COMPLAINTS PROCESS

Complaint

The vast majority of veterinarians in Ontario deliver high
quality veterinary care. Only a small number of veterinarians
end up with a complaint and possibly discipline action.

If a client has a concern
about a veterinarian,
he/she may choose to file a
complaint with the College.

In governing the practice of veterinary medicine, the
College of Veterinarians of Ontario (CVO) is dedicated to
protecting the public interest. In fulfilling this mandate, the
College is responsible for overseeing the professional
conduct of licensed veterinarians practising in Ontario. The
College receives, investigates, and acts upon all complaints
made against its licensed members.
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Investigation

Complaints Committee

Mediated Resolutions Program (MRP)

During the investigation, both
the client and veterinarian are
asked by College staff to
provide information
concerning the case.

A panel of licensed veterinarians and a representative
of the public, reviews and examines each case.

With minor standards issues and/or miscommunication,
the veterinarian and client are invited to participate in
the MRP, a voluntary resolutions process that focuses on
quality improvement and education. The result of the
MRP is reviewed by the Complaints Committee.

Possible Outcomes

NO CONCERNS

Close
Case is
closed.

SED
CLO

CONCERNS

Advice
Committee gives
written or verbal
advice to the
veterinarian.

SERIOUS CONCERNS

Remediation
Veterinarian agrees to
complete an undertaking
which includes education or
training to address concerns.
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Appeal
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Appeals
An appeal process is available to both the client and veterinarian. Either party may request
a review of a decision by an arms-length provincial board, the Health Professions Appeal
and Review Board. The College provides the Committee’s record of the investigation,
which includes all the materials used to make the decision, to the Appeal Board.
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Referral
to Executive
Committee if
veterinarian fails
to complete
undertaking.
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If the Complaints Committee has serious
concerns with the veterinarian’s conduct, he/she
is referred to Discipline Committee. A panel of
three to five members, including one public
member, determine whether the veterinarian is
found guilty of professional misconduct.
Discipline hearings are open to the public.

