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Policy Statement

Crosscare is committed to taking seriously any complaint that concerned individuals have about the service.
Crosscare believes that if an individual wishes to make a complaint or register a concern, they should find it
easy to do so.

Purpose
This policy is intended to ensure that complaints are dealt with properly and that all complaints or comments
are taken seriously and addressed in a professional manner.

Scope

This policy covers all actions to be taken in respect to a complaint by a concerned individual/s. Concerned
individual's include members of the local community and/or concerned stakeholders (funders, external
agencies, etc.). A complaint by a member of staff is addressed through the grievance process (see
Disciplinary & Grievance Policy) and complaints from clients/residents of our services are addressed through
local service complaint policies.

Our Approach

e We welcome complaints as a chance to learn and improve.

e Mostissues can be resolved quickly if handled openly and honestly.

e Complainants will be asked what outcome they want.

e Everyoneinvolved will be supported throughout the process.

e The complaints process will be easy to find and understand.

e All complaints will be recorded and stored centrally for monitoring and learning

Complaints Procedure

Who can make a complaint?

Complaints can be made by concerned individuals, members of the local community and/or external
stakeholders (e.g. funders or partner agencies).

What can be complained about?
A complaint can be made about any part of the organisation including changes to services and/or the actions

or behaviour of staff/managers.

How to make a complaint:



Verbal complaints
- Allverbal complaints will be taken seriously and handled respectfully.
- Staff should try to resolve issues quickly where possible.
- Iftheissue cannot be resolved, or the complainant is unhappy, they will be asked to submit the
complaint in writing and given information on the complaints process.
- Allverbal complaints will be recorded.

Written complaints
- Complaints should include what the complaint is about and the outcome the complainant is seeking
- Written complaints should be e-mailed or posted to the HR department and will be acknowledged
within five working days by the HR Director or HR Business Partner.
- Details: Email address hr@crosscare.ie or posted to HR Crosscare, St. Mary’s Place North, Dublin 7.

Complaints involving the HR Director and/or HR Business Partner.

- Ifacomplaintis about the HR Director and/or HR Business Partner, it should be referred to the CEO.

- Details: Email address conorh@crosscare.ie or posted to Conor Hickey, CEO, Crosscare, St. Mary’s
Place North, Dublin 7.

- Ifthe complaint is about the CEOQ, it will be referred to the Chair of the Crosscare Board by HR
Director.

- The person named in the complaint will be informed and given an opportunity to respond.

- The person may also bring a support person, advocate, or representative if they wish.

Investigation and response

- The HR Director/HR Business Partner will investigate the complaint and may request further
information.

- All parties involved will have the opportunity to share their account.

- Investigations will aim to be completed within 10 working days, unless otherwise agreed.

- The outcome will be communicated verbally and in writing.

- Where serious issues arise, advice may be sought legal advisors. If legal action begins, the internal
complaints process will stop.

Outcomes and appeals
- All complaints, outcomes, and actions will be recorded.
- Where a complaint is upheld, an apology will be offered and steps taken to address the issue.
- Ifthe complainant is unhappy with the outcome, they may appeal within 10 working days.
- Appeals will be reviewed by a Manager not previously involved.
- The appeal decision is final.

Anonymous Complaints

Anonymous or false-name complaints can be difficult to investigate and may raise fairness concerns. When an
anonymous complaint is received, Crosscare will record the concerns raised and take reasonable steps to
address them. An anonymous complaint may be investigated where:

- There is a good reason for the complaint being anonymous, such as fear of negative consequences. This will
be decided by the HR Director/HR Business Partner. If the complaint involves the Manager, it will be referred
to the Senior Manager.

- The issue can be investigated using available evidence or information from third parties, without needing
further contact with the complainant.

- The complaint involves a child or minor, in which case it will be handled confidentially in line with the Child
Safeguarding Policy.

- If a complaint cannot be fully investigated, it will not be placed on a staff file or affect work roles or processes
unless everyone involved, including the person named, agrees.

- Anonymous complaints about general service delivery will be referred to the Senior Manager and action
taken where appropriate.

- All complaints will be recorded in the complaints file.
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- Where anonymous complaints are received, the organisation will continue to promote the complaints
process and provide supports to encourage complaints to be made openly



