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Complaints Policy - Bluebird Care  
 
1. Purpose 

 
a. Bluebird Care is dedicated to delivering high quality, safe, responsive person-centred care 

to customers. We believe all complaints to be an expression of dissatisfaction which should 
be heard and will always require a response.  

 
b. Comments, suggestions, compliments and complaints are welcomed about performance and 

conduct in the delivery of care to customers. This may come from customers, carers, 
relatives, public, private and voluntary organisations, statutory agencies and the general 
public.  
 

c. Each franchise Managing Director is responsible for ensuring that a Complaints Officer and 
a Review Officer are appointed within his/her franchise. The persons must have the seniority 
of position and knowledge and skills to effectively carry out their roles, in accordance with 
this policy.  

 
d. Each franchise Managing Director will ensure that there are effective communication systems 

in place to ensure staff and customers understand the complaint management processes.  
 

e. Bluebird Care wants to learn from mistakes and will use learning from complaints to improve 
the quality and safety of its service.  
 

f. Bluebird Care is committed to safeguarding the rights of a complainant and staff and to a 
complaints process that is fair, transparent, non-prejudiced, non-recriminatory and impartial 

and does not discriminate directly or indirectly because of the following:  
 

• gender  
• marital status  
• family status  
• age  
• disability  
• sexual orientation  
• race  

• religion and  
• membership of the Traveller community  

 
g. All complainants will feel free to complain without fear or reprisals and will be treated with 

courtesy, respect and compassion.  

 
h. Bluebird Care will ensure that the process of how to make a complaint and the feedback to 

the complainant is provided in a way that meets a customer’s assessed needs. 
 

i. All complainants will have the right to appoint an advocate who can assist in making the 
complaint.  
 

j. The focus of the complaints process will be to resolve the issue for the customer. 
 

k. All comments or complaints shall be viewed as an opportunity to inform service provision and 
to continually improve the quality of support and services provided to the Customer. 

Customers and their family/representatives shall be confident that making a complaint shall 
not jeopardise their relationship with Bluebird care nor shall it jeopardise the relationship or 
quality of support which the Customer receives. External contractors, consultants, service 

providers and visitors shall be assured that making a complaint shall not jeopardise their 
relationship with Bluebird Care. 
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l. This policy sets out Bluebird Care policy and procedures for all staff for the management of 

complaints in its network.  

 
m. To ensure a succinct process for the management of complaints as outlined in the Health 

Act 2004.  
 

n. To protect the rights of customers to have their complaints heard and dealt with and to 
safeguard customers through a rigorous complaints process which identifies when a 
complaint is also a risk.  
 

o. To provide a mechanism for Bluebird Care to learn from mistakes and drive up the quality 

and safety of the service. 
 
2. Scope of Policy 
 

a. This policy applies to all employees of Bluebird Care. It also applies to all customers, carers, 

relatives, public, private and voluntary organisations, statutory agencies and the general 
public; any of whom may want to make a complaint. 

 
3. Objectives  

 
a. We are committed to providing high quality standards in service delivery and welcome 

feedback from everyone on all aspects of our services. Such feedback is invaluable in helping 
us evaluate and improve our work.  

 
b. The aim of the Policy is to:  

 
• Ensure all customers know how to provide feedback and how a complaint will be handled  
• Ensure that complaints are dealt with consistently, fairly and sensitively within clear time 

frames  

• Provide customers with a fair and effective way to complain about our work  
• Ensure that compliments and complaints are monitored and used to improve our services. 

 
4. Main Policy Content 

 
 
4.1 Responsibilities 
 

• Staff: Local resolution of complaints where possible. 

 
• Complaints Officer: The designated person responsible for the management of the 

complaints process. 
 
4.2 Principles 
 

a. Bluebird Care has a culture of openness and transparency that welcomes feedback. All 
complaints, raising of concerns, criticisms, or suggestions, whether oral or written shall be 
taken seriously, handled appropriately and sensitively. These shall be seen as valuable 

sources of information and used to make improvements in the service provided. 
 

b. Bluebird Care commits to safeguarding the rights and dignity of the complainant and all other 
parties in the application of the complaints process. 
 

c. Bluebird Care recognises the right of all Customers to: 
 

• Make an informal and/or formal complaint 
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• Have an advocate if requested 
• Have the complaint acknowledged in writing and in a way that is understood 
• Have the details of complaints kept confidential to the parties of the complaint 

• Have their complaint dealt with in a fair, impartial, timely and resolution focused manner 
• Be informed of the stages in the complaints process and updated on the progress of their 

complaint through each stage 
• Have the outcome and reasons for the outcome explained to the complainant (and 

advocate) in an understandable manner 
• Appeal the outcome internally and externally if dissatisfied with the outcome 

 
d. All complainants have a right to appoint an advocate to assist them in making their complaint 

and to support them in any subsequent processes in the management of that complaint. 

 
e. Customers can ask a staff member to perform the role of advocate. 

 
4.3 Bluebird Care shall adhere to the following principles of best practice in complaint 

management: 

 
• Commitment to the effective management of complaints. 
• Leadership and commitment to all aspects of the complaints management process. 
• Bluebird Care shall clearly nominate a staff member who is responsible for the 

management of complaints, known as the Complaints Officer. 
• Where Bluebird Care nominates support to the complainant (s), the nominee shall have 

no involvement in the subject of the complaint. 
• Customers shall be aware of their right to complain. 

• The complaints process shall be well publicised, and be accessible to Customers, their 
family and representatives and general public. 

• The complaints process shall be implemented impartially and without prejudice towards 
either the complainant or the subject of the complaint. 

• A consistent and standardised approach will be adopted for the management of all 
complaints. 

• The complainant(s) are assisted to understand the complaints procedure. 
• The complaints process shall endeavour to resolve the complaint to the satisfaction of the 

complainant and the service. 
• The emphasis shall be on resolving complaints effectively and in a timely manner without 

compromising other principles. 
• Any Customer who has made a complaint shall not be adversely affected by reason of the 

complaint having been made. 
• All complaints shall be dealt with in an impartial manner. 
• All complaints shall be acknowledged and addressed promptly and sensitively. 

• All information obtained through the course of complaint management shall be treated in 
a confidential manner and meet the requirements of the Data Protection Acts 1988 and 
2003, the Freedom of Information Act 1997 and 2003 and the General Data Protection 
Regulation (EU) 2016/679 (GDPR) 2018 

• The complaints process shall be flexible to meet the changing environment of Bluebird 
Care. 

• Staff responsibility in the management of complaint procedures shall be clearly defined. 
 

a. Bluebird Care shall ensure that the Complaints Policy is made available to all Customers. 

Bluebird Care shall further ensure that the complaints procedure/process is communicated 
appropriately and at an early stage of engagement with the services. 
 

b. The Complaints Policy shall be made available in formats to meet the needs of 
Customers/families/the public, as required. 
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5. Procedure 
 
a. Bluebird Care shall accept complaints in the following ways: 

 
• Verbally 
• Written 
• Electronically by email  

 

b. Bluebird Care staff shall be sensitive to a complainant’s needs and assistance required due 
to literacy and/or language barriers and shall provide support where required to enable the 
effective recording of their complaint. 

 

c. This process addresses the management of complaints made by Customers, 
family/representatives, external agencies, and the public about aspects of Bluebird Care 
Services. It does not address employee complaints and grievance related to their 
employment. Any such complaint or grievance shall be addressed by the Grievance 
Management Policy and Procedure. 

 
5.1 Complaints shall be considered from any of the following: 

 
• The Customer 
• Customers who have sought services from Bluebird Care 

• Close family or staff of the Customer, or someone who has consent               of that person to 
act on their behalf. 

• Close family or staff of a deceased Customer 
• External agencies (e.g., Day Services, HSE, HIQA, Ombudsman) 
• A contractor with Bluebird Care 
• A member of the public 

 
5.2 Bluebird Care cannot accept complaints under any one of the following categories: 

 
• A matter that is or has been the subject of legal proceedings before a court or tribunal. 

• A matter relating solely to the exercise of clinical judgement (a decision about 
diagnosis or treatment) by a person acting on behalf of Bluebird Care. 

• An action taken by Bluebird Care solely on the advice of the individual exercising 

clinical judgement. 
• A matter relating to the recruitment or appointment of an employee. 
• A matter relating to a contract or employment that Bluebird Care proposes to enter into. 
• A matter relating to the Social Welfare Act. 
• A matter that could be the subject of an appeal under section 60 of the Civil Registration 

Act 2004. 
• A matter that could prejudice an investigation by the Gardaí. 
• A matter that has been brought before any other complaints procedure established under 

legislation. 
 

5.3 Bluebird Care cannot investigate or further investigate complaints where: 
 

• The person who made the complaint is not entitled under Section 46 of the Health Act 
2004 to do so either on the person’s behalf or on behalf of another 

• The complaint is made after the expiry of the period specified in section 47(2) or any 
extension of that period allowed under section 47(3) of Part 9 of the Health Act 2004 as 
specified above. 

• The complaint does not disclose a ground of complaint provided for in section 46 of the 
Health Act 

• The subject-matter of the complaint is excluded by section 48 of the Health Act 2004 
• The subject matter of the complaint is trivial 
• The complaint is vexatious or not made in good faith. 
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• The Complaints Officer is satisfied that the complaint has been resolved. 
 

a. The Complaints Officer shall, as soon as practicable after determining that they are 

prohibited from investigating a complaint or after deciding under any of the above not to 
investigate or further investigate a complaint, inform the complainant in writing of the 
determination of the decision and the reasons for it. 
 

b. Complaints relating to allegations or abuse shall be managed in accordance to 

Safeguarding Vulnerable Adults (Reporting and                          Investigating Allegations) of Abuse Policy 
and Procedure. 

 
5.4 Procedure for Responding to Complaints: 

 
a. Bluebird Care staff. Complaints may be made by any Customer, family/representative, 

external agency, contractors, staff or the public about any aspect of Bluebird Care. A record 
is maintained of all complaints made about Bluebird Care, and the actions taken by the 
Complaints Officer in respect of any complaints. Complaints may be made verbally or in 
writing. Complaints may be made to any member of 

 
b. The following are stages in the Complaints Process: (See Appendix I for Plain English and 

Appendix II for Easy Read) 

 
Stage 1: 

The staff member who receives the initial complaint from the complainant shall, where appropriate, 
attempt to resolve the complaint immediately and locally where possible, without recourse to the 
formal complaints’ procedure, unless the complainant wishes otherwise. Where complaints are 

resolved locally, details of the complaint are documented on the Complaints Form and submitted 
to the Complaints Officer, and a copy provided to the complainant. 
 
Where complaints are not resolved locally or where it is not appropriate for such a resolution, they 
shall proceed to the next phase. 

 
Stage 2: 
 

a. Written Complaint: Where the complaint is received in writing it shall be forwarded to the 
Complaints Officer. 
 

b. Verbal Complaint: Where the complaint is verbal, it shall be documented on the Complaints 
Form A (Appendix III), by the staff member receiving the complaint with the name of the 
complainant, the time, and a description of the complaint which shall be documented in a 

factual, objective manner. The complaint shall then be forwarded without delay to the 
Complaints Officer, who will complete the Serious Concern/Complaints Form (Appendix 8). 
 

c. The complaint shall be reviewed by the Complaints Officer and a letter of acknowledgement 
sent to the complainant within 5 working days of receipt of the complaint. 

 
d. The Clinical Nurse Manager/Care Manager shall undertake a screening process to gather 

evidence for the Complaints Officer to determine if an investigation is warranted. An 
investigation may take different forms depending on the nature of the complaint, with the 

Complaints Officer determining the level of investigation required. 
 

e. Where it is determined that an investigation is not warranted, the Complaints Officer shall 
document and advise the complainant of the outcome and reason for the decision. 

 
f. Where it is determined that an investigation is warranted, such an investigation shall be 

completed within 20 days of receipt of complaint. Where the investigation takes greater than 
20 days, the Complaints Officer shall liaise with the complainant and indicate the expected 
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completion date, ensuring to provide updates to the complainant every 20 days until the 
matter is resolved. 
 

g. When the investigation is completed, the Complaints Officer shall determine if the complaint 
has been substantiated. 
 

h. Where the complaint has not been substantiated the outcome shall be documented and 
communicated to the complainant. 
 

i. All complaints, investigation outcomes and actions and timeframes shall be recorded on the 
Complaints Log. (Appendix 6) 
 

j. Where the complaint has been substantiated, full details of the complaint, investigation 
process and any recommended corrective and/or preventive actions and learning outcomes 
shall be reviewed by Clinical Nurse Manager/Care Manager and Director prior to final close 
out to ensure all complaints are appropriately responded to and records are maintained 
correctly including: 

 
• Details of any investigation into a complaint 
• Outcome of a complaint 
• Any actions taken on foot of a complaint 

• Whether or not the complainant was satisfied with the outcome 
 

k. The complainant is informed promptly of the outcome and details of an appeals process or 
other alternatives as outlined below. 

 
l. Where the complainant is satisfied or not satisfied, the outcome is documented on the 

Complaints form. 
 

Stage 3: 
 

a. Where the complainant is not satisfied with the handling or outcome of the complaint, they 
will be advised to complete Form B (Appendix IV) for the attention of the Director. The 

Director will write to the complainant to advise receipt of correspondence from the 
complainant within five (5) working days outlining the review process. 

 
b. The Director may appoint a suitable qualified independent person at Management level to 

undertake the review. 
 

c. The Director / Designate shall review the process and conclusions of Stage 2. 

 
d. The Director / Designate shall advise the outcome of the review to the complainant and other 

relevant parties within an agreed timeframe. Where it is recognised that there may be an 
unavoidable delay/further time required for the review, the complainant and other relevant 
parties shall be advised of the position and the extended timeframe. 
 

e. The Director/Designate shall respond to the complainant with their decision. 
 

f. Where the complainant is dissatisfied with the outcome of the complaints management 

process they may seek a review of the complaint by the Office of the Ombudsman, 
Ombudsman for Children, or other professional bodies to whom the complainant could make 
an application for review. 

 
g. Records, Confidentiality and Data Protection: 

 
• The confidentiality of the complainant shall be maintained throughout the investigation 

processes. 
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• All parties to a complaint shall have access to all records pertaining to them. 
 

• Records of complaints shall be retained for a period of not less than four years after the 

complaint has been investigated. 
 
Stage 4: Independent Review 
 

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

 

 
5.5 Time limits for making a complaint: 
 

a. The Complaints Officer will determine if the complaint meets the time frames as set out in 
Section 47, Part 9 of the Health Act 2004 which requires that: 

 

• A complaint must be made within 12 months of the date of the action giving rise to the 
complaint or within 12 months of the complainant becoming aware of the action giving rise 
to the complaint. 

 
b. The Complaints Officer may extend the time limit for making a complaint if in the opinion of 

the Complaints Officer special circumstances make it appropriate to do so. These special 
circumstances include but are not exclusive to the following: 

 
• If the complainant is ill or bereaved 
• If the new relevant, significant, and verifiable information relating to the action becomes 

available to the complainant 
• If it is considered in the public interest to investigate the complaint 
• If the complaint concerns an issue of such seriousness that it cannot be ignored 

• Diminished capacity of the Customer at the time of the experience e.g., mental health, 
critical/ long-term illness. 

• Where extensive support was required to make the complaint, and this took longer than 
12 months 

 
b. The Complaints Officer must notify the complainant of decision to extend / not extend time 

limits within 5 working days. 
 
5.6 Communication with the Customer 

 
a. Customers shall be aware of the complaints process (Bluebird care’s & the HSE’s Policy) 

and how to make a complaint.  
 

b. The Complaints policies shall be given to Customers as part of information pack at 
commencement of service. 
 

c. Details of the complaints process, and of how to make a complaint shall be available in a 
format to support Customers who wish to make a complaint, as required 

 
5.7 Advocacy 
 

a. An advocate is a person who will act on behalf of the Customer when they need independent 

support when dealing with Bluebird Care. An advocate will represent and help them to make 

their complaint and support them through the complaints process. 
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b. All Customers shall have the right and be supported to access advocacy services to facilitate 
their participation in the complaints process. 
 

c. The National Advocacy Service (www.https://advocacy.ie/) can be contacted directly on 076 
1073 000. 

 
5.8 Support 

 
a. Bluebird Care shall provide support for Customers to exercise their right to make a 

complaint. Bluebird Care shall make every effort to ensure that the process is accessible 
and fully understood.  

 

5.9 Communication & Actioning of Complaints Data & Data Reporting 
 

a. Details of all complaints, and any resulting actions, shall be communicated to staff via team 
meetings and to relevant staff who have responsibility for reviewing and updating processes 
and practices and implementing any required training. Reporting shall be done within the 

boundaries of confidentiality, and as deemed appropriate. 
 

b. Where, resulting from a complaint, it is deemed necessary to have a review of processes 
and/or practices the Complaints Officer shall communicate the outcome of the complaint to 

the Clinical Nurse Manager/Care Manager who shall meet with the Director to review 
changes in processes practices and training requirements. 
 

c. Complaint data shall be trended on by the Clinical Nurse Manager/Care Manager in 

collaboration with the Complaints Officer who shall submit a report to the Director. 
 

d. The Clinical Nurse Manager/Care Manager shall present detailed analysis of complaints to 
the Director. 
 

e. Any Quality Improvement Plan identified from this review shall be reported to the Director 

and shall include the issues arising from the complaint; improvement measures; planned 
changes/training; implementation timescale; review process. 

 
f. Complaint data shall be reported by the Complaints Officer to the Director on a quarterly 

basis, or as deemed necessary. 
 

g. The Complaints Officer shall submit complaints data reports to the HSE Consumer Affairs 
Area Officer four times a year using the templates provided, as required under the Tender 
process. 

 
5.10 Supporting Customers to Make a Complaint 
 

a. In order for Bluebird care to provide the best possible service they encourage all Customers 
to voice any complaints they have regarding a service, a staff member, or any third party. 

 
b. Bluebird Care’s staff shall encourage and support Customers to express concerns safely 

and reassure them, there shall be no adverse consequences for raising an issue of concern, 
whether informally or formally as outlined in the sections above. 

 
c. Bluebird care’s staff shall be trained to understand behaviours that indicate an issue of 

concern or complaint that the Customer cannot communicate by other means. These 
messages shall receive the same positive response 

 

d. All complaints are dealt with fairly in a transparent manner and within reasonable time 
frames. A standard procedure exists to deal with complaints. 

 

http://www/
https://advocacy.ie/
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e. The complaint process is available to all Customers, their representatives/advocates. The 
complaints procedure is available in a format suitable to the person making the complaint, 
as required. 

 
f. If requested/appropriate, Bluebird care can provide an internal advocate to assist the 

Customer. 
 

g. There are three stages to the complaint process; at the end of each stage the complainant 
can opt to continue to the next stage or can end the process. A successful outcome to a 
complaints process is one where the complainant and Bluebird care are clear what was at 
issue and both parties are agreed and sign up to a resolution as to how in future that issue 
will be dealt with. 

 
5.11 Who should I complain to? 
 

a. If you have a complaint, you can make it to any staff member; if they can’t deal with it 
themselves, they will direct you to the person who can. Below is some guidance; 

 
• If your complaint is about a staff member you can complain directly to that person or to the 

Clinical Nurse Manager/Care Manager if you prefer. 
• If your complaint is about a service (or lack of service) bring the complaint to any staff 

member or Clinical Nurse Manager/Care Manager. 
• You can also bring the complaint directly to the Complaints Officer. Ask a member of staff 

to inform the Complaints Officer/help you email the Complaints Officer to ask to meet them. 
 

5.12 Anonymous Complaints 
 

a. Although some complainants may not wish to submit their details for legitimate reasons, 
Bluebird care reserves the right to review an anonymous complaint to determine its 
legitimacy and/or address any issues therein. 

 

5.13 Unreasonable Complainant Behaviour 
 

a. It is the policy of Bluebird Care that all complaints must be responded to appropriately. 
 

b. It is noted that, in a case where Bluebird Care takes all reasonable measures to try to resolve 
a complaint through the complaint’s procedure, and the complainant does not accept these 
efforts, even where it is recognized that there is nothing further which can be reasonably 
done to rectify a real or perceived problem, this may be regarded as an unreasonable 
response. 

 
c. Where the complaint might be considered to be vexatious Bluebird Care has developed a 

Standard Operating Procedure (Appendix 6 ) to provide support for staff to find ways of 
responding to these situations appropriately. 
 

d. In all circumstances where the complainant expresses dissatisfaction with the outcome of 
the complaints process, they shall be notified of their right of review to the HSE National 
Advocacy Unit. 

 

5.14 Redress 
 

a. An effective complaints system which offers a range of timely and appropriate remedies will 
enhance the quality of the experience with the service. It will have a positive effect on morale 
and improve Bluebird Care’s relationship with the Customers, families & natural circles of 

support, and the public. It will also provide useful feedback to Bluebird Care and enable it to 
review current procedures and systems which may be giving rise to complaints. 
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b. Redress should be consistent and fair for both the complainant and the service against which 
the complaint was made. Bluebird Care shall 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.  
 

c. This redress could include: 
 

• Apology 

• An explanation 

• Refund 

• Admission of fault 

• Change of decision 

• Replacement 

• Repair /rework 

• Correction of misleading or incorrect records 

• Technical or financial assistance 

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

• A waiver of debt 
 
5.14 Any Customer who makes a Complaint is protected by the following assurances: 
 

a. Your Confidentiality: All information we receive during the course of a complaints process 
will be treated confidentially to the extent possible. If you provide us with personal or sensitive 
personal data, we will handle this in line with legal data protection obligations and with 

Bluebird Care’s policies relating to confidentiality and data protection. If you ask us to protect 
your identity by keeping it confidential, we will not disclose it without your consent. The only 

exceptions to this are if we are legally required to reveal your identity or if your disclosure 
raises an issue which we cannot properly address without disclosing your identity. If a 
situation arises where we are required to reveal your identity or where we are unable to 
resolve a concern without doing so (for instance if a statement is needed from you), we will 

endeavour to discuss with you options on how we can proceed. 
 

b. Your Anonymity: With reference to the above assurance, we hope you will feel comfortable 
to openly raise your concern with us. It is Bluebird Care’s preference that complainants waive 
anonymity for the following reasons so that their complaint can be addressed under the policy 

including the following: 
 

• We can revert to the Customer with queries to help aid an investigation process. 
• We can establish if the same complaint has been made by several Customers which will 

duly inform the investigation of the complaint. 
• We can contact the complainant updating them of the investigation result and 

decisions/actions taken. 
 

c. However, we realise that there may be situations when you would prefer to raise a concern 
anonymously, and in doing so, we are limited in using the policy under range and redress. 
 

d. These assurances are not extended where a complaint is vexatious and/or malicious. 
 
5.15 Useful Information about the Complaints Process 

 
a. At any stage, you can make your complaint to an appropriate external agency. A list of 

external agencies is available at Appendix 5. However, we would encourage you to use all 
internal mechanisms and processes available to you first. 
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b. To ensure that complaints are dealt with in the most effective manner possible the 
Complaints Officer will review your complaint and determine the most appropriate stage in 
the complaints process for addressing it. 

 
6. Training Requirements  
 

a. All staff shall receive education regarding the management of complaints and the local 
resolution of complaints. 
 

b. All staff shall receive education on assisting the Customer, family/representative, 
agency/contractor or member of the public to make a complaint should local resolution not 
be achieved. 

 
c. Clinical Nurse Managers/Care Managers shall undertake training on monitoring, evaluation 

and reporting of complaints in relation to the following: 
 

• Use of standardised letters and forms for complaints management and data collection 

• Determination of the overall effectiveness of the complaints management procedures 
within the area of responsibility. 

• Participation in the evaluation of the complaints management process. 
• Co-ordination of the collection of complaints data and to disseminate this information as 

appropriate. 
 
7. Policy Review 
 

7.1 This policy will be reviewed on a minimal 2 yearly basis, or as and when required.  
 

8. Associated Documents and Legislation 
 
8.1 The following are applicable legislation, regulation, and relevant documentation applicable to 
this policy: 

 
• The Health Act (2004)  

• The Health Act (2004) (Complaints) Regulations (2006)  
• The Health and Social Care Professionals (Amendment) Act (2019)  

• The Nurses Act (2011)  
• The Ombudsman’s (Amendment) Act (2012)  
• The Ombudsman for Children’s Act (2002)  
• Your Service Your Say (HSE, 2017).  
• Assisted Decision Making (Capacity) Act 2015  

• Equal Status Acts 2000-2018  
• Data Protection Act 2018 

 
 
9.  Supporting References  
 
Health Service Executive, (2018), Guideline Document for Providers who have entered into a 

Service Agreement under Section 38 or 39 of the Health Act 2004: Complaints Management 
Procedure for Voluntary 

Organisations.https://www.hse.ie/eng/about/qavd/complaints/ncglt/toolkit/volstoolkit/guideline-
document-for-providers-who-have-entered-into-a-service-agreement.pdf  
 
Health Service Executive, (2017), Your Service Your Say: The Management of Service User 

Feedback for Comments, Compliments and Complaints HSE Policy 2017. 

https://www.hse.ie/eng/about/qavd/complaints/ysysguidance/ysys2017.pdf 
https://www.hse.ie/eng/about/qavd/complaints/ysysguidance/  
 

https://www.hse.ie/eng/about/qavd/complaints/ysysguidance/ysys2017.pdf
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The Office of the Ombudsman https://www.ombudsman.ie  
 
Citizens Information Making a complaint about a healthcare service.  

https://www.citizensinformation.ie/en/  
 
HIQA, National Standards for Safer Better Healthcare https://www.hiqa.ie/reports-and-
publications/standard/national-standards-safer-better-healthcare
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Appendix 1: List of External Agencies to which Complaints can be escalated to 

 
 

Office of the Ombudsman 
Address: 6 Earlsfort Terrace, Dublin 2, D02 W773. 
Phone: 01 639 5600 
Email: complaints@ombudsman.ie 
The Office of the Ombudsman is open Monday to Friday between 9.15am and 5.00pm 

 
 

Ombudsman for Children’s Office 
Address: Millennium House, 52-56 Great Strand Street, Dublin 1, D01 F5P8 
Phone: 01 865 6800 
Freephone: 1800 20 20 40 
Email: ococomplaint@oco.ie / ombudsmandoleanai@oco.ie 
The Office of the Ombudsman is open Monday to Friday between 9.15am and 5.00pm 

 
 

The Office of the Confidential Recipient for Vulnerable Adults 
Address: Training Services Centre, Dooradoyle, Limerick Phone: 061 
585603 / 087 665 7269 
Email: leigh.gath@crhealth.ie 
The Office of the Ombudsman is open Monday to Friday between 9.00am and 5.00pm 

 
 

HSE Consumer Affairs 
Address: Oak House, Millennium Park, Naas, Co. Kildare 
Phone: 045 880 496 
Email: consumer.contact@hse.ie 
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