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Policy Statement 

At Centennial Infant and Child Centre (CICC), we encourage parents and guardians to take an 

active role in their child’s experience within our preschool program. In alignment with our 

program statement, we are committed to fostering positive and responsive interactions among 

children, families, and staff. We value ongoing communication and engagement with parents and 

guardians, and our staff are always available to support meaningful conversations and ensure a 

positive experience during every interaction. 

All concerns and issues raised by parents or guardians are taken seriously and will be addressed 

promptly and respectfully. We are committed to resolving concerns in a timely manner and to 

the satisfaction of all parties involved. 

Issues or concerns may be shared either verbally or in writing. Responses and outcomes will be 

provided in writing, with careful attention to maintaining the confidentiality of all individuals 

involved. 

An initial response will be provided within two business days of receiving a concern. The 

individual who raised the issue will be kept informed throughout the resolution process. All 

investigations will be conducted in a fair, impartial, and respectful manner. 

Purpose 

The purpose of this policy is to establish a clear and transparent process for addressing issues 

and concerns raised by parents and guardians. It outlines the steps to be followed by families, 

the childcare licensee, and staff at CICC to ensure that all concerns are acknowledged, 

investigated, and resolved in a timely and respectful manner. This process supports open 

communication, accountability, and collaboration between families and the centre. 

Confidentiality 

All issues and concerns will be handled with the utmost confidentiality. CICC is committed to 

protecting the privacy of parents/guardians, children, staff, students, and volunteers throughout 
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the resolution process. Information will only be shared when legally required. For example, in 

cases involving allegations of child abuse or neglect, where disclosure may be necessary to the 

Ministry of Education, the College of Early Childhood Educators, law enforcement authorities, or 

a Children’s Aid Society.  

Respectful Communication and Conduct 

CICC maintains high standards for positive interaction, respectful communication, and 

appropriate role-modelling for children. As such, harassment, discrimination, or any form of 

inappropriate conduct will not be tolerated from any party. 

If at any time a parent/guardian, staff member, volunteer or student feels uncomfortable, 

threatened, belittled, or abused during an interaction, they have the right to immediately end 

the conversation. The incident should then be reported to the supervisor and/or licensee for 

follow-up and resolution. 

Concerns about the Suspected Abuse or Neglect of a Child 

Everyone—including members of the public and professionals who work closely with children—

is legally obligated to report suspected cases of child abuse or neglect under Ontario’s Child, 

Youth and Family Services Act (CYFSA). 

If a parent or guardian expresses concern that a child may be experiencing abuse or neglect, they 

will be advised to contact their local Children’s Aid Society (CAS) directly. In addition, any person 

who becomes aware of such concerns is also responsible for reporting the information to CAS, in 

accordance with the “Duty to Report” requirement outlined in the CYFSA. 

For more information on how to recognize and report abuse or neglect, visit: 

http://www.children.gov.on.ca/htdocs/English/childrensaid/reportingabuse/index.aspx  

Escalation of Issues or Concerns 

If a parent or guardian is not satisfied with the response or outcome of an issue or concern, they 

may escalate the matter verbally or in writing to CICC’s Executive Director. 

The Executive Director, in consultation with the HR and Governance Committee, will determine 

the appropriate course of action. This may include contacting relevant legislative or regulatory 

bodies such as: 

• The City of Toronto 

• The Ministry of Education – Early Years Division 

http://www.children.gov.on.ca/htdocs/English/childrensaid/reportingabuse/index.aspx
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• The College of Early Childhood Educators 

• The Ministry of Children, Community and Social Services 

• Child Protective Services 

In cases involving professional conduct or service delivery by regulated health professionals at 

CICC—such as the Occupational Therapist (OT), Physiotherapist (PT), or Speech-Language 

Pathologist (SLP)—concerns may be escalated to their respective regulatory colleges: 

• College of Occupational Therapists of Ontario 

• College of Physiotherapists of Ontario 

• College of Audiologists and Speech-Language Pathologists of Ontario 

Concerns related to compliance with the Child Care and Early Years Act, 2014 and Ontario 

Regulation 137/15 should be reported to the Ministry of Education’s Child Care Quality 

Assurance and Licensing Branch. 

Parents and guardians may also report concerns to other relevant regulatory bodies, where 

appropriate. These may include: 

• Local Public Health Department 

• Police Department 

• Ministry of Environment 

• Ministry of Labour 

• Fire Department 

• Ontario College of Teachers 

• Ontario College of Social Workers and Social Service Workers 

Definitions 

• Licensee: The individual or agency licensed by the Ministry of Education responsible for 

the operation and management of each childcare centre it operates (e.g., the operator). 

• Staff: Individual employed by the licensee (e.g., teachers). 
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• Volunteer: An individual who is unpaid by the licensee and comes to the centre freely to 

support the preschool program and the children participating in it. 

• Student: An individual who is unpaid by the licensee and attends the centre to complete 

a practicum required by their college or university as part of a post-secondary education 

program (e.g., Early Childhood Education). 

Procedures 

Nature of 

Issue or 

Concern 

Steps for Parent and/or 

Guardian to Report 

Issue/Concern: 

Steps for Staff and/or Licensee in 

responding to Issue/Concern: 

Suspected 

Child Abuse or 

Neglect 

▪ Report to the Supervisor 

or Licensee, if involving 

staff, volunteers, or 

students. 

 

▪ Report to the Executive 

Director, if involving the 

Supervisor. 

 

▪ Report to the Board of 

Directors, if involving the 

Executive Director or 

Licensee 

▪ All suspicions of child abuse or neglect 

MUST follow the Serious Occurrence 

Policy. 

▪ The Executive Director informs the 

Board of Directors of all allegations. 

▪ Address the issue/concern at the time it 

is raised or within 24 hours to 

acknowledge receipt. 

▪ Arrange a meeting with the 

parent/guardian within 2 to 5 business 

days to address the issue/concern or 

confirm its resolution. 

▪ Staff must copy the supervisor in ALL 

correspondence. Document the 

issues/concerns in detail, including:   

o Date and time it was received. 

o Name of the person who 

received it. 

o Name of person reporting it. 

o Details of the issue/concern. 
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o Steps taken to resolve or emails 

sent regarding next steps or 

resolution. 

▪ Provide contact information for the 

appropriate person if the person being 

notified is unable to address the matter. 

Copy Supervisor or Licensee. 

▪ Initiate investigation within 2 to 5 

business days or as soon as reasonably 

possible. Document reasons for delays 

in writing. Copy Supervisor or Licensee. 

▪ Provide a resolution or outcome to the 

parent/guardian who raised the 

issue/concern. 

Program 

Room- Related 

(e.g. schedule, 

toilet training, 

programming, 

feeding) 

▪ Raise the issue or concern 

with the classroom staff. 

 

▪ Notify the Supervisor or 

Licensee. 

 

▪ Follow the same documentation and 

response timelines as above. 

▪ Ensure concern is addressed or 

escalated appropriately. 

▪ Communicate resolution to 

parent/guardian. 

General, 

Centre- or 

Operations-

Related (e.g. 

fees, hours, 

staffing, 

waitlists, 

menus, health-

care plans) 

▪ Raise the concern with 

the Supervisor or 

Licensee. 

▪ Follow the same documentation and 

response timelines as above. 

▪ Ensure concern is addressed or 

escalated appropriately. 

▪ Communicate resolution to 

parent/guardian. 

Staff and/or 

Licensee-

Related 

▪ Raise the issue or concern 

with the individual 

directly  

 

▪ Follow same documentation and 

response timelines as above. 



Centennial Infant and Child Centre  6 

▪ Notify Supervisor or 

Licensee. 

 
▪ All issues or concerns 

about the conduct of 

staff, volunteers, etc. that 

puts a child’s health, 

safety and well-being at 

risk should be reported to 

the supervisor as soon as 

parents/guardians 

become aware of the 

situation. 

▪ Investigate and escalate if necessary. 

▪ Communicate resolution to 

parent/guardian. 

Student or 

Volunteer- 

Related 

▪ Raise the issue or concern 

with the staff responsible 

for supervising the 

student/volunteer 

▪ Follow the same documentation and 

response timelines as above. 

▪ Investigate and escalate if necessary. 

▪ Communicate resolution to 

parent/guardian. 
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Contacts 

Role/Organization Name Phone Number Email 

CICC Centre Manager 
Racquel 

Manzano  

416-935-0200 

ext. 261  
rmanzano@cicc.on.ca  

CICC Executive 

Director 

Shemina 

Ladak 

416-935-0200 

ext. 235 
sladak@cicc.on.ca 

City of Toronto 

Childcare Consultant 
Kim Pawluck 416-338-0991 kim.pawluck@toronto.ca  

Ministry of Education 

Program Advisor 
Jennifer Singh 437-996-5302 jennifer.singh@ontario.ca  

Ministry of Education, 

Licensed Child Care 

Help Desk 

 
1-877-510-

5333  
childcare_ontario@ontario.ca 

College of Early 

Childhood Education 
 416-961-8558   

Children’s Aid Society 

of Toronto 
 416-924-4646   

Jewish Family and 

Child Service 
 416-638-7800  

Native Child and 

Family Services of 

Toronto 

 416-969-8510   

Catholic Children's Aid 

Society of Toronto 
 416-395-1500  
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