


 

 

 

 

 

“The issue of self representation is not just a lack of legal skill but 
rather a lack of emotional distance from their case” 
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__________________________________ 

• Tribunals fulfill a critical role in providing a transparent & accessible means 
of dispute resolution 

 

• Tribunals exist for the user & cannot fulfill their function unless they are 
accessible by the people who want to use them  

 

• Justice must not only be done, but seen to be done 

 

• Facilitate quality participation in a process where participants are able to tell 
their story 
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STRATEGIES 
 

• Workshops & Training for Staff 

 

• Establishing Competency Standards – including technical 
skills, knowledge, cultural competencies & code of conduct 

 

• Design of Website & Publications Design 

 

• Use of plain language 
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TRAINING FOR OPS EMPLOYEES 

Employee Assistance Program (EAP)  

• Workshops may assist employees deal with difficult clients by learning techniques in 
workplace violence prevention, stress, trauma and change management, mediation and 
alternative dispute resolution.. 

Some examples are… 

Dealing with Difficult Behaviours 

• Learn to acquire techniques to handle a difficult, aggressive or hostile situation; 
including building listening and communication skills to respond calmly and 
effectively. 

• Assisting stakeholders by learning to stay calm even when dealing with difficult 
clients leading to stressful situations. 
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Workplace Violence Prevention 

• Understand the spectrum of behaviours considered unacceptable, abusive or aggressive in employees or 
external stakeholders, and how to identify any potentially unsafe situations that may arise. 

Expect the Unexpected: Trauma Training 

• Prepare employees how to respond quickly and effectively to any critical incident that disrupts organizational 
functioning 

Crisis Response Team Training 

• Team members will learn to act as first responders to colleagues affected by trauma, to implement strategies to 
support their colleagues and to establish efforts to maintain a productive and healthy work environment during 
and after a critical incident. 

Emotional Intelligence 

• Emotional Intelligence (EQ) is the ability to recognize and pay attention to our emotions to make better 
decisions.  
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LEARNING AND DEVELOPMENT  

OPS Courses 

 

Service Excellence: Exceptional Customer Service 

• How to demonstrate empathy through active listening and communication skills 

The Art of Managing Conflict  

• Webinar designed for all OPS employees to provide a framework for assessing the types of conflict people 
typically experience in the workplace and will propose strategies for their resolution. 

SafeSmart  

• Learning about the impact of workplace accident, legislated health and safety responsibilities, and becoming 
familiar with OPS health and safety related policies, guidelines, bulletins etc. 

May I Help You? Welcoming Customers with Disabilities  

• Learn how to respond appropriately to a customer with a disability and distinguish their individual needs.   
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Operational Strategies  

•  Manage client expectations – ensure individual understands what they can expect from 
the agency 

• Treating individuals with the same level of respect and professionalism regardless of 
their behaviour.  Treat each conversation as if you are being recorded & remain calm 
and professional at all times. 

• Maintaining a principled, evidence-based approach with a focus on objective issues.  

• Explore the issues.  Use active listening  to the responses.  Ask probing questions. 

• Be flexible by using the best method of communication on a case-by-case basis 
especially in cases with a potential disability. 

• Develop a plan on the most effective way to deal with individuals (i.e. maintaining 
regular contact or managing contacts in writing only, etc.) 

• Staff should consult with their manager to determine an appropriate response and 
required security protocol. 
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Documenting Difficulties 

 

• Document all contact, including the nature of any contacts 
and any challenges 

 

• It’s not helpful to simply state that the person was difficult or 
abusive 

 

• It’s helpful to refer to the actual behaviour and note or quote 
exactly what the person said rather than attempting to label 
it 

 

• Ensure your notes include time, date, names of persons 
attending, potential witnesses and documents received. 
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SELF-HELP BROCHURES: 
 BRINGING AN APPEAL 
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How to Appeal an Acquittal 

 

The Act provides 
that you may 
appeal a finding of 
no misconduct (i.e. 
an ‘acquittal’).  You 
have the automatic 
right to do so.   
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   How do you appeal a penalty? 

The Act provides that 
the Commission MAY 
hear an appeal from a 
public complainant 
regarding the penalty 
imposed as a police 
disciplinary hearing.  
However, if you wish 
to appeal a penalty, 
you must first obtain 
permission, or, ‘leave’ 
from the commission. 
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Motions 

Under Rule 10, a party to 
an appeal may bring a 
motion  before or at the 
appeal hearing. 
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Resources for Legal Assistance 
• Lawyer Referral Service (Law Society of Upper Canada) provides a free, half-hour 

consultation with a legal counsel at 416-947-3330 or 1-800-268-8326  

Lawsociety@lsuc.on.ca  

• Law Help Ontario provides information and resources about pro bono (free) legal 
services to persons of limited means who cannot afford to hire a lawyer and are 
unrepresented in legal matters. Sponsored by Pro Bono Law Ontario, Law Help Ontario 
operates self-help centres. There are financial and other criteria that must be met.  

www.LawHelpOntario.org  

• Justice Ontario is a central source for questions about Ontario’s legal system, and 
provides legal information in more than 170 languages.  416-326-2220 or 1-800-518-
7901  

 

www.JusticeOntario.org  

• Legal Aid Ontario is available to low-income individuals who may qualify for a Legal 
Aid Certificate to help pay their legal fees. Legal Aid Ontario also operates Community 
Legal Clinics that provide legal representation to low-income individuals. 416-979-
1446 or 1-800-668-8258  

www.legalaid.on.ca  
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Legal Aid Ontario 

• Users can navigate the “Getting Legal Help” section on the website, which presents 
options such as legal aid eligibility, preparing for court, making a legal aid appeal, a 
toll free number and an ethics hotline  to report suspected fraud or wrongdoing. 
Clients can also report a fraud or wrong doing online. 

• Under “Publications and Resources” there are various links to brochures and 
handouts.  Examples: 
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Criminal Injuries Compensation Board 

• Website offers users the ability to translate the entire website to any language using the drop 
down menu, powered by Google Translate 

 
Alcohol and Gaming Commission of Ontario 

• Drop down menu entitled “Services for You” can be found on the left hand side. 
 
Agriculture, Food and Rural Affairs Appeal Tribunal  

• Menu on the left hand side of t website has an option entitled “The Appeal Process” with a link 
to a pdf guide entitled “Preparing for your Hearing” 

 
Consent and Capacity Board 

• Links to various forms for use by the Board, divided under the applicable acts (eg. Health Care 
Consent Act -> Form A, B, C etc.; Mental Health Act -> Form 16, 17, 18 etc.) 

• Also a section for general FAQs 
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Environment and Land Tribunals Ontario 

• Website divided into sections with links to multiple affiliated boards and tribunals 

Assessment Review Board 

• Menu entitled “e-Services” allows clients to e-file an appeal and check their status 
online 

Environmental Review Tribunal 

• Offers patrons the ability to e-file documents from their website 

Ontario Municipal Board 

• Quick Links offers a link to FAQs, Information Sheets, OMB Appeal Forms, Other 
Forms, Glossary and the ability to e-file 

• All sheets, forms and guides are available in Word and pdf format 

Ontario Civilian Police Commission 

• Website outlines various  important time limits on a tip sheet 

• Use of plain language “who is your contact” 
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Child and Family Services Review Board 

• Section on the website entitled “Self-Represented Applicants” which gives information 
about the CFSRB and its powers 

• Sections under “Your Rights” and also “How to Apply” give links to applications under the 
various acts.  

 

 

Human Rights Tribunal of Ontario 

 

• Guides & Forms link offers links to Word and pdf guides, as well as an American Sign 
Language guide, whereby users may watch a visual presentation.  Application Forms, 
Response Forms and Other Forms also available.  

 

• “Smartform” application form available; users may open a form online with fillable fields 
and  drop down menus integrated and submit it via email directly from the website. 
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