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POST POLIO SUPPORT GROUP
COMPLAINTS POLICY
Introduction:

The Post Polio Support Group (PPSG) is a member organization with Polio Survivors at the heart of its work. Whilst sensitivity, empathy and understanding are central to communication with Polio Survivors and a guiding principle for the Group, it is recognised that a Polio Survivor, or a Polio Survivor’s advocate on their behalf, may wish to express dissatisfaction or complain about the service being provided to him / her by the Group. The PPSG is determined that any complaint that arises is dealt with fairly and properly.

Scope:

The PPSG will make every effort to resolve complaints as they arise and will in the first instance seek to resolve complaints by informal resolution of difficulties that may arise from time to time. The PPSG recognises that a formal process must be provided, in particular with respect to services provided under Section 38 of the Health Act 2004 and within the scope generally, of Sections 45 to 51 of Part 9 of the Act, or successor legislation.

Form of Complaint:
Complaints can be submitted verbally, in writing, by fax, or email or other electronic means.  (Complaints that are submitted anonymously will be disregarded.)
Designation of Complaints Officer:
The PPSG Company Secretary will act as the Group’s Complaints Officer and may be contacted at:

The Complaints Officer

Private and Confidential

Post Polio Support Group, Unit 319,

Capel Building, Mary’s Abbey,

Dublin 7

Tel:  
01 889-8920   (ask for contact number for the Complaints Officer)
Email: secretary@ppsg.ie 

The Complaints Officer, within 5 working days, will formally acknowledge any complaint so received. The acknowledgement will detail the process proposed in investigating the complaint and the time limits for completion of the investigation. In no instance shall the process of investigation take more than 30 working days if at all possible. Should through circumstances, beyond the control of the Complaints Officer, the time limit be exceeded the complainant will be kept informed at all times.

The Complaints Officer will make a finding, may make a recommendation and will complete a written report within the terms of SI 652 of 2006, at all times bearing in mind the developing complaints procedure of the Health Service Executive.

Review:
A review of the finding and / or recommendation, at the request of a dissatisfied complainant, will be carried out expeditiously by the Compliance & Governance Committee of the PPSG, acting on behalf of the Board of Trustees and Directors of the PPSG. This Committee will determine the appropriateness of the Complaints Officer’s finding and / or recommendation and shall only vary such or make another if it deems appropriate, bearing in mind at all time SI 652 of 2006 as appropriate.

External Appeal:
At the conclusion of the above process should the matter still not be resolved to the satisfaction of the complainant the matter may be referred to the Ombudsman for final and binding resolution on both parties.
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