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1.0 [bookmark: _Toc222817784]Purpose  
This document outlines Dublin Rape Crisis Centre’s  (DRCC) commitment to managing complaints in relation to the front-line services (Accompaniment, Therapy, Helpline and other Service User Support Services) provided by the Charity. It also provides information about how we manage, respond to and learn from complaints made about our services.
DRCC is committed to resolving complaints and therefore will carry out regular reviews of complaints handled. 
2.0 [bookmark: _Toc211326543][bookmark: _Toc211330796][bookmark: _Toc222817785]Scope  
Complaints can be made by the service user or by a third party on the behalf of the service user of our front-line services (Accompaniment, Therapy, Helpline and other Service User Support Services).   This can be done with explicit permission from the service user provided in writing. Once this is received the complaint process will be communicated to the service user and/or their representative. 
This policy applies to all staff, volunteers and the Board of Directors who may find themselves receiving, initially responding to, investigating and/or resolving a complaint and ensure that learning(s) are acted upon.
This policy is not a complaints mechanism for DRCC staff.  Staff wishing to make a complaint should follow the relevant HR Policies.
3.0 [bookmark: _Toc222817786]Background and Context 
DRCC takes service users’ complaints seriously and use the issues raised to improve our services.  Where there is a need for change, an action plan will be developed with timelines attached.  
4.0 [bookmark: _Toc222817787]Definitions 
A complaint is an expression of dissatisfaction about the standard of service provided by or on behalf of the DRCC.
Informal Complaint An informal complaint is a concern or grievance raised without using a formal procedure, aiming for a quick, flexible, and often confidential resolution. How Informal Complaints Work -
· Direct Communication: Often involves speaking directly to the person involved or a manager to explain the concern and seek a solution. 
· Confidentiality: Informal complaints are usually handled discreetly, without formal                 documentation or witnesses unless necessary. 
· Flexible Resolution: Solutions may include apologies, explanations, minor adjustments, or agreements on future behaviour. 
· No Formal Investigation: Unlike formal complaints, informal complaints do not require          evidence collection or structured procedures. 
Formal Complaint  A formal complaint is an official, structured statement used to report a grievance or issue through    established channels, often triggering an investigation and creating an official record of the issue. 


Investigation Process
A formal investigation process aims to determine whether the issues raised are supported by evidence and to ensure accountability within an organisation.  The investigation is initiated upon receiving a written complaint.
Role of the Investigations Officer
An investigation Officer is responsible for conducting a thorough investigation into complaints received by an organisation. Their role includes gathering evidence, interviewing witnesses, and preparing a report that outlines the findings and recommendations based on the evidence.
5.0 [bookmark: _Toc211326544][bookmark: _Toc211330797][bookmark: _Toc222817788]Policy Statement
This policy sets out the Dublin Rape Crisis Centre’s process for responding to complaints.  The process is intended to be as clear, fair, consistent and timely as possible. DRCC is committed to managing complaints in relation to the front-line services provided by the organisation.  This policy is available on our website for anyone to access at – Feedback | Dublin Rape Crisis Centre.
DRCC will treat complaints seriously and ensure that complaints, concerns and issues raised by service users and their representatives (*with service user consent) are properly investigated in an unbiased, transparent, timely and appropriate manner. 
Confidentiality will be respected throughout the process. Only relevant or investigation parties will be made aware of the complaint. 
We believe that all complainants have the right to be heard, understood and respected.
5.1 [bookmark: _Toc222817789]How to make a complaint
5.1.1 A complaint can be made via our complaints form, available from all our services and on our website – Feedback | Dublin Rape Crisis Centre
5.1.2 In person by talking with the relevant manager, team or service staff
5.1.3 By telephone: 01 6614911
5.1.4 By email to our complaints address complaints@rcc.ie 
5.1.5 By post: McGonnell House, 70 Lower Leeson Street, Dublin 2 D02 VW13
Regardless of your method of contact, we will follow the same process.

5.2 [bookmark: _Toc222817790]Informal Complaints
Complaints will be resolved as swiftly, and as far as possible, informally, by those who are responsible for the relevant area of work.  If an informal complaint is made (i.e. verbally, bringing an issue to our attention but not wanting to make a formal complaint).  The complaint may be escalated within the organisation.  DRCC will respond verbally by phone within 10 working days.  Whenever there is a delay for whatever reasons, we will let you know quickly and tell you when you will hear from us next. This will be documented for our records, there will not be a written response to informal complaints.  

All formal complaints will receive a full, written response, as detailed in this document, in either case, complaints will be taken seriously and dealt with swiftly. 

5.3 [bookmark: _Toc222817791]Timescales for making a complaint
Complaints must be made not later than one month after the event leading to the complaint or you becoming aware of a cause for complaint.

However, DRCC recognises that each case must be judged individually and therefore it might still be possible to investigate when there is a good reason why the complaint has not been made in the above timeframe. 

5.4 [bookmark: _Toc222817792]The Formal Complaint Process
[bookmark: _Toc222817793]Stage 1
On receiving a complaint, this will be recorded by way of the complaint form contained in Appendix 1, the individual receiving the complaint will pass the complaint form on to a team leader or member of the management team to (a) detail the complaint in DRCC’s complaints log, (b) allocate an investigating officer as detailed in Appendix 2 and (c) where applicable notify the relevant line manager. If the manager is involved in the complaint, another independent manager will be asked to investigate the complaint.

All complaints DRCC receives must be recorded in the complaints log which will include:
· The name and contact details of the complainant
· The date the complaint was received
· A brief description of the issue
· Preferred method of contact
· Nature/category of the complaint
· Date investigation concluded
· Outcomes, actions or learnings 
The investigating officer will write to the complainant to acknowledge the complaint no later than ten working days after the day the complaint is received (the acknowledgement will usually be in writing but can be verbally in some exceptional circumstances.  
DRCC’s response to a complainant will be wherever possible by the complainant’s preferred method of communication (email correspondence will only be responded to by email when the complainant has expressly requested this as their method of communication.
The acknowledgement will detail:

· Handling the complaint
· Timescales for responding
· Methodology of the investigation
· How the outcome of the investigation will be informed to the complainant

The investigation officer will investigate the complaint and issue a formal  written response within 30 working days of the complaint being received. 

The investigation officer will capture relevant information about the case and ensure this is accurately recorded, including any necessary data collection.

The complainant can expect that
· They will be kept up to date with the progress of their complaint
· If a case has passed the 30-working day target (or the timescale agreed with the complainant is different), the complainant (and representative if relevant) should receive an update every 10 working days thereafter the target has been surpassed.  This could be by telephone, email or letter, the format should be agreed with the complainant.

Once the investigating officer has concluded the report a summary of the findings, the outcome and learning will be sent to the complainant together with information on the next stage of the complaint’s procedure should the complainant wish to take matters further.

As soon as it is reasonably possible after completing the investigation, and within the timescale agreed with the complainant,  DRCC will send a formal response in writing to the complainant which will be signed by the investigation officer.

The response will include:
· An explanation of how the complaint has been considered
· An explanation based on facts
· Whether the complaint in full or in part is upheld
· The conclusions reached in relation to the complaint including any remedial action that the organisation considered to be appropriate
· An apology if appropriate
· Confirmation that the organisation is satisfied any action has been or will be actioned
· Information and contact details of the person responsible for the next stage of the process, if the complainant is not satisfied with the response. 
If at any stage during the complaint process the complainant or their representative decides they would like to withdraw the complaint this request can be made either verbally or in writing.  The withdrawal of a complaint will be acknowledged in writing. 
[bookmark: _Toc222817794]Stage 2 - Appeal
If a service user is not satisfied with the outcome of Stage 1, they should write to DRCC to tell us why they are dissatisfied with the outcome within 14 days of receiving the written notification of the Stage 1 outcome.  
A relevant independent staff member will be assigned to hear the appeal.  This will initially involve considering reasons for the appeal and to decide if a further review is required.
If a further review (known as an ‘investigation’) is required, an investigating officer will be appointed.  DRCC aims to complete the investigation as quickly as possible.  The complainant will be kept informed as the investigation progresses and will be given an estimation of the remaining timeline.
A decision in relation to the appeal, will be communicated in writing to the complainant, including any findings and conclusions which lead to the decision. 
If the complainant is still not happy, then the case may be escalated to Stage 3, detailed below and the complainant should be informed that this is the case.
[bookmark: _Toc222817795]Stage 3 – Final Appeal
If the complainant remains dissatisfied following Stage 2 of the investigation, they should communicate, in writing, the reason for their dissatisfaction within 14 days of receiving the written Stage 2 decision notification.  A senior manager will be appointed to consider the appeal as quickly as possible.
The final appeal stage will involve both a reconsideration of the original complaint and a review of how DRCC complaints policy and procedure was applied. 
The outcome of the final appeal will be provided in writing to the complainant.  Stage 3 final appeal decisions are final. 
Options after appeal
If a service user is still dissatisfied with the outcome,  they may contact Cuan at 01-6028357 or email them on info@cuanagency.ie (www.gov.ie/cuan).
6.0 [bookmark: _Toc222817796][bookmark: _Toc211326548][bookmark: _Toc211330801]Monitoring and Reporting 
A summary of all complaints will be logged and monitored through a central register.  The Board of Directors retain oversight of complaints as part of the charity’s governance.  This will ensure that DRCC is learning from complaints and making any necessary changes needed.  
· Numbers of complaints received in a twelve-month period
· Numbers of complaints received and upheld
· Nature and extent of complaints/key themes that the complaints have raised
· Action taken or being taken, to improve services as a result of the complaints made
· Lessons learnt and action taken
Information from complaints will be anonymised to ensure confidentiality. DRCC will always engage with complaints constructively and aim to make necessary improvements or put in place required training in order to prevent similar issues occurring in the future. 
7.0 [bookmark: _Toc222817797]Confidentiality
Complaints will be handled in the strictest of confidence in accordance with the organisation’s Data Protection & Confidentiality Policies and will be kept separately to service user records.  Care will be taken so that information will only be disclosed to those who have a demonstrable need to have access to it.
Confidentially will be maintained in such a way that only the investigating officer and employee (s) who are part of the investigation will know the contents of the case.  Any employee(s) disclosing information to others who are not directly involved in the complaint will be dealt with under the organisation’s disciplinary policy. 
After the complaint is resolved, DRCC will keep a summary on record, using relevant data protection protocols.  
8.0 [bookmark: _Toc222817798]Malicious Complaints
DRCC will accept any complaint in good faith.  However, complaints made on the basis of discrimination, or malicious or vexatious intent will not be tolerated.  Vexatious intent can be defined as  term that describes an action or behaviour that does not have a sufficient basis and is intended only for causing annoyance or disturbance when objectively evaluated.
9.0 [bookmark: _Toc222817799]Related Documents/References 
Privacy Policy
Confidentiality Policy
Data Protection Policy
10.0 [bookmark: _Toc222817800]Feedback and Continuous Improvement
The author of this policy is the Head of Service.  Any feedback or issue arising on implementation of this policy should be communicated to the policy author. They are responsible for ensuring that the Policy Owner is aware of these comments when reviewing the policy.
11.0 [bookmark: _Toc211330802][bookmark: _Toc222817801]Review
This policy and related policies and procedures will be reviewed every three years or earlier if any significant new information, legislative or organisational change warrants an update of this document. 
12.0 [bookmark: _Toc222817802]Appendices
Appendix 1: Complaints process flowchart
Appendix 2: Complaint Form
Appendix 3: Investigating Employees and Responsibilities



[bookmark: _Toc222817803]Appendix 1: Formal Complaints process flowchart

[bookmark: _Toc222817804]Appendix 2:  Dublin Rape Crisis Complaint Form
This form is to be completed for all complaints received whether by letter, email, mail, in-person or by telephone.  Please attach copies of any written/email correspondence to this form when complete and send it to the following complaints@rcc.ie
PART 1 Complainant Details
	Name:
	Tel:

	Address:
	Email:

	Representative Name:
	Representative Tel:

	Representative Address:
	Representative Email:

	Representative written permission to be attached with complaint if this is applicable
	Y/N
Date complaint received:

	Complaint received by:
	Method received by:

	Complaint passed to:
	Date: 

	Date of meeting or phone call to hear complaint:
	Was the formal or informal procedure used:



PART 2: Description of Complaint
	Please provide full details of the nature of the complaint (ensure you include all facts clearly including any appropriate dates)


PART 3: Details of the Action Taken (to be completed by the person dealing with the complaint)
	Please detail how we plan to resolve the issue with the complainant:

	Consent received from complainant to share details of complaint with other relevant people
	Yes/No
Date: 

	Complainant informed of next steps verbally/in writing: 
	Date:

	Does the complainant wish to take any further action? If yes, how will this be handled:
	

	Signed (person hearing the complaint):

	Date: 






[bookmark: _Toc222817805]Appendix 3: Investigating Employees and Responsibilities
An employee from any of the below staff groups may be asked to undertake the role of investigating officer when a complaint has been received and needs to be investigated.
The investigating officer is responsible for the management of the complaint along with meeting with the complainant and identified employees.
	Role
	Key Responsibilities

	Chief Executive Officer
	· Overall responsibility for ensuring that DRCC’s policy and procedure is fit for purpose
· To hear an appeal following a review by the Head of Services
· Ensure any identified learning needs are fed back to line managers

	Services Management Team
	· Consider emerging themes and learning from the complaints and identify service improvements as a result of complaints and concerns being raised. 
· Explain the complaints process to a complainant

	|Head of Services/ Services Managers/Team Leaders
	· Ensure any identified learning needs are fed back to line managers
· Ensure information from complaints if fed back to appropriate teams or employee
· To hear an appeal following the issuing of a report in response to the  investigation into a complaint
· Facilitate the resolution of a complaint through investigation and feedback
· Record details of the complaint on the complaints log
· Explain the complaints process to a complainant

	Subject Matter Experts
	· To provide a response for particular issues requiring specialist knowledge




Who can complain using this policy?
This policy is intended for people who use our front line services


Avenues for Complaint
The complaint form on the website, in person, by phone, email or post  per 5.1  of the policy


Acknowledgement
We will acknowledge receipt of your complaint in writing


The Three Stage Resolution Process


Stage 1
Led by relevant  or another manager as required
Aim to resolve within 30 working days
We will write to you with our response 
 


Stage 2 - Appeal
Write to use within 14 days of receiving your Stage 1 letter
independent staff member assigned to your complaint
Process may involve a further review or investigation
We will write to you with our response


Stage 3 - Final Appeal
Write to us within 14 days of receiving our Stage 2 letter
A senior manager will be assigned to your complaint
We will reconsider the original complaint and review our process
We will write to you with our response
Stage 3 decisions are final
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