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Presenter
Presentation Notes
Introduce yourselves. Today we’re going to be going through the Complaints Task Group final report with you.  



BACKGROUND
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 The Complaints Task Group was formed in November 2013 to carry out 
the work listed under “Complaints” in the Odour Management Team 
(OMT) Project Charter (March 2013). 

 The dedication and engagement of the Complaints task group members 
to complete deliverables is acknowledged and appreciated. 

 Each deliverable of the Complaints Task Group was achieved through 
consensus agreement of the whole group.

 The complaints management process can be part of larger, more complex 
issues, including non-point sources and cumulative effects, but that these 
issues could not be addressed by this task group due to limited time and 
resources.
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Reflecting on their work, the task group recognized that general issues of odour management and, in particular complaints, were addressed at a high level in order to develop guidance and processes for a variety of users.  All members recognized that the complaints management process can be part of larger, more complex issues, including non-point sources and cumulative effects, but that these issues could not be addressed by this task group due to limited time and resources. 
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Presenter
Presentation Notes
Let me introduce you to the members of the task group.  We’ve gathered a great group of people with lots of valuable expertise:Ann/Joseph/Carolyn/Tanya/Zaher/Francisco  – All sit on the OMT.Roxane – Roxane is a Field Environmental Coordinator with Canadian Natural Resources Limited.  She is participating on behalf of CAPP.  She has experience dealing with complaints from oil and gas.Jennifer – Jennifer is the Technical & Environmental Superintendent at Hinton Pulp and she is responsible for handling odour complaints. Jim – Jim work at the Edmonton Waste Management Centre. Mike – Mike represents the Lakeland Industrial Community Association, which is also an airshed. Ludmilla – Ludmilla is the provincial advisor on air quality for Alberta Health Services. She has worked with CASA before on the PM & Ozone Implementation Team and the Indoor Air Quality Team.Merry – Merry is with Alberta Health’s Environmental Public Health Team.  She’s been working with CASA since 2006 and has worked on a variety of teams. Dalene – Dalene is an Environmental Technical Specialist with the AER.  She works closely with field inspectors and is experienced with the AER complaint response process.



TASK GROUP OBJECTIVES

4

The Charter outlines two objectives for the ‘Complaints 
task group’ work:

1. To effectively manage odour complaints. 

2. To monitor long-term trends in odour complaints.
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The Project Charter outlines two objectives for the ‘Complaints’ task group:To effectively manage odour complaints. Understand the current mechanism(s) in place to manage odour complaints (for example: where are complaints coming from, who received the complaint, what information was recorded, how the information was recorded, how the complaint was resolved, what mechanisms for feedback to complainant were used).Clarify roles and responsibilities for responding to odour complaints.Develop a predictable, consistent, timely, step-wise, comprehensive process to document, investigate and address odour complaints.  The process will incorporate the interests of all parties, be applicable to any odour incidence and include a clear process flow and guidance for decision-making.Develop a mechanism for the complainant and the complaint manager to communicate throughout the process including information exchange at first contact and communicating results at the end of the process.Make information available about the response to odour complaints.Consider the role of odour assessment in responding to complaints.To monitor long-term trends in odour complaints.



WORKPLAN OVERVIEW
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Vision:
“Alberta regulatory agencies, facility operators and municipalities all may receive 
complaints related to odour concerns, and a great deal of time and resources are 
expended by Alberta’s regulatory agencies in addressing odour-related concerns. When 
odour issues are not satisfactorily addressed, it may result in more protracted issues 
where complainants and proponents are more polarized and entrenched.” 
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We’re about to get to the task group results.  



TASK GROUP IMPLEMENTATION & 
BUDGET 
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To meet their objectives the Complaints task group: 

 Met 18 times, 

 Spent over 1150 hours in and between meetings developing and 
reviewing deliverables, and,

 Came in under their allocated budget from the OMT.
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Contract for development of the background report (Scott) = contract amount $6,000 + GST and consultant billed full amountContract for development of the booklet and tools (Lori) = 2 contracts amount $34,775 + GST and consultant billed $24,180  (SAVING $10,595 from estimated)



TASK GROUP DELIVERABLES 
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Task Group Deliverables Completion Status and Details

Understand the current 
mechanism(s) in place to 
manage odour complaints.

Complete.
− The task group received presentations and discussions 

from various agencies utilizing a complaints process in 
Alberta and developed an informational report reviewing 
odour complaint management. Appendix I contains the 
backgrounder report titled: Alberta Odour Complaints 
Overview.

− Cross-jurisdictional review (not comprehensive)
Develop a complaints 
management process including 
information on communications 
and information exchange and 
roles and responsibilities for 
responding to odour 
complaints. 

Complete.
− The task group worked with a consultant to develop a 

complaints management process guidance document that 
includes a variety of customizable tools for organizations 
to use to develop a complaints process. Appendix II 
contains the booklet titled: Odour Complaints in Your 
Area: A Guide for Developing an Odour Complaint 
Process. 

− The task group also provided a presentation to the OMT 
summarizing their work.

Monitor long term trends in 
odour complaints.

Not complete.
– Is a potentially valuable piece of work but the task group 

agreed that they did not have time or resources to 
complete and have provided advice to the OMT for future 
work. 

Presenter
Presentation Notes
The Task Group has completed the main objectives required for its deliverables, but did make two modifications from their original workplan (steps are outlined in Section 3). The task group made a decision not to proceed with a thorough cross jurisdictional review that was considered at the start of the process, as they felt that information gathered from a third-party consultant review and the Alberta organizations fulfilled their informational requirements. Based on the information gathered by the task group, they worked with a consultant to prepare an overview of existing practices in Alberta, and gathered information on specific topics such as repeat callers to inform the rest of their work. The group did not pursue a province-wide tracking system to monitor long term trends in odour complaints. There is currently some data available for calls that enter through the regulatory system but there is no system in place to capture the information for calls that are made to other organizations, including municipalities and industry. 



TASK GROUP DELIVERABLES 
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 Intended Audience

• Background Report: 

• intended audience for the complaints processes information report is 
internal to the task group and OMT.

• Complaints Guidance Booklet & Tools:

• focus of the deliverables to provide non-experts that handle odour 
complaints, such as employees at municipalities and industries, with the 
tools they need to handle the complaints themselves or to refer the caller 
to the appropriate agency. 
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WORKPLAN METHODOLOGY
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• Heard presentations from a variety of agencies that handle complaints.

• Presenters were asked to speak a list of questions prepared by the task group and provide 
any policies/forms that they use.

• The Complaints task group acknowledges the following: 

• Alberta Airsheds Council (AAC)
• Alberta Association of Municipal Districts and Counties (AAMDC)
• Alberta Energy Regulator (AER)
• Alberta Environment and Sustainable Resource Development (AESRD)
• Edmonton Waste Management Centre (EWMC)
• Alberta Health Services (Environmental Public Health (EPH))
• Hinton Pulp a Division of West Fraser Mills Ltd.
• Natural Resources Conservation Board (NRCB)
• Oil and Gas (CNRL)
• Transportation (Altex Energy)

 Step One: Background Report

Presenter
Presentation Notes
The questions for presenters range from number of complaints received, to how the agency responds to and track complaints.  Group decided to hire a writer to compile all the information heard in the presentations into a background report. The task group has agreed to hire Scott Rollans, a freelance writer/editor.  Is in the Task group final report – Appendix I



WORKPLAN METHODOLOGY
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• Were directed to take advantage of existing research as much as possible and consider 
application in the Alberta context.

• The task group located and reviewed an existing report developed by a third party 
consultant and used this as a basis for a cross-jurisdictional review as it contained 
information from several other jurisdictions.

• TG made a consensus decision to utilize all the information that was gathered to that point 
as their basis to create useable tools in their final step. 

 Step Two: Cross-jurisdictional Review



WORKPLAN METHODOLOGY

12CTG Final Report

• The task group created a customizable suite of tools that can be used to effectively manage 
odour complaints including:

• A guidance booklet outlining complete process-related information to design and 
development a complaints process.

• The decision tree includes a reference guide and call log (will assist call operators to refer 
callers to appropriate agencies).

• A comprehensive ‘data collection’ form, and a public handout for organizations to use to 
increase public awareness of complaints management. 

 Step Three: Develop Tools - Determination of Appropriate Tools

Presenter
Presentation Notes
Task group final report – Appendix II During early development of the decision tree tool, the task group knew the best way to test its usability was to conduct a pilot test. Overall, responses to the guide and tools were positive, although limited. A document highlighting the pilot testing results can be found in Appendix III: Odour Complaint Referral Process. 



REFLECTIONS ON DELIVERABLES
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Odour Complaints in Your 
Area: A Guide for 
Developing an Odour 
Complaint Process

 The Complaints task group is 
very satisfied with their 
deliverables (the guidance 
document)

 The task group recommends 
including the guidance 
document and tools with no 
modifications within the 
good practice guide.

CTG Final Report
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ADVICE & RECOMMENDATIONS

Guide for Developing an Odour Complaint Process
 The group worked together with the consultant to 

refine the content of the guidance document to align 
with their overall vision.

 Agreed by consensus to accept the complete booklet 
and tools for inclusion in the Good Practice Guide.

CTG Final Report

Presenter
Presentation Notes
Conclusions and Recommendations



ADVICE TO THE OMT - COMMUNICATIONS
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Considerations for OMT for the distribution of the groups’ deliverables.

1. Identified key audiences for the distribution of their guidance document and 
tools.
• The group highlights the Public Handout (Reporting Odours in Your Community) should be 

broadly distributed – a likely target would be municipalities and applicable branches of 
government (AUMA, AAMDC) and other umbrella organizations (Synergy Alberta).

2. Identified advice related to communications/education and outreach of the 
deliverables.
• OMT should pursue umbrella organizations and ‘hot spots’ for odour complaints.

3. Highlights the OMT should pursue increasing the awareness of central contact 
telephone numbers for odour complaints like the CIC, as they do not have the 
resources.
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1. The task group has identified key audiences for the distribution of their guidance document and tools. The document was developed to provide non-experts that handle odour complaints, such as employees at municipalities and industries, with the tools they need to handle the complaints themselves or to refer the caller to the appropriate agency. The group highlights that the Public Handout (Reporting Odours in Your Community) should be broadly distributed – a likely target would be municipalities and applicable branches of government (AUMA, AAMDC) and other umbrella organizations (Synergy Alberta).2. The task group has identified advice related to communications/education and outreach of the task groups’ guidance document and tools. • The OMT should pursue umbrella organizations to communicate and assist in the distribution of the task groups’ work.• The task group notes the importance of the roll-out plan in focusing on ‘hot spots’ for odour complaints.3. The task group highlights that the OMT should pursue increasing the awareness of central contact telephone numbers for odour complaints like the CIC, as they do not have the resources to do a large campaign. This may be initiated and contingent on an internal conversation with ESRD.



ADVICE - CONTINUOUS IMPROVEMENT
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The Complaints Task Group discussed the following areas of advice to the OMT 
about CI and future work for complaints and the groups’ deliverables.

1. A province wide complaints framework review should occur within a 5-year timeframe to 
discuss the complaints process in Alberta and further areas of work. 
• The tools (decision tree/call log/complaint form) should be reviewed. Task group 

recommends the umbrella agencies that are provided their deliverables agree to a 
review of the usage of the tools to allow for continuous improvement and updates. 

2. The task group recommends further work be conducted on the advice, revised processes and 
tools for ‘hot spots’ in the province. 

3. The task group recommends future work include a province-wide information gathering 
system for odour complaints that allows for analysis and trending based on the information 
collected from the call logs and complaint forms from the organizations using the tool(s). 

4. The task group acknowledges there should be continuous sharing of complaint-related 
information between groups/organizations. 
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1. A province wide complaints framework review should occur within a 5-year timeframe to discuss the complaints process in Alberta and further areas of work. Continuous improvement of the tools (decision tree/call log/complaint form) should be reviewed. The task group recommends the umbrella agencies that are provided their deliverables agree to an audit or review of the usage of the tools to allow for continuous improvement and updates. 2. The task group recommends further work be conducted on the advice, revised processes and tools for ‘hot spots’ in the province. Those are identified as areas where there are multiple calls and/or repeat callers. Organizations could further refine or provide additional overall guidance and tools for the complex nature of repeat callers to implement policies or protocols. The group notes they have provided helpful references within their guidance document on repeat callers (Appendix II of the guide). The task group notes that the CIC would have information that is specific to areas throughout the province, but there should be a more formal process for distribution of these data.3. The task group recommends future work include a province-wide information gathering system for odour complaints that allows for analysis and trending based on the information collected from the call logs and complaint forms from the organizations using the tool(s). There is value in the information to identify trends/major areas of concern and should be ongoing and on a long term basis. There is a need to have someone agree to house and conduct the work. 4. The task group acknowledges there should be continuous sharing of complaint-related information between groups/organizations. Part of the process of implementing a complaints system should be the sharing of information with other similar industries or with government. 



LINKS TO OTHER TASK GROUPS
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Overall integrated nature of the seven topics of work, the Complaints 
Task Group identified linkages between their information and tools to 
support the complaints response process and the Health and Odour
Assessment task groups.

 The group considered the link that often a complainant will also 
report a health concern or issue when reporting an odour. 

 The use of common language to describe odour was identified as a 
gap, as well as what data needs to be collected and how it should be 
interpreted. 
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-The group considered the link that often a complainant will also report a health concern or issue when reporting an odour. They discussed with the Health task group how medical professionals could be included in the complaints process. It was concluded complainants should be referred to their doctor, public health or emergency (911); at no time should the personnel taking the complaint call make health related recommendations. This recommendation is reflected in the guidance document but the group recognizes the tools may be linked.- The use of common language to describe odour was identified as a gap, as well as what data needs to be collected and how it should be interpreted. The Complaints task group had discussions with the Assessment task group to see if any of their work would contribute to defining common language and how the data collected from the complainant during the initial contact contributes to the overall data collected as part of an odour investigation. -Early on in the project the Complaints task group identified a possible requirement for public consultation and engagement. The Odour Management Team discussed the feedback that was requested by the Complaints task group regarding input from complainants about their experiences and whether this type of input would be useful for other task groups and/or the broader work of the team. The group did not pursue public consultation as part of their deliverables. 



LESSONS LEARNED
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The task group discussed lessons learned for the OMT to consider in regard 
to their work on this topic, their task group final report, and deliverables. 

 The task group recommends their deliverables receive some graphic 
design. 

 Further pilot testing should be conducted on the tools and referral process. 
 Future work could occur on odour management and complaints and could 

consider cumulative effects.
 Future work should be undertaken to improve training for staff that take 

odour complaints. There could be consideration for information training 
sessions that discuss soft skills training.
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The task group discussed lessons learned for the OMT to consider in regard to their work on this topic, their task group final report, and their deliverables. The task group recommends their deliverables receive some graphic design. The task group notes their consultant was not asked to do graphic design on the deliverables as this could be addressed at a higher level for the GPG.Further pilot testing should be conducted on the tools and referral process. The testing should ensure there is sufficient time and an adequate number of participants. Since there is seasonality in odour complaints this should factor into the planning process for pilot testing.Future work could occur on odour management and complaints and could consider cumulative effects, both of odours and of facilities producing odours, and the associated complaints processes and information sharing.  Future work should be undertaken to improve training for staff that take odour complaints. There could be consideration for information training sessions that discuss soft skills training.



RECOMMENDATIONS
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Recommendation 1: Accept the Task Group’s Guidance 
Document and Tools.
The task group recommends the OMT accept the complaints guidance 
document and associated tools for inclusion in the Good Practice Guide as a 
complete document.

Recommendation 2: Accept the Task Group’s final report.
The task group recommends the OMT accept their final report with the 
advice and recommendations for consideration as the OMT develops their 
deliverables. 
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RECOMMENDATIONS
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Recommendation 3: Disband the Complaints Task Group, after 
review of the GPG.
The task group recommends they have an opportunity to review their 
applicable sections within the Good Practice Guide, after which the group 
may be disbanded as their workplan will be complete.

Recommendation 4: Increase the profile of the Coordination 
and Information Centre (CIC).
The task group recommends the OMT establish a plan/resources to 
increase the awareness and profile of the CIC 1-800 contact number 
specifically around odour and odour complaints.
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QUESTIONS?
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Are there any questions related to the Complaints Task Group work or final report?  
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