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As defence counsel for regulated health professionals, and other types of professionals, | have seen numerous cases where the professional has obtained an

unexpected poor result in a complaint matter (i.e. referral to discipline, caution, etc.).

In many such instances, | believe that a key reason for the poor result is that the tone and content of the complaint response has somehow come across as

unprofessional.

The following are some examples of things not to do in a complaint response:
e Making negative and/or irrelevant comments about the complainant;

e Questioning the legitimacy of the regulator and the complaints process;

e Using inflammatory/aggressive language;

e Writing in a tone that is defiant or otherwise disrespectful;

e Failing to address one or more of the concerns raised in the complaint;

« Not taking responsibility for the actions of staff members; and

e Not acknowledging clear and obvious shortcomings.

The reality is that responding to a complaint is a highly stressful matter and in most cases, the professional will feel that they have been falsely or unfairly
accused of the alleged conduct. In such circumstances, it is understandable that emotion may come into play. Professionals must ensure that any such emotion is
suppressed and the complaint response comes across as reflective and professional. Toward this end, | believe it is a good idea to resist the temptation of a
preparing and submitting the response in a speedy manner. Rather, | would always recommend taking some time to consider the complaint before preparing the
response. Once drafted, | would recommend putting the response aside for a few days and then reviewing it again before submitting it to the regulator. In my view,

taking these steps will improve the professionalism and overall quality of the response. A PDF version is available to downloadhere.

For more information please contact: Lad Kucis at 416.864.3114 or Ikucis@grllp.com
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(This blog is provided for educational purposes only, and does not necessarily reflect the views of Gardiner Roberts LLP).

Gardiner Roberts

Bay Adelaide Centre — East Tower Phone: 416.865.6600
22 Adelaide Street West, Suite 3600 Fax: 416.865.6636
Toronto, ON M5H 4E3 contactGR@grllp.com

Pg 1 of 2 © 2026 Gardiner Roberts LLP. All rights reserved.


https://grllp.com
https://grllp.com/insights/#blog
https://grllp.com/the-importance-of-professionalism-in-complaint-responses
https://grllp.com/the-importance-of-professionalism-in-complaint-responses
https://grllp.com/health#related-publications
https://grllp.com/tag/health-law
https://grllp.com/tag/litigation
https://grllp.com/litigation-and-dispute-resolution#related-publications
https://grllp.com/tag/regulated-health-professionals
https://grllp.com/the-importance-of-professionalism-in-complaint-responses.pdf
tel:416.864.3114
mailto:lkucis@grllp.com
tel:416.864.3114
mailto:lkucis@grllp.com
https://grllp.com/
https://maps.app.goo.gl/mfg65iQdi4ZpoHHk8
https://maps.app.goo.gl/mfg65iQdi4ZpoHHk8
https://maps.app.goo.gl/mfg65iQdi4ZpoHHk8
tel:4168656600
mailto:contactGR@grllp.com

The Importance of Professionalism in Complaint Responses

Author

Lad Kucis

Partner

416.864.3114
Lkucis@grllp.com

Gardiner Roberts

Bay Adelaide Centre — East Tower Phone: 416.865.6600
22 Adelaide Street West, Suite 3600 Fax: 416.865.6636
Toronto, ON M5H 4E3 contactGR@grllp.com

Pg 2 of 2 © 2026 Gardiner Roberts LLP. All rights reserved.


https://grllp.com/lkucis
tel:416.864.3114
mailto:lkucis@grllp.com
https://grllp.com/
https://maps.app.goo.gl/mfg65iQdi4ZpoHHk8
https://maps.app.goo.gl/mfg65iQdi4ZpoHHk8
https://maps.app.goo.gl/mfg65iQdi4ZpoHHk8
tel:4168656600
mailto:contactGR@grllp.com

