THORPE’S NURSING HOME
Complaints Procedure

We welcome all comments, complaints and compliments.

Please speak to any member of staff to outline your concerns. If your concerns are not resolved to your satisfaction, please speak with the Person In Charge, who is the Nominated Complaints Officer for the centre.
Process for Making a Complaint
1. If any person wishes to make a complaint, they can do so verbally or in writing. Where the complaint is verbal, it is documented by the staff member receiving the complaint and the Nominated Complaints Officer is advised. If the person is unable to make a complaint, an Advocate or an Independent Advocacy Service can make the complaint on their behalf. Where the complaint is in writing, please address it to the Nominated Complaints Officer (Person In Charge).

2. The complaint should include the following information: -
· An outline of the complaint
· Date, Time and Place (if appropriate) of the incident
· The name of person(s) involved in or witness to the incident (if appropriate)

3. [bookmark: _GoBack]Complaints will be acknowledged within five working days from receipt of complaint.

4. The Nominated Complaints Officer is the Person In Charge.  All complaints are investigated/concluded, as soon as possible, and in any case no later than 30 working days after the receipt of the complaint resulting in a written response. In the event of a longer investigation, a written response, with the reason for any delay in complying with the 30 working days timeline, will be communicated to the complainant. This would be followed up with an update given every 20 working days with the reason for the extension. Complaints are monitored and reviewed by the Registered provider Nominee who is a member of the Complaints Panel.

5. The Nominated Complaints Officer can be contacted in the centre or by phone/email/letter, or via any member of staff day or night.
If any complainant is unhappy with the outcome of their complaint, they can request an Executive Review by the Nominated Complaints Review Officer to review this decision.

6. The Nominated Complaints Review Officer is Mr. Michael O'Shea. Michael can be contacted through phone/email by 0868377627/ osheamichael76@gmail.com. Michael will take the responsibility to reviewing the decision of the Nominated Complaints Officer at your request. The Executive Review of the complaint will be conducted and concluded as soon as possible, and no later than 20 working days after the receipt of the request for review. If this 20 working day timeline cannot be met, the complainant will be informed in writing regarding the reason for any delay in complying with the applicable timeline.

7. All complainants who have requested an Executive Review will be provided with a written response informing them of the outcome of such a review.

8. Complaint Procedures and the Ombudsman. Following receipt of the decision on the complaint, the complainant may then choose to contact the Office of the Ombudsman if they remain unhappy with the outcome. The contact details are as follows:

THE OFFICE OF THE OMBUDSMAN, 6 Earlsfort Terrace, Dublin 2, D02 W773,
 Phone: (01) 6395600
Website: https://www.ombudsman.ie/making-a-complaint/make-a-complaint/
