COMPLAINTS PROCEDURE
To whom the complaint should be addressed to and how to make a complaint:
· Complaints verbal or written may be received from residents or their relatives
· Complaints should first be addressed to the Nurse on Duty
· All verbal and written complaints are recorded.
· Following investigation and failing a resolution the complaint is then
     	addressed to the Complaints Officer
Wendelleah Carcallas (PIC). 
· If the complaint remains unresolved it is recorded in the Complaint/Feedback Book.

How feedback is given to the complainant and timescale

· We have a culture of openness and transparency and we welcome feedback from the resident/relative.

· Once a complaint becomes formal it is recorded on the Complaint/Feedback Form.

· The outcome from the investigation is recorded on the form and it is the responsibility of Wendelleah Carcallas (PIC)  to provide feedback to the resident/ relative/ representative.  

· Complaints Officer (Wendelleah Carcallas PIC) acknowledges complaint in writing within 5 working days.

· Once complaint is investigated the complaints officer will provide a written report to complainant no later than 30 working days

· Complaints are investigated and responded to promptly and when this is not possible, complainants are kept informed of any delays.

· Records are kept of all complaints and these include details of all communications with complainants, the result of any investigations and the action taken.



How the complainant can appeal a decision if unresolved:

· If the complaint remains unresolved the complaint will then be addressed to Noeleen Cahill, who is the nominated review officer.  She will investigate the complaint and report back to the resident/relative. The review officer will complete the review within 20 days of receiving the request

· Should it be deemed necessary, Atlanta will appoint an external consultant to carry out an investigation. An independent appeals person can be contacted.  The independent appeal person appointed is Joseph Hegarty
 086 356 6333.

· Atlanta Nursing Home co-operates with any complaint’s investigation carried out by the HSE or the HSA.

How to obtain assistance in making a complaint and how to access an Advocate:
Should a resident request the assistance of an Advocate, advice is provided to residents/ relatives on how to make a complaint and inform them of the Advocate if they remain dissatisfied or require support services, including independent advocacy.

Residents are made aware of the role of independent advocacy services and be assisted to access the support they need to articulate their concerns and successfully navigate the system.

How to refer complaint to Ombudsman:
If a Resident is not satisfied with the manner in which a complaint was dealt with, they can refer the matter to the Ombudsman.
Address: 18 Lower Leeson Street, Dublin 2, D02 HE97.
Phone: +353-1-639 5600
Lo-call: 1890 223030
Fax: +353-1-639 5674
Email: ombudsman@ombudsman.gov.ie
The Office of the Ombudsman is open between 9.15 a.m. and 5.30p.m. Monday to Thursday and 9.15 a.m. to 5.15p.m. on Friday.
If you have a specific concern please contact the concerns office in 
HIQA on 01 8147400 or www.hiqa.ie
