DRCC Complaints Policy and Procedures for Service-Users

Introduction

The DRCC is committed to providing the highest quality of service to all its service users and
their supporters, who are in contact with the Centre. However, should a Helpline caller,
counselling client or their advocate*, or participant in training, be dissatisfied with the quality
of service provided in relation to the Helpline, therapy, advocacy, support or education
services, the DRCC recognises her/his entitlement to make a complaint. (*with client consent)

1. Purpose of the DRCC’s Complaints Policy and Procedures.

The DRCC’s Complaints Policy and Procedures exist to provide a process by which a
complaint can be made by a service user regarding any action by a member of staff, volunteer
or manager that:

a. itis claimed does not accord with fair and sound administrative practice and
b. adversely affects or affected that person.

In terms of this Policy, any survivor or supporter in contact with the DRCC, or participant in
DRCC training, is designated as a service user. Complaints can be made verbally, in writing
or by email.

N.B. It is the guiding principle of this Complaints Policy that, where possible or
appropriate, an amicable solution will be sought.

2. Definition of a complaint

A complaint against the DRCC is an expression of dissatisfaction by one or more members of

the public about the DRCC’s action or lack of action, or about the standard of service
provided by or on behalf of the DRCC.

A person has a right to make a complaint about any action or inaction on the part of DRCC
that it is claimed does not accord with fair or sound administrative practice and adversely
affects the person making the complaint or on whose behalf the complaint is made. Such an
action does not represent fair or sound administrative practice if it is:

e Taken without proper permission or authority;

e Taken for unnecessary reasons;

e The result of negligence or carelessness;

e Based on incorrect or incomplete information;

e Discriminatory;

e Based on undesirable administrative practices or in any other respect contrary to fair
or sound administration.



3. DRCC Response

The DRCC will respond to all complaints in a confidential, sensitive, fair and effective
manner without undue delay, while also ensuring that the complexity of the issues involved is
factored in. No service-user will in any way be disadvantaged as a result of making a
complaint pursuant to this policy.

3.1 Designated Complaints Officers

The DRCC aims at all times to maintain good communication channels, to ensure that issues
or misunderstandings can be resolved at an early stage. The DRCC will ensure that
information about how to give feedback is readily available for anyone using the services.

Feedback forms are freely available in the Centre’s Reception area. If a service user contacts
a staff member or volunteer to make a complaint, the service user will be informed about the
Designated Complaints Officer (DCO) at the informal stage i.e. the relevant manager* to
contact. When the manager is not immediately available, if the service-user gives their
details, the manager will make contact with the service user, as soon as possible.

(*Please see Section 3.2.1 below for details as to the relevant manager)

3.2 Complaints Procedures: Stages of the complaints management process

There are a number of different stages in the DRCC Complaints Procedure. The first stages
involve local resolution, either informally or formally, where every effort will be made to
resolve the grievance at a local level. For Tusla funded services within the DRCC, there is a
further stage of referral under its ‘Tell Us’ Policy. Finally, the Office of the Ombudsman or
the Children’s Ombudsman is available to someone seeking to make a complaint at any
stage.

¢ Stage 1: The informal Complaints Procedure: the DCO is the relevant manager. See
section 3.2.1 below.

¢ Stage 2(a): The formal Verbal or Written Complaint Procedure: the DCO is the
CEO of the DRCC

¢ Stage 2 (b) : The Formal Investigation: the DCO is an independent investigator
appointed by the Board of Directors

® Stage 3: Tusla Review: If the matter cannot be resolved satisfactorily directly between
the service user and the DRCC, the complaint can be referred by the service user to a
Complaints Officer at Tusla under its “Tell Us’ policy and procedure. Details of this
complaints process is on its website at https://www.tusla.ie/uploads/content/Tell Us -
Policy and_Procedure (2017).pdf. See also section 3.2.4 below



https://www.tusla.ie/uploads/content/Tell_Us_-_Policy_and_Procedure_(2017).pdf
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¢ Stage 4. Independent Review: The Office of the Ombudsman examines complaints
from people who feel they have been unfairly treated by most organisations that deliver
public services. Their service can be accessed at this link:
https://www.ombudsman.ie/making-a-complaint/make-a-complaint/. The Children’s
Ombudsman may investigate a complaint from anyone, including children, who feel
that a public body or organisation’s actions have negatively affected a child or children.
https://www.oco.ie/complaints/

At stages 1 and 2, the Designated Complaints Officer should ensure that the service-user is
aware of the DRCC Complaints Policy and Procedures, and should set out clearly to the
service user the steps that will be taken, at that particular stage, so that their rights and
options are clear. If the complainant is a therapy client, the fact that confidentiality will be
extended to the relevant DCO for the duration of the complaints procedure, will need to be
explained. Any concerns about confidentiality should be addressed. An Informed Consent
Form should be signed by the service user at the outset of the complaints process.

3.2.1 Stage 1: The Informal Complaint Procedure

While in no way diminishing the issue or the effects on individuals, an informal approach can
often resolve matters. Where a service user has a complaint, she/he should in the first
instance try to resolve the issue directly with the relevant member of staff. The objective of
this approach is to resolve the difficulty with the minimum of conflict and stress for the
individuals involved. It is well documented that complaints can be resolved at an early stage
using informal approaches, so in most cases and where appropriate this method is utilised.

If this is not possible or appropriate, or if this does not resolve the matter, the service user
should then consult the Designated Complaints Officer for the informal complaint
procedure i.e. the relevant manager responsible for the service related to their complaint, as
set out below.

For Complaints related to Please refer to the relevant manager below
Reception staff Head of Administration

Administration staff Head of Administration

Telephone Counselling staff Head of Clinical Services

Therapists Head of Clinical Services

Volunteer co-ordinators Head of Clinical Services

Volunteers Head of Clinical Services

Education staff Head of Education and Training

All others The CEO
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If the complaint concerns the manager responsible for the service and the service user has
been unable to resolve it, then she/he should contact the Chief Executive Officer (CEO)

All managers may be contacted by ringing 1800 778888 - if they are not immediately
available the service user may leave their contact details, asking the manager to contact them.

The manager will ensure that every effort is made to resolve the complaint in an informal and
amicable manner, at this stage. This may be by telephone contact, or a meeting may be
arranged. The meeting will be between the manager and the complainant. The DRCC will
endeavour to resolve such complaints within 14 days of their receipt.

Where it is not possible to resolve the matter at the informal level, the formal approach (Stage
2a) may be applied. If an informal approach is deemed inappropriate* by the client or the
manager or the issue has not been resolved to the client’s satisfaction, the manager will
inform the client about how to invoke the formal procedures, as at 3.2.2 below.

*This may be due to the complexity of the issues involved, or the degree of seriousness of the
complaint.

3.2.2 Stage 2 (a): Formal Verbal or Written Complaint Procedure

* In order to allow the DRCC to fully and fairly handle a complaint, the relevant
manager will advise the client to make the Designated Complaints Officer at Stage
2 (i.e. the CEO) aware of the cause of the grievance within 3 months of the issue
arising.

* A complaint must be lodged within 12 months of the grievance arising, unless special
circumstances apply, for example if the client is ill or bereaved.

* |If atime extension is granted, the CEO will notify the client within 7 working days of
the decision being made. (2)

* A written and signed complaint should be submitted to the CEO, with receipt
acknowledged within 5 working days. The written signed complaint made be hand
delivered, submitted by post, or emailed to info@rcc.ie Where this is not possible or
appropriate due to, for example language, literacy levels or disabilities, a verbal
complaint may be made. A written record will be taken by the CEO and the
complaint will be acknowledged immediately, or within 24 hours. Anonymous
complaints or email complaints without a verifiable postal address are not accepted as
valid and will be destroyed on receipt.

¢ Once the complaint is verified as valid, written/verbal (with record made),
authorisation from the service user will be sought in order to copy the complaint letter
to the individual, who is alleged to have acted improperly.

¢ Should the service-user request the letter not be shown to the individual involved,
she/he will be notified in writing/verbally (with record made) by the CEO that there
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will not be any further investigation until the individual is made aware of the
complaint against her/him verbally (with record made) or in writing.

If the service-user does not respond within 2 months, the CEO will write by registered
post or by email with delivery receipt or will meet with the service-user (with record
made) to ascertain if the person wishes to pursue the complaint further. If there is no
response after an additional 2 weeks, the service-user will be informed in writing or
by email or in person (with record made) that the complaint will not be considered
further.

Once authorisation has been received in writing/person (with record made), the CEO
will then meet with the service-user, ascertain the nature of the complaint and offer
him or her a full hearing. The CEO may require an independent person with
appropriate expertise on the subject of the complaint to be present and to assist the
CEO at that or subsequent meetings or discussions. Meeting minutes, dated and
signed by both parties (the service user and CEQO) and outlining the specific details of
the complaint, dates and names of the people involved, will be drawn up.

All people named in the complaint, the CEO, and the complainant will receive a copy
of these minutes. The people named will be interviewed by the CEO, if necessary
accompanied by an independent person with appropriate expertise, and a subsequent
report will be drawn up, and signed by them and the CEO.

The service-user will then be informed of the response in a second meeting with the
CEO.

At this stage, it may be possible to resolve the complaint informally by clarifying
misunderstandings or by acknowledging the wrong and apologising.

Mediation* may be used to attempt resolution of the complaint at Stage 2, if both
parties agree.

In the case of a serious therapeutic impasse or very complex therapy-related
complaint, an external independent clinical supervisor of recognised expertise,
acceptable to both parties, may be employed by the CEO to offer a number of
sessions to each party to try to resolve the issues.

If the service-user remains dissatisfied, the other involved parties will be informed by
the CEO.

The DRCC will complete these procedures within 30 working days. Should the
process take longer, the CEO will update the service-user every 10 working days on
the reasons for the delay.

If the service-user is dissatisfied with the final result and fails to respond to the report
in writing or in person (with record made) within 2 months, the CEO will write by
registered post or meet with the service-user (with record made) to ascertain if she/he
wishes to pursue the complaint further. If, after an additional 2 weeks, there is no
response the service-user will be informed in writing or in person (with record made)
that the complaint will not be considered further.



3.2.3

*Mediation can be seen as an alternative dispute resolution and it is where a third
party assists the parties to negotiate a settlement. All parties have to agree to
mediation before it can commence and terms of reference are agreed beforehand.

Stage 2(b): Formal Investigation Procedure

If a service user, or another person involved in the complaint, is dissatisfied with the
outcome of Stage 2 (a), and authorisation is received in writing/person (with record
made), a formal investigation of the complaint-Stage 2 (b)- will be necessary. This is
done by making a request in writing to the CEO, who will refer the request to the
Chair of the Board of Directors of DRCC, accompanied by a copy of the complaint.
This request should preferably be received within a calendar month of the Completion
of Stage 2(a).

The Board of Directors will then initiate an objective investigation, which will involve
external expertise i.e. an external investigator/s will be appointed by the Board. If
further information is required from the service-user, she/he will be requested in
writing/person (with record made) to respond within 10 working days. If necessary,
this time limit will be extended by a further 10 working days.

The investigation will involve interviews with the complainant, the staff
member/volunteer/manager complained against, and other parties/witnesses deemed
relevant. A staff member/volunteer may be accompanied at the interview by another
person of their choosing (e.g. a union representative or colleague) and the service-user
may be accompanied by an advocate of their choosing.

When the complaint has been fully investigated, the investigator/s will write a report
in which they will put forward their conclusions and recommendations to Board of
Directors of DRCC. The Board will then make a final decision on how to proceed (4).
A response will be given to the all the parties within a further calendar month.

The investigator may find that the complaint has not been upheld and no action need
be taken, in addition to assurance that the staff member’s reputation or future
prospects will not be adversely affected.

In the event of the complaint being upheld, the employee/volunteer will be subject to
Disciplinary procedures as outlined in the Employment Handbook or VVolunteer
Handbook.

In relation to a complaint against a counsellor being upheld, the DRCC will inform
the client of the complaint procedures for the counsellor’s accrediting body.



®* Where possible, a formal investigation of a complaint will be completed within 30
working days. However, if this is not possible, the client will be informed of a delay
and updated every 20 days, with the process taking no longer than 6 months.

A complaint may be withdrawn at any time, and on advice of such withdrawal, a review or
investigation may cease, unless reasonable grounds exist for believing that the public interest
would best be served by its continuation. Accordingly the matter will be referred to the CEO
and Board of Directors of DRCC for a decision.

3.24 Stage 3 : Tusla Review

If the service-user remains dissatisfied with efforts to resolve the matter at a local level, the
DRCC will notify the person of their right to refer the complaint to a Complaints Officer at
Tusla, the Child and Family Agency. There are four stages to the Tusla complaints process:

Stage 1: Local resolution

Stage 2: Referral to Tasla Complaints Officer
Stage 3: Internal review

Stage 4: External review

A complaint may be resolved at any of the above stages. When a complainant is dissatisfied
with the resolution being offered, it is the choice of the complainant whether he/she wishes
to have their complaint progressed to the next stage of the complaints process.

Full particulars of the policy and procedure for making a complaint are set out in the Tusla
‘Tell Us’ policy which can be accessed on their website at
https://www.tusla.ie/uploads/content/Tell_Us_-_Policy and_Procedure (2017).pdf

3.25 Stage 4 : Independent Review

If the complainant is not satisfied with the outcome of the complaints management process
he/she may seek a review of the complaint by the Office of the Ombudsman or of the
Ombudsman for Children. The complainant must be informed of their right to seek an
independent review from the Ombudsman/Ombudsman for Children at any stage of the
complaint management process.

3.2.6 Matters excluded from the Tusla ‘Tell Us’ Complaints policy.
A person is not entitled to make a complaint about any of the following matters:
e A matter that is or has been subject of legal proceedings before a court or tribunal;
e A matter relating solely to the exercise of clinical judgement
e An action taken by the Agency solely on the advice of a person exercising clinical
e judgement;
e A matter relating to recruitment or appointments;
e A matter relating to or affecting the terms or condition of a contract of employment;
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e A matter relating to the ‘Social Welfare Act’;

e A matter that could be the subject of an appeal under Section 60 of the ‘Civil

e Registration Act 2004”;

e A matter that could prejudice an investigation being undertaken by An Garda

e Siochéna;

e A matter that has been brought before any other complaints procedure established by
o law;

e A matter that gives rise to child protection or welfare concerns (these concerns must
e De referred to Tusla’s area duty social work team)

3.2.7 Redress

Redress should be consistent and fair for both the complainant and the service against which
the complaint was made. The DRCC will offer forms of redress or responses that are
appropriate and reasonable, where it has been established that a measurable loss, detriment or

disadvantage was suffered or sustained by the claimant personally. This redress could
include:

e Apology

e An explanation

e Refund

e Admission of fault

e Change of decision

e Correction of misleading or incorrect records

e Technical or financial assistance

e Recommendation to make a change to a relevant policy or law

A complaints officer may not, following the investigation of a complaint, make a
recommendation the implementation of which would require or cause the DRCC to
make a material amendment to its approved service level agreement with Tusla or
with any other contract or commitment of the DRCC to any other funder.

If, in the opinion of the relevant person, such a recommendation is made, that person shall
either—

(a) amend the recommendation in such manner as makes the amendment to the
applicable service plan or arrangement unnecessary, or

(b) reject the recommendation and take such other measures to remedy, mitigate or alter
the adverse effect of the matter to which the complaint relates as the relevant person
considers appropriate

4. Report to Tusla

The DRCC, having established a complaints procedure in accordance with its arrangements
with Tusla, shall provide Tusla with regular reports on the complaints received by the DRCC



in a format and at times agreed between Tusla and the DRCC. All information furnished by
the DRCC to Tusla in such reports will be anonymised so as not to provide identifying
information and shall be in compliance with DRCC’s data protection obligations.

5. Review of the Complaints Policy
The DRCC will monitor complaints with a view to evaluating this Complaints Policy and its

effectiveness, on a yearly basis.



