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Diagram 1: NH Medical Staff Complaints Process
Complaint received by a
Northern Health Staff member

Complaint from Patient
or Family Member

Complaint from medical or
nonmedical NH Staff Member

The person receiving the complaint then informs
the appropriate Medical Staff Leader (Department
Head, Deputy Chief of Staff, Chief of Staff, or
Medical Director)

In issues where there are allegations of harassment or
bullying, as per the Respect in the Workplace Policy and
Bill 14, please ensure that the Director of HR Operations is
informed to coordinate with HR processes.

In order to address and resolve the complaint, the appropriate Medical Staff Leader is expected to follow either a staged
intervention approach, or to choose the appropriate stage relative to the severity of the complaint.

1

2
STAGE ONE
Interventions warranted
for first time complaints
perceived as being of low
severity.

*Within 4 weeks*
The appropriate
Medical Staff Leader is
expected to:
1. Describe the complaint to
the Member and explain the
impact.
2. Provide the Member with
the opportunity to respond.
3. Arrange for supportive
counselling or access to
other resources as required.
4. Decide in collaboration with
the Member how to respond
to the complainant in order
to resolve the complaint.
5. Document discussion and
intended follow-up.
6. Provide feedback to the
Member.
7. Submit a summary of the
situation and actions taken
to the Senior Medical
Administrator.
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3

STAGE TWO
Interventions warranted
for complaints that are of
moderate severity and/or
where stage one intervention
has been ineffective.

STAGE THREE
Interventions warranted
for complaints that have
continued despite previous
interventions and/ or where
there is concern about
selfinjury or harm to others.

CRISIS INTERVENTION
Required in the event of
a sudden appearance of a
complaint or behaviour that
is too severe for a staged
response.

The appropriate
Medical Staff Leader is
expected to:

The appropriate Medical
Staff Leader is expected
to immediately inform the
VP Medicine and Chair of
NHMAC who will jointly
schedule a review by the
Discipline Subcommittee.

See Diagram 3 for steps to
take under Article 11 of
the Bylaws for this level of
severity.

1. Immediately inform the VP
Medicine.
2. The VP Medicine in
collaboration with the
appropriate Medical Staff
Leader will:
3, 4,5,6. Follow the same
initial steps as in a Stage One
Intervention (see steps 1-4).
7. Develop a contract between
the Member and NH that
includes certain elements
(see policy).
8. Notify the member in
writing that another incident
may result in review of
behaviour by the Discipline
Subcommittee and that
continuation of privileges will
be discussed at that time.
9. Consider referring the
physician to an external
resource with regular
reports to the VP Medicine.

The Discipline
Subcommittee will be
expected to:
1. Review the behavioural
history of the Member.
2. Recommend other
rehabilitation strategies
or recommend disciplinary
action as appropriate.
See Diagram 2 for
requirements of the discipline
and appeal process for
disciplinary action related
to privileges as outlined in
Article 11 of the Bylaws.

See Diagram 2.

See Diagram 3.
Appropriate remediation
options and actions are to be
considered at each stage of
intervention.
At any stage, Medical Staff
Leaders should advise the
Member that they can and are
encouraged to consult with the
CMPA for a third party review
of the case and/or to seek legal
representation at any time
during the process.

Refer to the
Complaints Regarding
the Conduct or
Professional Practice of
NH Medical Staff policy
for more details.

Diagram 2: General Northern Health Medical Staff Discipline Process
Medical Practice Incident:

Medical Practice Incident Identified

“Unprofessional or
unethical conduct or breach
of professional ethics
codes, or violation of the
requirements set out in
legislation, Bylaws, Rules
and policies of the Ministry
of Health, the Board of
Directors, or a finding of
professional negligence by a
court of law…”
~ Bylaws, Section 11.1.1 ~

Chief of Staff / Department Head Investigates (initial)

Is immediate action required to protect the safety
of patients and staff?

~ Bylaws, Section 11.1.2~

From Diagram 1.

YES

See Diagram 3.

Was
remediation
successful?

YES

Confirm there is a medical
practice issue and consider if
it can be remediated.

YES

NHMAC considers the Medical Practice Incident and recommends to the
Northern Health Board cancellation, suspension, restriction or nonrenewal of
Medical Staff member’s privileges at the next meeting.

NO

Documentation to Medical Staff member.
~ Bylaws, Section 11.2.2.4 ~

~ Bylaws, Sections 11.2.2.2
& 11.2.2.3 ~
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CEO / VP
Medicine informs
the NH Board

NO

YES

Medical Staff member
notified of NHMAC’s
recommendations in
writing 7 days prior to
the next meeting of the
Northern Health Board.
Medical Staff member
has right to be heard at
the meeting.

Conduct full
investigation /
clinical review

Report to Northern Health Medical Advisory Committee (NHMAC).

NO

Provide feedback and
documentation to all
relevant parties.

NO

Informs the Medical Director, VP Medicine & CEO

NO

YES

“In response to the conduct
outlined in section 11.1.1,
the Board of Directors
may upon advice received
from the NHAMAC; cancel,
suspend, restrict, or refuse
to renew the appointment
of a member of the medical
staff.”

YES

Documentation sent to Northern Health Board.

NHMAC recommendations to be considered (in
camera) at next Northern Health Board meeting.
~ Bylaws, Section 11.1.2 ~

Northern Health Board conveys decision to the Medical
Staff member in writing within 7 days of meeting.

Inform the appropriate
College of any decision
which revokes, suspends
or imposes restrictions
on the privileges of the
Medical Staff member.

~ Bylaws, Section 11.2.2.5 ~

~ Health Professions Act,
S. 32.2(2)(c) ~

Medical Staff member has the right to appeal
to the Northern Health Board or directly to the
Hospital Appeal Board.

See Diagram 4.

Diagram 3: Northern Health Medical Staff Summary Suspension/
Restriction OR Automatic Suspension Process
Medical Practice Incident
warranting summary restriction
or suspension:
“…a serious problem or potential
problem which adversely affects
or may adversely affect the care
of patients, or the safety and
security of patients or staff and
action is required to protect the
safety and best interests of the
patients or staff…”

Medical Practice Incident Identified

Chief of Staff / Department Head Investigates (initial)

Is immediate action required to protect the safety
of patients and staff?

~ Bylaws, S. 11.2.1.1 ~

NO

YES
Report the incident
immediately to the
Medical Director, VP
Medicine & CEO

See Diagram 2.

Take immediate action to protect the safety of patients and staff.
~Bylaws, S. 11.2.1.4 ~

Medical Practice Incident
warranting automatic suspension:
“…including, but not limited to:
abandonment of a patient admitted
to an NH facility under the care
of the member; the alleged
commission by the member of a
criminal offence related to the
exercising of a member’s privileges,
as evidenced by the laying of
charges. The provision of clinical
care, the exercising of clinical
privileges, or the fulfillment of
contractual arrangements for the
provision of patient care by the
member while impaired, including
but not limited to impairment by
drugs or alcohol.”
~ Bylaws, Article 13; Rules, Article 5 ~

~ Bylaws, S.11.2.1.4 ~

with
recommendations to
summarily suspend or
restrict, or
automatically suspend
privileges.

CEO/VP Medicine summarily suspends privileges,
restricts privileges, OR automatically suspends
privileges. Notifies member in writing.
~ Bylaws, S. 11.2.1.1 ~
NHMAC considers at a special meeting within 14 days of
the initial decision to restrict or suspend privileges. The
Medical Staff member may waive this requirement.
~ Bylaws, S. 11.2.1.5 ~

CEO informs
NHAMAC, NH
Board, and Registrar
of College.

Conduct full investigation / clinical review.

~Bylaws, S. 11.2.1.4~

Reverse
suspension or
restriction and
inform relevant
parties.

CEO/VP Medicine informs NHMAC & NH Board
~ Bylaws, S. 11.2.1.2 ~
Where necessary, appoint another Medical
Staff member to undertake care of patients.
~ Bylaws, S. 11.2.1.7 ~
Inform the appropriate College of any decision
which revokes, suspends or imposes restrictions
on the privileges of the Medical Saff member.
~ Health Professions Act, S. 32.2(2)(c) ~

Does the investigation / clinical review validate the medical practice issue?

NO

YES

Documentation to Medical
Staff member.
~Bylaws, S. 11.2.2.4 ~

Medical Staff member notified of
recommendations in writing 7 days prior to the
meeting of the NH Board. Medical Staff member has
right to be heard at the meeting.
~ Bylaws, S. 11.2.2.2, S. 11.2.2.3 & S. 11.2.1.6 ~

Report to Northern Health Medical Advisory Committee (NHMAC).

NHMAC recommends cancellation, suspension, restriction or
nonrenewal of privileges after giving the Medical Staff member
an opportunity to be heard.
~ Bylaws, S. 11.2.1.6 ~

Documentation to NH Board. Report to be considered (in camera) at
next NH Board meeting. ~ Bylaws, Section 11.1.2 ~

NH Board conveys decision to Medical Staff member within 7 days of the decision. ~ Bylaws, Section 11.2.2.5 ~

Inform the appropriate College of any decision which
revokes, suspends or imposes restrictions on the privileges of
the Medical Staff Member. ~ Health Professions Act, S. 32.2(2)(c) ~
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Medical Staff member has the right to
appeal to the Northern Health Board or
directly to the Hospital Appeal Board.

See Diagram 4.

Diagram 4: Northern Health Medical Staff Appeal Process
From Diagram 2.

From Diagram 3.

Appealing decision re: Cancellation, Suspension,
Restriction or Non-Renewal of Privileges to the NH Board

A Medical Staff Member may
appeal a decision of the
NH Board which cancels,
suspends, restricts or fails to
renew their privileges back
to the NH Board or directly to
the Hospital Appeal Board.

~ Bylaws, S. 11.4.1.3 ~
~ Hospital Act, S. 46 ~

Appealing decision re: an Appointment or
Re-Appointment Application

Medical Staff member can apply in writing to appear
in front of the NH Board in person or through counsel.
~ Bylaws, S. 11.4.1.3 ~

Applicant’s appeal must be delivered to the
secretary of the NH Board no later than 30 days after
the day on which the Board caused notification of their
decision to be sent.
~ Bylaws, S. 11.4.2.1 ~

A duly qualified practitioner
who “has filed an application
and who has not been notified
within the time set out in
the Regulations” or “whose
application has been refused in
whole or in part” may appeal
that failure or refusal to the
NH Board or directly to the
Hospital Appeal Board.

~ Bylaws, S. 11.4.1.1 & S.
11.4.1.2 ~
~ Hospital Act, S. 46 ~

NH Board advises Medical Staff member of
meeting in writing within 7 days of meeting along
with all documentation provided to the Board.

If the NH Board of Directors fails to notify an applicant for Medical
Staff membership of its decision, the applicant may appeal
between 121-150 days following the date of their application.

~ Bylaws, S. 11.4.3 & S. 11.4.4 ~

~ Bylaws, S. 11.4.2.2 ~

Northern Health Board considers or reconsiders the matter at the next meeting.

Regarding privileges:
The NH Board must hear,
consider, or reconsider
the matter and advise the
Medical Staff Member of
its decision in writing by
registered mail within 30
days after the date that
the Medical Staff member
or their counsel appears
before the Board.
~ Bylaws, S. 11.4.1.3 ~
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Regarding Privileges
Northern Health Board advises
Medical Staff member of decision by
registered mail within 30 days of the
Northern Health Board meeting.
~ Bylaws, S. 11.4.1.3 ~
~ Hospital Act Regulation, S. 8(5) ~

Regarding (Re-)Appointment
Applications
Northern Health Board advises
Medical Staff member of decision by
registered mail within 30 days of the
Northern Health Board meeting.
~ Hospital Act Regulation, S. 8(5) ~

The Medical Staff Member/practitioner may appeal to the Hospital Appeal Board IF:

The Medial Staff Member/
practitioner is dissatisfied with the
decision of the NH Board.

The NH Board fails to notify the
Medical Staff member of its decision
within the prescribed timeframes.

~ Bylaws, S. 11.4.5a ~
~ Hospital Act, S. 46 ~

~ Bylaws, S. 11.4.5b ~
~ Hospital Act, S. 46 ~

