
 

 

 
 

Complaints Process 

Introduction 

The College of Dental Hygienists of Ontario (CDHO) is the regulatory body that governs dental hygienists in 

Ontario. The Inquiries, Complaints and Reports Committee (ICRC) of the CDHO reviews and makes decisions on 

complaints submitted to the CDHO about dental hygienists who are (or were) registered with the CDHO. The 

ICRC includes both members of the public and dental hygienists. For information about who serves on the ICRC, 

please click here. 

How to make a complaint 

If you have a concern about a dental hygienist, you have the right to make a complaint with the CDHO. Although 

there is no time limit in which to make your complaint, it is best to let the CDHO know about your concern as 

soon as possible.   

If you want to make a complaint about a dental hygienist, complete the online complaints form or send your 

complaint to the CDHO in a recorded format – for example, written, audio taped, or video recorded. 

The more information you can give about your concerns, the easier it will be to look into your complaint. You 

should include:  

 the name of the dental hygienist involved (if known);  

 the date and time the incident occurred;  

 where the incident occurred (e.g. name and address of the dental / dental hygiene practice);  

 your name, address and phone number;  

 all relevant details about the incident; and  

 the names and contact information of anyone else that may be able to provide additional information 

about your concerns.  

 
If you want to submit a complaint but are having trouble putting your concerns in writing, you can call the CDHO 

for assistance in recording your complaint. 

Investigating your complaint 

Once the CDHO has received your complaint, an investigation will begin. Investigations are conducted on behalf 

of the ICRC by a CDHO staff member (Case Manager) or Investigator. You will be notified of the Case Manager 

or Investigator assigned to your complaint. 

https://www.cdho.org/about-the-college/committees/statutory/inquiries-complaints-and-reports-committee
http://www.cdho.org/for-the-public/complaints-about-a-dental-hygienist/complaints-process


 

 

 

 

Case Managers/Investigators are neutral and impartial. You may contact the Case Manager/Investigator at any 

time should you have questions about the investigation process; however, they cannot provide you with their 

opinion of the complaint or provide other advice. 

During the investigation, you may be contacted to clarify your concerns. If you are the client, you may be asked 

to sign an authorization form to assist in obtaining your oral health records. If you are complaining about 

treatment provided to someone else, that client’s consent may be required for the ICRC to investigate the 

concerns.  

A copy of your complaint will be forwarded to the dental hygienist, who will be given 30 days to respond. You 

will be sent a copy of the dental hygienist’s response so that you can, if you wish, send further comments or 

information to the CDHO.  

The Case Manager/Investigator may obtain additional information to assist the ICRC in its review of your 

complaint. For example, they may obtain other relevant documents or conduct interviews of witnesses. 

Neither you nor the dental hygienist will be permitted to attend the meeting of the ICRC to provide information 

in person. Also, documentation arising from ICRC investigations cannot be used in separate civil proceedings 

against the dental hygienist. 

Are all complaints investigated? 

Although the ICRC investigates most of the complaints received, the law permits the ICRC to decline to 

investigate complaints it considers to be frivolous, vexatious, made in bad faith, moot or otherwise an abuse of 

process. This decision rests with the ICRC. Prior to making this decision, both you and the dental hygienist have 

the right to make submissions to the ICRC. If the ICRC is of the opinion that a complaint is frivolous, vexatious, 

etc., it will not investigate. Only a very small percentage of complaints meet the requirements for this exception. 

You may also request to withdraw your complaint after it has been submitted. However, even if you request to 

withdraw your complaint, the Registrar of the CDHO may choose to continue the investigation if it is in the public 

interest to do so. If the Registrar chooses to continue the investigation, you will be kept informed. 

What can the ICRC do about my complaint? 

The ICRC reviews everything gathered during the investigation. The ICRC does not assess the credibility of the 

parties or decide if someone is “guilty” or “innocent”. The ICRC assesses whether the dental hygienist’s practice 

and conduct has met the standards of the profession. 

After its review, the ICRC may do one or more of the following: 

 Refer allegations of professional misconduct or incompetence to the Discipline Committee for a formal 

hearing. The discipline process is separate from the complaints process. The CDHO prosecutes the dental 

hygienist against whom the allegations have been made. As the complainant, you are not a party to 

these proceedings; however, you may be called to appear as a witness. 

 Investigate whether the dental hygienist is suffering from a physical or mental incapacity that might 

impact  their ability to practise safely.  



 

 

 

 

 Require the dental hygienist to appear before the ICRC to be cautioned about their practice or conduct. 

 Take other action it considers appropriate and which is not inconsistent with the Regulated Health 

Professions Act, 1991 (RHPA), such as: 

 Enter into an undertaking (or agreement) by which the dental hygienist agrees to do (or not to 

do) certain things. 

 Require the dental hygienist to complete a Specified Continuing Education or Remediation 

Program (“SCERP”) to improve their knowledge, skills, judgment and/or conduct. 

 Make a recommendation that the dental hygienist do something to improve knowledge, skills, 

judgment and/or conduct or provide guidance to the dental hygienist. 

 Take no further action. 

What happens next? 

Once the ICRC has reached a decision, you will be notified of the outcome. Written reasons of the ICRC will be 

provided to both you and the dental hygienist, unless the matter has been referred to the Discipline Committee 

or for incapacity proceedings.  

Certain outcomes and related information from a complaint are published on the CDHO’s public register, which 

can be found on the CDHO’s website under “Find a Registered Dental Hygienist.” Outcomes that appear on the 

public register include the following: 

 Referrals to the Discipline Committee and details regarding the disciplinary hearing process; 

 Requiring the dental hygienist to appear to be cautioned; 

 Requiring the dental hygienist to complete a SCERP; 

 Any undertakings entered into by the dental hygienist. 

As a complainant, your name and any identifying information about you will not appear on the register. To see 

what information about dental hygienists who are registered with the CDHO is available on the public register, 

please click here. 

Timeframes 

The ICRC aims to complete its investigation of a complaint and issue its decision and reasons within 150 days of 

it being filed with the CDHO. However, if it takes more than 150 days to conclude the matter, the ICRC must 

notify you (and also the dental hygienist) and provide details on the expected date of the decision. After 210 

days, if the matter is still not concluded, letters are sent to you and the dental hygienist, as well as to the Health 

Professions Appeal and Review Board (HPARB) explaining why the ICRC was not able to conclude the matter and 

an estimate of the expected date of disposition. HPARB is an independent body established by the provincial 

government to review the decisions of the ICRCs at each of the regulated health colleges in Ontario. Either you 

or the dental hygienist can bring an application to HPARB seeking relief from the delay of the investigation. 

https://publicregister.cdho.org/Pages/en_US/Forms/Public/Register/Default.aspx?ReturnUrl=%2f


 

 

 

 

What if I am not satisfied with the decision of the ICRC? 

Unless the decision is a referral to the Discipline Committee or for incapacity proceedings, both you and the 

dental hygienist have the right to request a review (like an appeal) of the ICRC’s decision by HPARB within 30 days 

of receipt of the ICRC’s decision. HPARB reviews are heard by panels of non-health care professionals. The ICRC 

of the CDHO cannot review its own decision. 

How to contact the CDHO 

You can complete the online complaints form here. 

You can also contact the CDHO regarding the complaint process in these ways:  

Case Manager, Complaints and Investigations 

c/o The College of Dental Hygienists of Ontario 

175 Bloor Street East, North Tower, Suite 601 

Toronto, Ontario  M4W 3R8 

Tel: 416-961-6234, ext. 237 or ext. 240 

Toll Free: 1-800-268-2346, ext. 237 or ext. 240 

Fax: 416-961-6028 

E-mail: complaints@cdho.org 
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