CROSSCARE COMPLAINTS POLICY - STEP-BY-STEP GUIDE

The Purpose

e To treat all complaints seriously.
e  Complaints are opportunities to improve

ol
I ° The process is clear, accessible, fair, and consistent.
b e Applies to complaints from the public, local community, funders & partner organisations.
= e Does not apply to staff grievances, complaints from clients or residents (separate procedures).

Raise a Complaint

A complaint can be made verbally or in writing.

Making a Verbal Complaint
e  Staff listen respectfully to the concern.
e Try to resolve the issue immediately if possible.

- ° If this is not possible the complainant is asked to submit in writing.
e All verbal complaints must be documented.

A Making a Written Complaint

e  Clearly explain what happened. If the complaint concerns
e  The outcome you are seeking. the HR Director or HR

e Submit to the HR Department by email or post. Business Partner, it is
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Crosscare will acknowledge receipt within 5 working days. referred to the CEO.

If it concerns the CEO, it
is referred to the Chair of
the Board.

The person who is the subject of the complaint will:
e  Beinformed of the complaint.
° Be given an opportunity to respond.

k Be allowed to have a support person present if desired.

Investigation Process

e  The HR Director or HR Business Partner investigates
e Information is gathered from all relevant parties.
0‘ ° Everyone involved has an opportunity to provide their account.
e Investigations to be completed within 10 working days, unless another timeframe is agreed.

Outcomes and Appeals
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A ° Findings are shared verbally, and in Appealing the Decision
writing. e  If dissatisfied with the outcome, the
@ e Legal advice may be sought. \ 4 \ 4 complainant can appeal.
'\ e If legal proceedings begin, the internal — *  Appeals must be submitted within 10

complaints process stops. working days.

e All complaints, findings, and actions e A manager who was not involved in the
taken are recorded. original investigation reviews the appeal.

° If a complaint is upheld: e The appeal decision is final.

e  Crosscare will apologise.
e Appropriate action will be taken.

Anonymous Complaints
Anonymous complaints are recorded.
They may be investigated if there is a valid reason for

Cross /5\ care

anonymity, if sufficient evidence is available and if the
complaint involves a child or vulnerable person.

Contact complaints@crosscare.ie if you need assistance to make a complaint




