
Formal complaint is received to CAD via a signed and completed complaint form.

B) The complaint is
referred to the 

Alternate Complaints 
Resolution (ACR) 

process.

A) Resolution of the
complaint through
complainant and

member 
communication is 

encouraged and/or CD 
may attempt to 

informally resolve the 
complaint if the 
complainant and 
member are in 

agreement with this 
process.*

Member can appeal 
the decision to 

Council.

CD reviews the complaint and at that time will determine if additional documentation/information is needed to support acceptance or denial of the 
complaint. The CD must notify the complainant and denturist of the actions to be taken within 30 days of receiving the completed complaint f orm.

C) Appoints a
subject matter

expert  (SME) to
assess and prov ide 
a written report on
the subject matter 
of the complaint.

Informal Complaint
(no signed complaint  form)

Complaint phone call 
or online submission 

received to CAD. 
Complainant is 

encouraged to speak 
with denturist to 

reach resolution and 
the denturist is 

not ified that CAD 
received a call.

The CD decides the most appropriate pathway to resolution under Section 55 of the HPA.

ACR report goes to CRC.

Ratifies 
Settlement.

Amends 
Settlement 

with Consent.

Refuses 
to 

Ratify.

Referred 
to CD

CD reviews the (SME) report.

CD refers to 
Hearings 

Director for 
a Hearing.

CD 
Dismisses 

the 
Complaint.

CD 
at tempts 

to resolve.

Hearing is 
conducted and a 

decision i s made by 
Hearing Tr ibunal.

If complainant or denturist 
requests a rev iew, HD sends 

to Complaint Review 
Committee (CRC).

Further appeal 
(Section 90) is 
to the Court of 

Appeal.

Orders 
further 

investigation.

Upholds 
dismissal.

Refers 
to 

Hearing.

End

D) May send for 
investigation where an 
investigation report is 

completed. Complainan 
t and Member are 
notified of progress 

every 60 days.*

CD reviews the invest igation 
report.

E) If the complaint 
is found to be tr ivial 

or vexatious or  
lacking in evidence 
of unprofessional 
conduct, it can be 
dismissed. A letter 

is sent to the 
member within 30 

days of the 
dismissal that they 

can request  an 
appeal  through 

CRC. Another letter 
is sent to the 

complainant t hat 
the complaint has 
been dismissed.

If complainant 
or denturist 
requests a 
review, HD
 sends to 

Complaint 
Review 

Committee 
(CRC).

F) The CD can
make a 

direction under 
section 118 of 
the HPA for an 

Incapacity 
Assessment.

Professional Conduct

The process is the same for SMEs and 
investigations from this point.

Agreement and 
Undertaking

OR
Hearing

​If the complaint is accepted, (Section 55 of the HPA) letters are sent to the complainant and member to notify them that a complaint has been 
accepted formally.  

*Exceptions may apply based on the nature of the 
complaint and in accordance with the HPA.
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