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1. PURPOSE
The purpose of this policy is to ensure that members of the Food 4 All Northumberland (F4AN) warehouse have a clear set of guidelines to govern their interactions with those that they serve, provide protection for clients and caregivers, and to ensure that there are appropriate mechanisms for addressing concerns.  It is also intended to meet member food distribution programs responsibilities in terms of the federal Personal Information Protection and Electronic Documents Act (PIPEDA).
All member groups of the F4AN warehouse will be referred to as “Members” in this document.  This will apply to all groups that distribute food to any individuals including food banks, faith based organizations and community groups.
This policy outlines a series of principles, privacy guidelines, client privileges and responsibilities, guidelines for referral and refusal of service and a complaints process and procedure
2. PRINCIPLES

This policy is intended to ensure the following four principles:
2.1. Protection of privacy.  Members must strive to ensure that all information provided by those they serve remains private and confidential.  Members must also ensure they meet the requirements of consent, access and clear usage, while ensuring that information is safely stored.
2.2. Maintenance of dignity.  Every effort must be made to maintain the dignity of those served by Members.
2.3. Member autonomy.  Although this is a set of system wide guidelines for the entire province, all efforts should be made to ensure issues are resolved by Members at the local level.
2.4. Respect for client and caregiver.  The interaction between staff or volunteers at a Member program and those that they serve must be one of mutual respect.
3. PRIVACY
3.1. Provision of basic information by clients.  Those served by Members may be asked disclose the following information:
a. full name(s);
b. address;
c. birth date(s) of those served;
d. level of income; and

e. source of income.
Those served by Members can be asked to present the following information or documentation: 
f. birth certificates for all individuals who require service;
g. photo identification for all individuals older than 18;
h. proof of residency including, but not limited to, a telephone, hydro or cable bill, a driver’s license or cheque. In special circumstances, clients shall be permitted to provide interim residency information without documentation on a temporary basis until proper documentation can be produced.
It should be noted that this information or documentation cannot be recorded or photocopied by the Member.

3.2. Collecting and using information.  Members must abide by the following guidelines when collecting and using information:
a. The Member must provide an explanation of how they intend to use the information that they collect.
b. The Member must obtain consent for the collection of any data beyond the basic information as outlined above.  This information includes:
i. Social Insurance Number (SIN)

ii. Driver’s License Number

iii. employment type
iv. family type (i.e. marital status)
v. other demographic information
Consent can be obtained in person, by phone, by mail and via the internet.  However, a record of consent must be kept.  The Member  cannot obtain consent under duress or as a condition for the provision of service.
c. When obtaining consent, Members must clearly state to the client any other Members or outside agencies with whom they intend to share personal information.

d. Information should be collected and stored in a private manner, which cannot be seen by other clients or staff and volunteers who do not require it for the purposes of fulfilling their responsibilities.  Safeguards should be put in place including physical measures (ie. filing cabinets) or organizational controls (ie. limiting access to information or confidentiality agreements for staff or volunteers).
e. All records on individuals or families served by Members must be destroyed seven years after the last point of service.
3.3. Disclosure of information to clients.  An individual should have access to all information that has been collected about them within a reasonable time frame.  However, Members may refuse an individual access to personal information:

a. if it would reveal personal information about another individual unless there is consent or a life-threatening situation;
b. if the organization has disclosed information to a government institution for law enforcement or national security reasons.; or
c. if disclosure could harm an individual’s life or security.
Access to information should be provided at no cost to the individual.  Personal information should be corrected or amended immediately if its accuracy and completeness is successfully challenged or found to be deficient.

3.4. Disclosure of information about clients.  Members must make every effort to protect the privacy of those they serve.  They must not share any personal information with another party. Members may disclose client information without consent only:
a. to a lawyer representing the member  or the F4AN/NUW;
b. to comply with a subpoena, warrant, or order made by a court or other body with appropriate jurisdiction;
c. to a government institution that has requested the information, identified its lawful authority to obtain the information, and indicates the disclosure is for the purpose of enforcing, carrying out an investigation, or gathering intelligence relating to any federal, provincial or foreign law;
d. to an organization that is also a part of the caregiver network in the same community that:

i. abides by this policy; and

ii. has signed an information sharing agreement with the agency that is providing the information.

e. to the Board of Directors of the Member, the Board of Directors of the  NUW, or the Board of Directors of the Ontario Association of Food Banks (OAFB) in an in-camera or closed meeting if that individual has presented a complaint or violation to the member food bank or OAFB in writing; or
f. to individuals which the client has expressly granted access in writing.
3.5. Responding to privacy concerns.  Each Member must designate a Privacy Officer to address any concerns that are brought forward by clients.  If an individual wishes to report a violation, they must be provided with the process and procedures to do so, as well as a written copy of this policy. The F4AN/NUW office shall also designate a Privacy Officer to address any concerns brought forward.
4. PRIVELEGES

Those served by Members in Northumberland County have, and should be aware of, the following privileges:
4.1. to be served with dignity and respect;
4.2. to be served based on need and no other criteria;
4.3. to be served regardless of race, sex, sexual preference, religion, disability, or source of income;
4.4. to have any personal information that is provided to any Members program kept private and confidential;
4.5. to be informed about the usage and storage of their own personal information;
4.6. to request any records or files including their own personal information and to have that information provided within a reasonable time period, subject to the limitations above;
4.7. to be served equitably in relation to others who make use of any other Member programs;
4.8. to request preferred food items when practical and available in order to meet dietary needs;
4.9. to be provided with information regarding community services and other community providers
4.10. to be asked for consent for the provision of any personal data beyond basic information as outlined above;
4.11. to be informed for the reason for referral or refusal of service both verbally and in writing; and
4.12. to be able to bring their concerns or complaints to the staff or Board of Directors of the Member program, F4AN/NUW, and/or the OAFB, while respecting the complaints procedure in this policy.
5. RESPONSIBILITIES

Those served by food programs in Northumberland County have, and should be made aware of, the following responsibilities:
5.1. to be courteous and polite;
5.2. to provide identification for each member of the family or each person that is served;
5.3. to provide information requested by the Members program within the guidelines of privacy and confidentiality as outlined in this policy;
5.4. to abide by the policies and procedures of the Members program;
5.5. to inform the Member of any changes in personal status;
5.6. to refrain from calling staff and volunteers at their homes; and
5.7. to ask volunteers or staff to perform only those tasks that have been requested or approved.
6. REFERRAL & REFUSAL OF SERVICE

6.1. Referral of service.  An individual or family served by a Member program in Northumberland County may be referred to another agency if they:
a. are outside the Members designated catchment area or geographic area of service; or
b. have needs that cannot be met by the Member because of nutritional requirements or the capacity of the Member to provide them service..
6.2. Refusal of service.  An individual or family served by a Member program   in Northumberland County  may be refused service if they:

a. are unable or unwilling to fulfill the responsibilities outlined above;

b. are intoxicated or under the influence of narcotics while attempting to be served;
c. are verbally or physically abusive to staff, volunteers or Board members while attempting to be served;
d. are found to be selling food that was provided by any Member;
e. have provided false information to the Member;
f. have already been provided service by another Member in their community; or

g. have a level of income beyond what is needed to meet basic needs with consideration of special circumstances (i.e. disability) in favor of those who do not have enough income to meet their basic needs.
6.3. Appeal.  If an individual or family wishes to appeal a referral or refusal of service, they must follow the complaints process and procedure as outlined below.

7. COMPLAINTS PROCESS & PROCEDURE

7.1. Sequential process.  If an individual or family that is served by a Member wishes to report a violation of this policy, they must go through the process outlined below.  This process is sequential.  Therefore, unless the issue involves extraordinary circumstances, the individual or family lodging the complaint cannot pass over any of the steps below.

a. Verbal: Senior Staff.  The complaint should be communicated verbally to the most senior staff person at the Members location.
b. Written: Member Organization Board of Directors.  All written complaints must be brought forward to the Board of Directors of the Members program for discussion and resolution.  The written complaint must include the date and description of the violation.
c. Verbal: F4AN/NUW Office.  The complaint must be reported to either the Operations Manager or the Executive Director.
d. Written: NUW Board of Directors.  All written complaints must be brought forward to the Board of Directors of the NUW for discussion and resolution.  The Member must be given at least 10 business days notice that the matter is being brought forward for discussion.
7.2. Complaints procedure.  At each step in the process, it is the responsibility of the Member and/or the F4AN/NUW to:
a. record the date that a complaint is received and the nature of the complaint;
b. acknowledge receipt of the complaint;
c. contact the individual to clarify the nature of the complaint;
d. notify the individuals of the outcome of the investigation clearly and promptly; and
e. correct any inaccurate personal information or modify policies and procedures based on the outcome of the complaint.
7.3. Awareness and point of contact.  All staff and volunteers must be made aware of policies and procedures for complaints, and to whom these complaints should be referred within the organization.
7.4. Resolution of complaints.  Complaints will result in the following resolutions:

a. Termination of membership in the Food 4 All Northumberland (F4AN).  If the complaint is found to be an accurate account of a violation of this policy or F4AN’s Standards of Operation, the membership of the Member in question will be terminated.  The Member must be provided the reason for their termination in writing, and the date of the decision.  The individual who has lodged the complaint will also receive notice of the decision.  The termination procedure will follow the process outlined in the  OAFB’s By-Laws.
b. Recommendation for Change. After investigation, F4AN may recommend changes in policy or procedure that must be implemented in order for the Member to retain membership in the organization. Such recommendations shall be reasonable and will be provided in writing to the Member.

c. Written notice of resolution of a complaint.  If the complaint is found not to be a violation of this policy or F4AN’s Standards of Operation, the Member will receive a letter of notice indicating that the matter has been resolved.  Issuing of notice by F4AN will not result in action or prejudice against the Member in any aspect of its relationship with F4AN. The individual who has lodged the complaint will also receive notice of the decision.
