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1 Purpose  

This policy is intended to ensure that all complaints received by Minding Creative Minds are 

taken seriously, addressed in an appropriate, timely and professional manner and used to 

inform continuous improvement of this organisation. 

 

2 Scope 

Minding Creative Minds’ policy is to: 

- Provide a fair complaints procedure which is clear and easy to use for anyone wishing 

to make a complaint 

- Make sure all complaints are investigated fairly, promptly and in confidence 

- Handle all complaint information sensitively, telling only those who need to know; 

following any relevant data protection requirements 

- Gather information which helps us to improve what we do; learn from complaints and 

use them to review and improve our service 

 

This policy covers all actions to be taken in respect to a complaint by a concerned individual.  

Complaints can be made against any aspect of Minding Creative Minds’ service delivery. This 

policy applies to all staff members, volunteers and other agents of this organisation. 

 

3 Definitions 

Complaint: “A complaint is an expression of dissatisfaction by one or more members of the 

public about this organisation’s action or lack of action, or about the standard of service 

provided by or on behalf of the organisation”1 

 

Concerned individuals: Includes anyone who is directly affected by the actions of the 

organisation but excludes anyone who works for the organisation either in a paid or voluntary 

capacity, such as staff members or volunteers. These groups should use internal management 

structures and / or the organisation’s grievance procedure in the event that they wish to 

complain about a decision affecting them.  

 

Staff member: Should be construed broadly, and includes, for the purposes of this policy, staff 

members, paid associates or agents, interns and locums. 

 

1 https://www.ombudsman.ie/guidance-for-service-providers/model-complaints-system-a/model -

complaints.pdf 
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4 Policy Statement 

4.1 Our commitment regarding complaints 

Our organisation is committed to taking seriously any complaint that concerned individuals 

have about the service. Minding Creative Minds welcome complaints as an opportunity to 

learn and to improve how we work, as well as a chance to put things right for the person 

making the complaint. This section of the policy is written for service users or other potential 

complainants. Some important points to note: 

- We welcome complaints; they help us improve 

- You have the right to complain when you are unhappy with the service 

- If you make a complaint, then you will not be treated differently following the 

complaint. The service sees complaints as a way to improve what we do 

 

4.2 Raising concerns informally 

We encourage anyone who has a concern or is in anyway dissatisfied with our service to tell us 

as soon as possible so we can help to resolve it as quickly as possible. When people feel 

comfortable enough to tell us they are unhappy with something, and when we are able to 

resolve it at that moment, it can reduce the likelihood of a formal process being needed. 

However, if this is not possible, or not effective, we encourage people to use our formal 

complaints process detailed here. 

 

5 What is a complaint? 

A complaint is a formal expression of dissatisfaction about any aspect of the service we 

provide and can include: 

- When we do not deliver a satisfactory service  

- When we give the wrong information  

- When a service user feels they have been treated unfairly, disrespectfully or in any 

other way that makes them feel unhappy with our service  

 

Please note that Minding Creative Minds is unable to interfere with any matter which has been 

or is the subject of court proceedings. 
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6 Who can complain? 

The following people can make a complaint: 

- Service users or other individuals who engage with Minding Creative Minds 

- An advocate, on a service user’s behalf, provided they have the service user’s written 

consent 

- A member of the public affected by the service or our activities  

 

7 What issues are relevant for a complaint? 

Complaints can be made about any of the following: 

- The service received or any aspect of a service user’s experience in the service 

- Any decisions made that affect the service user in relation to themselves or the service 

- Being denied a service 

- A change in service provision 

- A member of staff 

- Any other aspect of the service that affects you 

7.1 Complaints involving staff member, organisation representative or 

a manager 

If you wish to make a complaint about a staff member of Minding Creative Minds: 

- Please contact our CEO David Reid at david@mindingcreativeminds.ie who will help 

you follow the process 

- Note that the staff member will be informed that a complaint has been made against 

them 

- If you want to complain about the CEO then the complaint should be addressed to 

feedback@mindingcreativeminds.ie 
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8 How to make a complaint 

You can complain by email or in writing. In the first instance, your complaint will be dealt with 

by our CEO. You can do it in the following ways: 

- Email: info@mindingcreativeminds.ie 

- In Writing: CEO, Suite 414, Guinness Enterprise Centre, Dublin 8  

 

8.1 Getting help to make a complaint 

If you need support to make your complaint, we will happily help you, or find someone who 

can support you in this. This can be achieved in the following way: 

- If you have a staff member you feel comfortable with, they can help you to develop it 

- If you have a friend or family member who might help you, we can explain the process 

to both of you, or to them 

 

9 What should you include in your complaint? 

When making a complaint you will be invited to provide the following: 

- Your name, address/email address and telephone number  

- Your status in relation to our organisation e.g., a service user, an advocate for a service 

user, a representative of another organisation, a member of the public etc. 

- Briefly describe what your complaint is about, stating relevant dates and times, if 

applicable  

- List your specific concerns starting with the most important concern  

- Be clear about what you are hoping to achieve (for example an apology, 

explanation, etc.)  

- State your preferred method of communication. It will assist the CEO if extra 

information and/or copies of relevant documents are attached to your complaint. 

 

10 What Happens Next? 

Response Times 

If you complain in person or over the phone, Minding Creative Minds will try to resolve the issue 

there and then. Similarly, if you complain by email or in writing we will always acknowledge 

your complaint within three working days and do everything we can to resolve it within 21 

working days. If this is not possible, we will explain why, will keep you informed of our progress 

and provide a new deadline. You are welcome to seek an update from us at any time. 

mailto:info@mindingcreativeminds.ie
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What if the complaint is not resolved? 

If you are unhappy with the response, you may ask for a review by a more senior person at 

Minding Creative Minds by emailing or writing to the Board of Directors. You can do it in the 

following way: 

 

- Address: Board of Directors, Minding Creative Minds, Suite 414, Guinness Enterprise 

Centre, Dublin 8 

Your letter will be acknowledged within five working days, and we will explain to you what the 

next steps are. The Board will endeavour to reply to resolve your complaint within 21 days ( 

please be aware these timelines are longer due to the fact that our Board of Directors are 

volunteers and may need additional time to meet your complaint). If this is not possible, we will 

explain why, will keep you informed of our progress and provide a new deadline. You are 

welcome to check in any time for an update. 

Formal Appeal 

If you wish to make a formal appeal against the outcome, you may make this appeal to the 

Board of Directors of Minding Creative Minds. They can be contacted as follows: 

o Address: Board of Directors, Minding Creative Minds, Suite 414, Guinness 

Enterprise Centre, Dublin 8 

You will be contacted by a member of the Board of Directors/Trustees within 1 week (please 

note, the response time is slightly longer for the Board, as they are all voluntary and only 

available at limited times in this role). 
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11 Anonymous Complaints 

In general, Minding Creative Minds cannot investigate anonymous complaints. However, all 

anonymous complaints will be recorded and brought to the attention of the relevant line 

manager for a decision as to whether quality improvements are required on the basis of the 

complaint.  

 

If you make a complaint by phone or in person, the member of staff taking the details of the 

complaint will encourage you to give your name and phone number. They will tell you that 

unless you give a name and contact details, it will not be possible to investigate the complaint.   

 

Anonymous complaints are considered where there is sufficient information provided to enable 

us to investigate the case. Where there is not sufficient information provided, we may decide 

to take no further action but record the complaint in any event in case it becomes clear that 

action is required at a later date. 
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12 Minding Creative Minds Complaint Form  

 

A: Your details 

 

Surname ___________________________________ 

 

Forename(s)________________________________ 

 

Title: Mr/Mrs/Miss/Ms/if other please state: ____________ 

 

Address: 

____________________________________________________________________________________________ 

 

____________________________________________________________________________________________ 

 

____________________________________________________________________________________________ 

 

Your email address:_______________________________________ 

 

Daytime phone number:__________________________________ 

 

Mobile number:___________________________________________ 

 

Please state by which of the above methods you would like us to contact you: 

________________ 

 

Your requirements 

If our usual way of dealing with complaints is difficult for you, please tell us so that we can 

discuss how we might help you. 

The person who experienced the problem should normally fill in this form.  If you are filling this in 

on behalf of someone else, please fill in section B.  Please note that before taking forward the 

complaint we will need to satisfy ourselves that you have the authority to act on behalf of the 

person concerned. 

 

B: Making a complaint on behalf of someone else 

 

Their details: ___________________________________ 

 

Their name in full: ___________________________________ 
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Their address: ___________________________________ 

 

What is your relationship to them? ___________________________________ 

 

Why are you making a complaint on their behalf?:  

 

____________________________________________________________________________________________ 

 

____________________________________________________________________________________________ 

 

____________________________________________________________________________________________ 

 

C: About your complaint (Please continue your answers to the following questions on a 

separate sheet(s) if necessary)  

What do you think we did wrong, or failed to do?  

 

____________________________________________________________________________________________ 

 

____________________________________________________________________________________________ 

 

____________________________________________________________________________________________ 

 

____________________________________________________________________________________________ 

 

____________________________________________________________________________________________ 

 

____________________________________________________________________________________________ 

 

 

Describe how you personally or the person you are representing suffered or has been affected:  

 

____________________________________________________________________________________________ 

 

____________________________________________________________________________________________ 

 

____________________________________________________________________________________________ 

 

____________________________________________________________________________________________ 

 

____________________________________________________________________________________________ 

 



 

 10 

Do you have suggestions as to how we could put things right? 

 

____________________________________________________________________________________________ 

 

____________________________________________________________________________________________ 

 

____________________________________________________________________________________________ 

 

____________________________________________________________________________________________ 

 

____________________________________________________________________________________________ 

 

____________________________________________________________________________________________ 

 

Have you already put your concern to the frontline staff responsible for delivering the service? 

If so, please give brief details of how and when you did so. 

 

____________________________________________________________________________________________ 

 

____________________________________________________________________________________________ 

 

____________________________________________________________________________________________ 

 

____________________________________________________________________________________________ 

 

____________________________________________________________________________________________ 

 

____________________________________________________________________________________________ 

 

If you have any documents to support your concern/complaint, please attach them with this 

form.  

 

Signature: ___________________________________ 

 

Date: ___________________________________ 

 

When you have completed this form, please send it to David Reid CEO at either of the 

following: 

- Email: info@mindingcreativeminds.ie 

- In Writing: CEO, Suite 414, Guinness Enterprise Centre, Dublin 8  

___________________________________________________________________________________ 

 

mailto:info@mindingcreativeminds.ie
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For Minding Creative Minds Internal Use: 

 

Complaint Date Received:__________________________  

 

Complaint Received by: __________________________  

 

Signature:  ________________________________ 

 

Complaint made via: Phone 

Letter (attached) 

Email  

In person 

Other 

 

Complaint escalated to: [Name Staff] 

 

Date complaint escalated: [date] 

 

Details of investigation (To be completed by CEO/Staff Member): 

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________ 

Outcomes (to be reported by CEO) 

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________
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_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________ 

 

Latest date for next follow up: ______________________ 

Person responsible for next follow up: _______________ 

Additional notes for follow up:  

____________________________________________________________________________________________ 

 

____________________________________________________________________________________________ 

 

____________________________________________________________________________________________ 

 


