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Purpose 
The purpose of this External Complaints Policy is to outline the procedures CCRAS has for managing complaints and feedback from external sources such as, but not limited to, our service users, external organisations, other agencies and/or members of the public. 
CCRAS actively encourages and welcomes feedback regarding service provision and is committed to continuous quality improvement.  

For an effective and efficient complaint management process, CCRAS aims to: 

· Safeguard the rights of service users, ensuring that complaints are listened to and treated with dignity, courtesy, and empathy. 
· Create an environment that fosters a culture of open and transparent communication, that supports individuals to have their say about issues related to the service they receive. 
· Provide a system for the management of complaints to ensure that individuals using CCRAS services have a mechanism to have their complaints heard, understood, and responded to. 
· Be user-friendly, person centered, timely, and transparent. Communication with the Complainant will be maintained throughout the complaint process and that the Complainant are involved in and informed of the outcomes of their complaint. 
· Be fair and equitable to all parties involved. 
· Ensure a high-quality service provision and a means of continuously improving services. 
· Ensure that the same issue that feedback has given is not repeated. 
· Ensure that all staff members have a responsibility to participate and take responsibility in managing complaints and feedback, where appropriate, and to ensure staff are trained in complaints handling at the first point of contact. 
· Ensure all staff are supported throughout the complaints management process and have the right of reply.  
· Have in place a standardised and high-quality approach to the management of complaints where all complaints are recorded for analysis and learning. 
· Create a culture of accountability and governance. Cooperation with the investigation of a complaint is essential and the use of a standardised approach is of benefit to complainants and to staff. 
· Ensure that all complaints are managed in a sensitive, respectful, and confidential manner. 
· Meet all statutory requirements under the Health Act 2007. 
 
Who can make a complaint? 
 Any individual who has engaged with a service provided by CCRAS, or who has tried to do so can make a complaint.

Complaint Definition 
In this policy, a ‘‘complaint’’ is defined as a complaint made about any action of CCRAS that— 
· it is claimed, does not accord with fair or sound practice, and negatively affects the person by whom, or on whose behalf, the complaint is made. 

What should you do if you have a complaint?
See below for the four main stages identified in CCRAS Complaints Management Process

· Stage 1 – Local Resolution of Verbal Complaints at Point of Contact (Informal) 
· Stage 2 – Local Investigation of Written and Serious Complaints (Formal)
· Stage 3 – Internal Review (CCRAS) 
· Stage 4 – Independent Review (Ombudsman or HSE)  

Stage 1: Local Resolution of Verbal Complaints at Point of Contact (Informal) 
If possible and appropriate, submit your complaint to a representative of CCRAS the moment you become dissatisfied with any action that has occurred.  The CCRAS representative will try to resolve the complaint to your satisfaction. If this is not possible, Stage 2 will be implemented. 

Stage 2: Local Investigation of Written and Serious Complaints (Formal) 
If you have a complaint about any aspect of our work that hasn’t been resolved on the spot, you should contact C.C.R.A.S in writing or by telephone, any time within twelve months of the relevant incident. In the first instance, your complaint will be dealt with by the organisation’s Manager. CCRAS Manager’s contact details are included the appendix within this policy. 
If the compliant is made over the telephone, the Manager will try to resolve the issue at that present time. If a complaint is made by email or writing through a formal letter, CCRAS will acknowledge the complaint within 7 days of receiving the complaint and aim to resolve the issue within 21 days. If this is not possible, a detailed explanation will be given with a new deadline. 
Upon receiving your complaint, the Manager will consider whether it would be practical to seek your consent, and the consent of any other person to whom the complaint relates to arrive at an informal resolution.
If the Manager judges that an informal resolution is not a workable option, or if one was attempted unsuccessfully, the Manager will initiate a formal investigation of the complaint. 
The Manager is responsible for carrying out the formal investigation of the complaint at Stage 2 but may draw on appropriate expertise and skills.as required.  Staff may also be asked to participate and support the investigation of any complaint when needed.
At the end of the investigation, the Manager will write a report of their investigation and give a copy of the report to you as the Complainant, to the Chairperson of the CCRAS Board and to any staff member if applicable.  
The final report will set out any actions which CCRAS will take to resolve the matter. It will include recommendations to the Board of Management and to any relevant CCRAS staff member. The Manager will invite you and anyone else involved to contact her/him with questions about any issues and will advise you that you have the right to a review of those recommendations. 
Within 30 days of presenting the report of recommendations to the Complainant, the Manager will send a progress report on the implementation of the actions and recommendations set out in the report to you, to the Chairperson of the CCRAS Board and to any staff member who was the subject of the complaint. 

Stage 3: Internal Review
If you are not satisfied with the final report or with the contents of the progress report, you can request that the Chairperson of the CCRAS Board reviews the reports also. 
To do this, contact the Chairperson in writing not more than 40 days after you have received the final report, see the appendix for contact details.
The Chairperson of the Board will ask the Board to review your complaint. The Board will consider the initial complaint, the conduct of the formal investigation and the contents of the final report and progress report. The Chairperson will respond within two weeks of this consideration by Board members.

Stage 4: Independent Review
If you are still not satisfied with how CCRAS has dealt with your complaint, you may seek an independent review from the Ombudsman. See appendix for contact details. 

Getting someone else to help you make a complaint
If you are unable to make a complaint, or if you are uncomfortable about doing so, you have the right to appoint another person as an ‘advocate’, to make the complaint on your behalf or to help you to make it.

Complaints about an action of the CCRAS Manager
If your complaint relates to a personal action of the Manager, please send your complaint in writing to the Chairperson of the Board, contact details are available in the appendix of this policy. In this case, the Chairperson will invite a member of the Board, instead of the Manager, to perform the formal investigation (Stage 2).

Matters excluded from the Complaints Process
Under Section 48 of the Health Act 2004, you are not entitled to make a complaint to CCRAS about any of the following matters: 
A. a matter that is or has been the subject of legal proceedings before a court or tribunal. 
B. a matter relating to the recruitment or appointment of an employee by CCRAS.
C. a matter relating to or affecting the terms or conditions of a contract of employment that CCRAS proposes to enter into. 
D. a matter that could prejudice an investigation being undertaken by An Garda Síochána. 
· a matter that has been brought before any other complaint’s procedure established under an Act of the Oireachtas. 
Note: Point (A) does not prevent CCRAS from dealing with a complaint that was made to the Ombudsman or the Ombudsman for Children and that is referred by him or her to CCRAS.



Refusal to investigate or further investigate complaints
The CCRAS Manager will not investigate a complaint in the follow circumstances:
· if the complaint is made by someone other than the person affected negatively affected or someone acting on their behalf OR
· If it is made more than twelve (12) months after either the action which gave rise to the complaint or the date when the complainant became aware of that action.
The Manager may decide not to investigate or further investigate an action to which a complaint relates if, after carrying out a preliminary investigation into the action or after proceeding to investigate such action if she/he is of the opinion that the complaint has been resolved satisfactorily or that— 
· a valid ground of complaint (as in Section 46 of the Health Act 2004) has not been provided, or
· the subject-matter of the complaint is excluded as explained in the previous section  above, or
· the subject-matter of the complaint is trivial, or 
· the complaint is vexatious or not made in good faith.

If the Manager decides not to investigate, or to further investigate, a complaint for any of the reasons above, the Manager will, as soon as possible, inform the complainant in writing of this decision and offer the rationale for the decision. The complainant may seek a review of this decision by contacting the Chairperson (see Stage 3 above), and the Manager’s written communication with the complainant will include information on how to seek such a review.

Anonymous complaints 
Complainants must provide contact details when making a complaint against CCRAS to enable appropriate validation, follow up, and investigation of that complaint.  

CCRAS will review any complaint within the limitations of the information provided to assure that the welfare of CCRAS staff are not at risk and that action is taken, as appropriate.  

Anonymous complaints against members of staff may be considered vexatious or malicious in nature and will only be investigated if the welfare of CCRAS staff are at risk.  
 
Unreasonable behaviour by a complainant
A complaint will not be investigated in cases where the behaviour of the Complainant towards a representative of CCRAS is considered to be abusive, unreasonable, or vexatious.. The Manager or the Chairperson of CCRAS will inform the complainant, in writing, of this decision and of her/his right to appeal to the Ombudsman.  


Redress
Where an action of CCRAS has had a negative effect on someone who has made a complaint, the response of CCRAS may include provision/implementation of one or more of the following:
· An apology
· An explanation
· A refund
· An admission of fault
· Mediation between relevant parties
· A change of decision
· The correction of misleading or incorrect records
· Change to a relevant CCRAS policy or procedure
· A waiver of debt 

Recording of complaints
All complaints will be logged in CCRAS’s ‘complaints register’ and tracked until they are resolved. The complaints register is reviewed by the Board of Directors annually. Paper copies are stored in a locked filing cabinet in the CCRAS Office, Oblate Hall. Electronic copies are stored on a password-protected computer. CCRAS submits quarterly and annual reports to the HSE (as the State body through which Government funding is channeled to us) on the numbers of complaints received.

Your Voice
Your voice is important to us. We value and encourage all feedback from those who engage with our service and welcome the opportunity for you to contact us at anytime. 

Staff/Volunteers Complaints 
This process for lodging complaints does not apply to CCRAS’s staff or volunteers, who have a separate policy for lodging any complaints.
 
Appendix 1 – Contact Details 

	Name 
	Address 
	Telephone 
	Email/Website 

	Chairperson
	Canal Communities Regional Addiction Service, Oblate Hall, Tyrconnell Road, Inchicore, Dublin 8.
	
	

	Manager
	Canal Communities Regional Addiction Service, Oblate Hall, Tyrconnell Road, Inchicore, Dublin 8.

	086-3845565
	manager@ccras.ie

	Ombudsman 
	6 Earlsfort Terrace
Dublin 2 
	01-6395600
	www.ombudsman.ie/
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	CCCRAS– COMPLAINTS REGISTER (BLANK TEMPLATE)

	Date
	Complainant’s Name (and organisation where relevant)
	Contact No.
	Email/address
	Nature/details of complaint
	Comments and follow-up action (Include name of employee responsible for follow-up)
	Feedback from complainant
Status/Date finalised
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