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MAKING A COMMENT, COMPLIMENT OR COMPLAINT POLICY &
PROCEDURE

Policy Statement |

Inland Fisheries Ireland (IFl) is committed to pdimg an efficient, courteous, professional and ually
respectful service to all our customers and tcctimamunities it serves.

This policy outlines IFI's strong commitment to djtyaservice, which recognises that its customeeseatitled, as
of right, to an excellent service delivered in a@rppt, courteous and fair manner. IFl welcomes conisye
compliments and complaints from customers, theipunid the community about the services the orgéinis
provides. IFI has developed a Customer Chartectwbutlines the standard of service that custortensexpect,
what to do if something goes wrong and how to maietact with the organisation. The focus througttbis
policy is placed firmly on identifying the necessarerequisites and actions required to effect nmegnl
improvements in the standards of our services.

Any comment or complaint will be viewed as1 opportunity to learn, adapt, improve and provid¢ter
services.

Complaints, criticisms or suggestions will be talesmiously and handled appropriately and sensytivehe IFI
complaints system ensures that all complaints aadt avith promptly, use a consistent approach hatlthey are
treated with fairness, equality and impartiality.

Purpose

The purpose of this document is to detail the godad procedure in relation to the management edldack
(comments, compliments) and complaints made by reesntif the public. It is important to note thastRolicy
has been developed to complement all relevantipsliprocedures and guidelines within IFI.

How you can make a comment or pay a compliment.
You can make comments or pay compliments in a nuwibgays:
« You can use the form attached to the IFI Custonterter.

« You can telephone IFI's head office 8h 8842600
« You can email the Complaints Officeustomerfeedback@fisheriesireland.ie

You can comment directly on our webdititp://www.fisheriesireland.ie/About-Us/making-ancment-
compliment-or-complaint.html

You can choose whether to include your name anthcbdetails with your comment or compliment.
Providing Feedback (Compliments and/or Comments)
What happens to my comment or compliment?

Any comments or compliments about a particular etspkthe service provided by IFI will be sent be tstaff
members working in that area or associated withghe of the organisation.

IFI will use comments and suggestions to identify enprovements that are needed in the service.plorants
that mention an individual member of staff will §ent to that staff member and their department gemalf you
included your name and address with your comment will receive a note of acknowledgement from the
complaints officer.
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Complaints Management Policy

It is the policy of IFI that:

* |FI commit to a complaints management process ithdir, transparent, non-prejudiced, non-
recriminatory and impatrtial.

* IFI commit to safeguarding the rights of the conmat and the employee/service against whom
the complaint was made and if required, to a fiaf inpartial investigation of the complaint.

* All managers will take responsibility for complanpertinent to their area of work unless the
complaint is against the manager, in which casectimaplaint will be the responsibility of the
manager’'s manager. He/she will take a strongqgipatiory role in the investigation of complaints
about their area of responsibility and ensure they make improvements to their service where
required as a result of the findings and recommimuaarising from the complaint investigation.

* In the event that an alleged complaint againsafi stember or manager is reported, these should
be directed to a manager in the Human Resourcparideent. The HR Manager will require that
the complaint be put in writing and will deal withe complaint in line with the section below
“Complaints about an Employee”.

* |IFl has appointed a designated Complaints Officerdeal with and ensure the effective
management of complaints.

» The Complaints Officer will record details of albraplaints received by him/her to facilitate the
effective tracking of such complaints and to engheeeffective monitoring and evaluation of the
complaints management process.

» Privacy and confidentiality will be respected.

» All parties will be treated courteously and considely.

» A prompt, professional and efficient service wil provided.

» IFI will respond to correspondence and provide atact name and phone number to enable the
parties to contact the relevant person in IFI.

» Services will be provided for customers and/or mersbof the public who wish to conduct
business through Irish or English.

» Clear language without jargon will be used and oniliar technical terms will be explained.

» Full contact details will be included on IFI outggicorrespondence; Emails will be responded to
by email subject to privacy considerations.

Confidentiality |

All personal information is held under strict legahd ethical obligations of confidentiality, andllwbe in
accordance with the Data Protection Acts 1988 &@82 Complainant identifiable information will gnbe made
available with the consent of the complainant.

How complaints can be made |

e Complaints can be made to IFl either verbally oranwritten format, or electronically by email
customerfeedback@fisheriesireland.ie

* Complaints may be resolved at point of contact;

* However, if the complaint cannot be resolved ahpof contact it may require investigation depegdom
the severity or complexity of the complaint or tthéficulty in accurately interpreting the facts tfe
complaint made by phone. The complainant will beosmaged to make the complaint in writing or
electronically to the Complaints Officer.

| Complaints about an Employee |
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Where a complaint is made against a named empldyseist be put in writing and

signed by the party making the complaint, givingafic details such as dates and locations

and any corroborating evidence in order to allownagement to check the veracity of the complaint.is |
important that the complainant provides contacaitket

Where the complaint is made about an employeetenddmplainant does not provide contact detaitntble the
validation of the complaint, the complaint will no¢ investigated in the interest of procedurahids.

Employees have the right to invoke the provisiohthe Grievance Procedure should they deem it sacgas a
consequence of any complaint made.

Where a complaint has been deemed invalid or vaxatdy IFI, all related documentation will be degéd.

Managing complaints and privacy/confidentiality

Maintaining privacy and confidentiality of customaformation is a basic principle of complaints ragament. It
is the role of all employees to ensure that custgrigacy and confidentiality is maintained. That® Protection
Acts 1988 and 2003 place an obligation on IFI aa@mployees to safeguard the right of individiraleelation to
the processing of their personal data.

| Confidentiality and disclosure

Details of a complaint and complainants personadildewill be treated in confidence to the greatestent
possible. However, where the investigation ofdbmplaint indicates a requirement to disclose someall of the
details of the complaint, the complainant will idormed immediately and the information will beetited to the
appropriate personnel, if the complainant agrees.

| Staff Member and Rights to Confidentiality |

Particular care, caution and sensitivity must ber@sed in certain circumstances, where for exartiptegood
name, reputation and rights under natural justfcenoemployee may arise in the context of an ihiied as yet
unsubstantiated complaint.

In such circumstances, the person receiving theptanmt must consider the right to confidentiality any
employee against whom the complaint appears todusenm the first instance.

Confidentiality, privacy and similar rights mussalbe protected, pending the outcome of the irsti@cking and
validation. Where a complaint has been made abowamed employee, the details of the complaint rbast
directed to a HR Manager for review.

The Freedom of Information Acts 1997 and 2003 |

The Freedom of Information Act confers on all pessthe right of access to information held by publbdies, to
the greatest extent possible, consistent with thdi interest and the right to privacy. It is iemptive that all
employees are cognisant of the right of the complati to access any information held by IFI in ielato the
management of their complaint. Therefore, empleyerist ensure that they adhere to the principleBaih
Protection Act 1988 and 2003, that decisions mading the complaint management process are supbbiste
facts and evidence.

IFI's Complaints Management Procedure(see also Appendix 1) |
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Note: In the event that a complainant feels th&heehas been bullied or suffered any
form of harassment from an employee or any perssodated with IFI, the procedures
outlined in our Respect and Dignity at Work poley be followed.

The following procedure will be followed when degiwith all other complaints (see also Appendix 1).

| What does IFI do once you have made your complaint? |

Firstly, be assured that IFI takes every complaartously. The procedure for managing complaintsuigined in
the next sections.

| Local resolution |

Once IFI receive a complaint, they will respondittpromptly and, wherever possible, IFI will do thbest to
resolve the complaint quickly and at a local leyel immediate response to all complaints may ropdssible, as
some will require formal and careful consideration.

| Acknowledging complaints |

In the case of a verbal complaint IFI will give arlal response as soon as possible. It is bestigerdor the
complainant to provide their name and contact esai that follow-up can be provided.

In the case of a written complaint (or a verbal ptaimt that becomes a formal written complaintg @omplaints
Officer will normally acknowledge the complaintwriting within five working days of receiving it.

Informal resolution |

The complaints officer should be informed of alfhed complaints (including name and contact detailshe
complainant) that could not be resolved at the fimsnt of contact. The complaints officer will alseceive a copy
of all written complaints. Depending on the natoféhe complaint, the complaints officer, with tbensent of the
people involved, may consider if an informal resiolu might be appropriate. As part of the informedolution the
complaints officer may arrange a meeting betweerptrties concerned or use mediation services.

If an informal resolution is not appropriate orrtsl out to be unsuccessful, the complaints offinay initiate a
formal investigation of the complaint.

Investigation of the complaint |

The Complaints Officer will have the complaint istigated within 30 working days of the acknowledgeinof
the complaint. The investigation may call on otstaff, withesses, experts and so on to assiskiptbcess.

If the complaint cannot be resolved within 30 dafyacknowledging the complaint, the Complaints €xfior the
manager dealing with the complaint will inform tb@mplainant of this before the timeframe passesyWill also
indicate the estimated time it will take to compl#te investigation and must then update the cangiaevery 20
working days until the matter is resolved.

IFI will do its best to complete investigationsdrdomplaints within three months of receiving tlenplaint. If IFI
cannot meet this deadline, the Complaints Officernmnager dealing with the complaint will informeth
complainant that the investigation is taking lontiem three months. The complainant must be infdrageto why
it is delayed and outline proposals for resolvimg tomplaint.

| After an investigation |

The Complaints Officer or manager dealing with teenplaint will write a report of the investigati@amd give a
copy of the report to the complainant, to the Hea&unction, RBD Director, HR Manager and to thkevant
manager or staff member that may have been thecutfjthe complaint.
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The final report will include any recommendatiornseded to resolve the matter.

The Complaints Officer will invite everyone involdeto contact him/her with
guestions about any issues and will advise the tmgnt of their right to a review of the
recommendations made by the Complaints Officerfds IHead of Human Resources, Head of Functiorher t

Chief Executive Officer (CEO).

Records of complaints are kept on file for a perdd years in line with the requirements of thé Records
Management Policy.

Implementing the Complaints Officer's recommendatias |

Recommendations for change or amendments to pex;ess a result of an investigation, will be actpdn by the
relevant manager in IFl unless the recommendatidh<learly impact on the work of IFI. In this itence, the
Head of Function must write to the complaints @fioutlining the reasons why the recommendatioarat be
implemented.

If the complainant requests a review of the ingsditon, IFlI will suspend the implementation of any
recommendations from the complaints officer and t@il the complainant about this suspension.

Dealing with Unreasonable Complaints |

In a very small number of cases the complainantsaweur in persisting with their query/ies may
become unreasonable. Unreasonable behaviour maytt@akorm of:

* unreasonable persistence in pursuing an argumahh#s already been addressed or re-framing
the complaint to present it as a fresh complaint

e unreasonable demands — examples include seekialje@native decision on a case that can only
be appealed further by taking the case to counhatheling that their case is not to be dealt with by
a particular officer (where that officer is the magppropriate officer to deal with the case),
demanding that the opening hours of the publicefbbe changed to facilitate their requirements,
etc.

* unreasonable lack of co-operation — examples irclndking multiple queries in relation to the
same issue to the same officer or to a numberfimieo$ and/or expecting an almost instantaneous
response to correspondence

* unreasonable arguments — examples include thersastoresenting irrelevant arguments and/or
insisting that their interpretation of legal or ethssues should be accepted as fact

* unreasonable behaviour — examples include thréat®lence, abuse of IFI's employees, rude or
aggressive conduct, and threats of self-harm.

e unreasonable volume of correspondence, phone aalls contact with the organisation or
employees of the organisation.

Such cases can expend a disproportionate amoutitmef and resources that might be used more
effectively.

If the unreasonable behaviour consists of abushang calls or repeated phone calls in relation to a
matter that has already been dealt with or an issiative to the matter, a record of the phonescaill
be kept.

Where the customer persists with an issue whictbbkas fully dealt with or behaves in an unreasanabl
fashion, examples of which are described aboveniduger will be referred to the relevant senior ager
(Head of Function)The senior manager will review the matter in itsirety and, if appropriate, may
decide to commence a progressive or immediate géggment with the customer. If appropriate, the
senior manager will write to the individual/s onilig why IFI believe the behaviour to be unreastamab
and what action IFI propose to take.
The options IFI are most likely to consider are:

* requesting contact in a particular form (letters/hn
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* requiring contact to take place with a named office

* restricting telephone calls to specified days ames,

» restricting access to the Office,

e asking the customer to enter into an agreementtdbemw future conduct, and,

* ultimately, terminating all contact with the comiplnt where the behaviour shows no
signs of abating (this decision will be taken atisemanager level)

Where the senior manager has made a decision émgiige with the customer all IFI staff will be
informed of the decision.

All correspondence to the customer will advise theomplainant of his/her option to take the matter
up with the Ombudsman (or, where a legal matter is concerned, appedtiagnatter to court).

Right to Review of Complaint |

If the complainant is not satisfied with the recoemdations made by the Complaints Officer or withvhbe
complaint has been handled by IFl, he/she hasha tigrequest an independent review of the complanthe
Ombudsman or the Ombudsman for Children.

Office of the Ombudsman:
18 Lower Leeson Street,
Dublin 2.

Phone: 01 6785222
Email: ombudsman@ombudsman.irlgov.ie

Office of the Ombudsman for Children:
Millennium House

52-56 Great Strand Street

Dublin 1.

Free-phone: 1800 20 20 40
Phone: 01 865 6800

Email: oco@oco.ie

Website:http://www.oco.ie
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| Review and Monitoring |

This policy will be reviewed on a 2 yearly basis &ffectiveness in its implementation and operabgrihe Policy
Review Group. This will be done in line with chasde statute law, relevant case law and other dpwe¢nts but
in any case no later than two year intervals.

Reference Documents:

» Data Protection Act 1988 and 2003

» Disability Act 2005

» Equal Status Acts 2000 & 2004

* The Freedom of Information Acts 1997 and 2003

» |FI Respect and Dignity at Work Policy and Procedur
* IFI Grievance Policy and Procedure

» |FI Customer Charter
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Appendix 1

General Complaints Procedure IFl

Complaint made to

Complaints Officer or Verbal
Staff Member erba
(recorded)
Acknowledgement

Local
Resolution

Yes

No

Formal Informal

Mediation/
Resolution

Investigation
Required?

Investigation

Accepted

Recommendations

Not accepted

Appeal to Head of
HR/CEO

Resolution

No

Office of the
Ombudsman
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