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Festina Lente Complaints Policy 
Summary

What is a complaint?
A complaint can be made about any action by Festina Lente or its employees/volunteers, that it is claimed, does not accord with fair or sound practice and adversely affects the person by whom or on whose behalf the complaint is made
Who can make a complaint?

Any person who is being or was provided with a service by Festina Lente or who is seeking or has sought provision of such service may complain.
How can a complaint be made?
A complaint can be made verbally, or by writing, email or fax.
What happens when a complaint is made?
Management of a Verbal Complaint at the Point of Contact: Staff will resolve complaints at the point of contact wherever possible.

Informal Resolution: The CEO will consider whether it would be practicable, having regard to the nature and the circumstance of the complaint, to seek the consent of the person making the complaint and any other person to whom the complaint relates to finding an informal resolution of the complaint by the parties concerned. 

Formal Investigation: 

· The CEO will reply in writing to the person making the complaint within 5 working days, to advise them the complaint has been received and to outline the steps that he or she proposes to take in investigating the complaint and the time limits for the completion of the investigation.

· Staff have an obligation to participate and support the investigation of any complaint where requested. 

· The CEO will endeavour to investigate and conclude the investigation of a complaint within 30 working days of it being acknowledged.  

· If the investigation cannot be investigated and concluded within 30 working days then the CEO must communicate this to the complainant and the relevant service/staff member within 30 working days of acknowledging the complaint and give an indication of the time it will take to complete the investigation. Where the 30 working days time frame cannot be met despite every best effort, CEO must endeavour to conclude the investigation of the complaint within 6 months of the receipt of the complaint. 

· If this timeframe cannot be met, the complaints person must inform the complainant that the investigation is taking longer than 6 months, give an explanation why and outline the options open to the complainant.
· The CEO must update the complainant and the relevant staff/ service member every 20 working days. 

· If the complainant is not satisfied with the outcome of the complaints management process he/she may seek a review of the complaint by the Ombudsman/ Ombudsman for Children. 

What is the time frame for making a complaint?
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

The CEO may extend the time limit for making a complaint if in the opinion of the CEO special circumstances make it appropriate to do so. 

What is the outcome of the complaints procedure?
Festina Lente is aware that an effective complaints system which offers a range of timely and appropriate remedies will enhance the quality of service to the consumers of Festina Lente Foundation. It will have a positive effect on staff morale and improve the Festina Lente Foundation’s relations with the public. It will also provide useful feedback to Festina Lente Foundation and enable it to review current procedures and systems which may be giving rise to complaints.

Redress should be consistent and fair for both the complainant and the service against which the complaint was made. Festina Lente Foundation should 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. 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
· A waiver of debt
For the full text of the Festina Lente Complaints Procedure please contact the CEO
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