 Jun 20 Sep 27 Property damage Referred to external entity
22-0110 Jun 20 Jul 30 Bus operation Action planned or taken
22-0111 Jun 21 Jun 27 Unsafe working practices Outside jurisdiction of City
22-0112 NC

22-0113 Jun 26 Jun 27 Councillor's conduct Referred to external entity
22-0114 Jun 28 Aug 15 Unsafe construction Action planned or taken
22-0115 Jun 29 Dec 22 Unsafe parking Referred internally

22-0116 Jul 8 Jul 12 Garbage collection Referred internally

22-0117 Jul 12 Dec 22 Property access Outside jurisdiction of City
22-0118 Jul 15 Aug 3 Culvert replacements Insufficient evidence of wrongdoing
22-0119 Jul 19 Jul 20 lllegal camping Referred internally

22-0120 Jul 20 Aug 2 Parking ticket Referred internally

22-0121 Jul 20 Jul 20 Property maintenance Referred internally

22-0122 Jul 24 Jul 27 Construction without a permit Insufficient evidence of wrongdoing
22-0123* Jul 25 Staff conduct

22-0124 Jul 27 Jul 27 Noise complaint Referred internally

22-0125 Jul 27 Jul 27 Resident conduct Referred to legal authority
22-0126 NC

22-0127 Aug 2 Aug 9 Social housing Insufficient evidence of wrongdoing
22-0128 Aug 2 Aug 3 Animal control Referred internally

22-0129 Aug 4 Aug 4 Open fires Referred internally

22-0130 Aug 4 Aug 5 Property maintenance Referred internally

22-0131 Aug 4 Sep 27 lllegal parking Referred internally

22-0132 Aug 6 Sep 27 Property maintenance Referred internally

22-0133 Aug 10 Dec 22 Staff performance Action Planned or Taken
22-0134 Aug 12 | Aug 12 | Trespass to property Referred internally

22-0135 Aug 12 | Aug 12 | Animal control Referred internally

22-0136 Aug 12 | Aug 12 | Harassment Referred to external authority
22-0137 Aug 15 | Sep 27 | Animal services infraction Action planned or taken
22-0138 Aug 19 | Aug 31 Property maintenance Referred internally
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22-0139 Aug 22 | Aug 31 | Residential driveway Referred internally

22-0140 Aug 23 | Aug 29 | Dust control Referred internally

22-0141 Aug 25 | Aug 25 Non-conforming driveway Action planned or taken
22-0142 Aug 25 | Aug 30 lllegal parking Referred internally

22-0143 Aug25 | Sepl Property maintenance Referred internally

22-0144 Aug 31 | Aug 31 | Falsification of data Referred to external entity
22-0145 Aug3l |Sepl Noise complaint Referred internally

22-0146 Sep12 | Sep 26 | Garbage and recycling Insufficient evidence of wrongdoing
22-0147 Sep 14 | Sep 26 Election conduct Referred internally

22-0148 Sep 15 | Sep 26 Drain problems Outside of the City’s jurisdiction
22-0149 Sep 15 | Sep 16 Mold Outside of the City’s jurisdiction
22-0150 Sep 16 | Sep 26 | Noise complaint Referred internally

22-0151 NC

22-0152 Sep 18 | Sep 26 Noise complaint Referred internally

22-0153 NC

22-0154 Sep 19 | Sep 26 Drain problems Referred internally

22-0155 Sep21 | Sep 26 Obstruction of view Referred internally

22-0156 Sep21 | Sep 26 Obstruction of view Referred internally

22-0157 Sep 21 Sep 26 Obstructed sidewalk Referred internally

22-0158 Sep 23 | Sep 26 Unethical conduct Outside of the City’s jurisdiction
22-0159 Sep 21 Dec 22 Staff conduct Action planned or taken
22-0160 NC

22-0161 Sep 27 Staff conduct

22-0162 Oct 3 Oct 13 Welfare abuse Referred to external entity
22-0163 Oct 3 Oct 13 Noise complaint Referred internally

22-0164 Oct 3 Oct 4 Noise complaint Referred internally

22-0165 Oct 3 Oct 4 Noise complaint Referred internally

22-0166 Oct 3 Oct 13 lllegal parking Referred internally

22-0167 Oct 13 Dec 17 Violation of purchasing bylaw Insufficient evidence of wrongdoing
22-0168 Oct 14 Dec 6 lllegal occupancy Action planned or taken
22-0169 Oct 15 Oct 17 lllegal business Referred internally

22-0170 Oct 20 Oct 28 Construction without a permit Referred internally

22-0171 Oct 21 Dec 21 lllegal dumping Referred internally

22-0172* Oct 22 Staff conduct

22-0173 NC

22-0174 Oct 26 Nov 28 Lease violation Insufficient evidence of wrongdoing
22-0175 Oct 27 Dec 17 Inefficient processes Action planned or taken
22-0176 Oct 27 Dec 5 Staff conduct Insufficient evidence of wrongdoing
22-0177 Oct 27 Oct 28 Abandoned vehicle Referred internally

22-0178 Oct 27 Oct 28 Littering Referred internally

22-0179 Oct 27 Oct 28 Sewer complaint Referred internally

22-0180 Nov 9 Nov 16 lllegal construction Referred internally

22-0181 NC

22-0182 Nov 14 | Nov 16 lllegal parking Referred internally

22-0183 Nov 18 Nov 18 Lack of timely response No action planned or taken
22-0184 Nov 18 Nov 30 lllegal parking Referred internally

22-0185* Nov 19 Snow clearing

22-0186* Nov 21 Unsafe emergency vehicles
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22-0187* Nov 21 Staff conduct

22-0188 Nov 21 Nov 30 Noise complaint Referred internally

22-0189 Nov 23 Dec 22 Unsafe road Insufficient evidence of wrongdoing
22-0190 Nov 25 Dec 22 Staff conduct No action planned or taken
22-0191 NC

22-0192 Nov 28 Dec 3 Smoking in complainant’s car Outside of the City’s jurisdiction
22-0193 Dec 2 Dec 5 Smoking Complaint referred to external entity
22-0194* Dec 2 Driveway culvert complaint

22-0195 Dec 4 Dec 8 Violation of agreement Referred internally

22-0196 Dec 8 Dec 14 | Snow clearing

22-0197 Dec 8 Dec 14 Property maintenance Referred internally

22-0198 Dec 12 Staff conduct

22-0199 Dec 16 Decl19 lllegal burning Referred internally

22-0200 Dec 17 Decl19 lllegal parking Referred internally

22-0201 Dec 17 Decl19 Off leash dogs Referred internally

22-0202 Dec 20 Dec 20 Noise complaint Referred internally

22-0203 Dec 20 Dec 20 Noise complaint Referred internally

22-0204 Dec 23 Snow plowing

22-0205 NC

22-0206* Dec 27 Snow clearing

22-0207 NC

22-0208* Dec 30 Snow plowing

Complaints that were closed after December 31 are marked with an asterisk and italics.

Complaints labeled “NC” were not completed by the complainants and required no investigation.
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