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Caring for your loved ones

Your Complaints & Feedback are
Welcome

Supporting You to Speak Up

This is an Information booklet for people receiving a service
with Shannon Lodge Nursing Home, their family members and
advocates on raising and resolving complaints and providing

teedback.

Shannon Lodge Nursing Home is committed to providing a
quality, person centred service for you. We encourage and
welcome you to speak out about complaints and provide

teedback.

Shannon Lodges full Complaints Procedure /Policy is
available for review if you wish. Please ask a member of

Management if you would like to see it.
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Do you have a Complaint, Concern or Feedback?
These are the people & services who can help

Concerns at Local Level:

Nurse on Duty

The Person to deal with Complaints and Concerns
in Shannon Lodge Nursing Home

Person in Charge - Edel McHugh Cox
Clinical Nurse Manager - Sharon Morgan

The Person to ensure that Complaints and Concerns
are appropriately responded to in Shannon Lodge
Nursing Home

Person in Charge - Edel McHugh Cox

To whom an Independent appeal can be made

Adrian Cox — Provider

Review Officer

Nessa Griffin-Heslin

Person trained in support and advocacy

(Independent Person)

Anna Egan

Independent Advocacy Services

Sage — National Advocacy Services for Older
People

Sage Advocacy
24-26 Upper Ormond Quay, Dublin D07 DAV9

info@sageadvocacy.ie

Tel: 01 536 7330

Independent Body The Oftice of the Ombudsman,

6 Earlsfort Terrace, Dublin 2, D02 W773.

Phone: 01 639 5600

Opening Hours: 9.15 to 5.00 Monday to Friday
Independent Body Health Information and Quality Authority (HIQA)

Phone: 021 240 9646

Email: concerns@hiqa.ie

Post information to: Concerns, HIQA, George’s
Court, George's Lane, Smithfield, Dublin 7,
Ireland.
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Stages and Timescales of the Complaints Process

Procedure

Timeframe

Stage 1: Management of a Verbal

Complaint

Immediately or within 24 hours of receiving the

verbal feedback

Stage 2: Informal Resolution

5 days

Stage 3: Formal Investigation

Where a written complaint is received it must be
brought to the attention of the Person in Charge at the
earliest opportunity.

An acknowledgement letter must be sent within 5
working days and no later than 1 week of receipt

of the complaint.

Timescale for whole procedure

As soon as possible and no longer than 30 days. If
the investigation is taking longer than 30 days the
complainant will be kept informed of the reasons for

the delay and progress.

Review Process

If you are unhappy with the decision you receive, you
can ask your Nursing Home to appoint a review officer,
who is different to the person who carried out the

original investigation, to review the decision.

Timeframe: The review officer will present the findings
of the review in a written response, as soon as possible

and in any case no later than 20 days after receipt of
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your request. In the event that the 20 working day
timeframe cannot be complied with, you should receive
a written response informing you when you will receive

a response and a reason for the delay.

Shannon Lodge Nursing Home’s Policy on Complaints and Feedback

® Sometimes people receiving a service find themselves unhappy with certain aspects of the
service. It is the policy of Shannon Lodge Nursing Home to foster and encourage people to

speak up.

e Shannon Lodge welcomes and encourages you to speak out about your complaint and give
your feedback. This information will help us to improve the quality of the services we provide.

It is an opportunity for us to find out more about what you want from our services.

e Shannon Lodge also welcomes any feedback that you would like to make about the service.
This helps to make sure we continue doing the things that work well and work to resolve some

of the things that need to be better.

® You have the right to make a complaint. Speaking up will help protect your rights as an

individual.

e Shannon Lodge (Management) will listen, respond and resolve your complaint or feedback as

best we can.

What is a complaint?
A complaint is something that you are unhappy with in the service you are being provided or the place

that you are living in.
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“‘Complainant’ means —
a) A resident
b) A spouse, a civil partner, a cohabitant, a close relative, or a carer of the resident
c) Any person who, by law or by appointment of a court, has the care of the affairs of the resident
d) Any legal representative of the resident, or

e) Any person with the consent of the resident”

“Complaints” — a record of all complaints by a complainant, including any reviews thereof, or
complaints by persons working in a designated centre about the operation of the designated centre,

and the action taken by the registered provider in respect of any such complaint”.

What is feedback?
Feedback is your opinion on an activity or service that has been provided to you. Feedback can either
be positive or negative. Feedback can express satisfaction and dissatisfaction with the service or just

an observation you may like to make.

Some examples of things that you could complain or provide feedback about:
® The physical environment
® Quality of food
® How care and support is provided
® Privacy
® Choice
® Your personal safety
® How you are treated

® Your rights

How do I make a complaint or provide feedback?
® The first step is to talk to any member of staff (Staff Nurse/Clinical Nurse Manager)and/or
Recreational Officer who will do their best to resolve the problem.
® You will be provided with a private area to allow you to discuss your concerns with the staff
member in a confidential manner.

® You have the right to have an advocate with you when making your complaint and at all times
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throughout the process. You can make your complaint verbally to a staff member or use the

Complaint & Feedback form to make your complaint in writing.

Verbal Complaint

® In the first instance, issues of concern to the resident, or representative are addressed
immediately at local level and without recourse to the formal complaints procedure, unless the
complainant wishes otherwise.

® The Nurse on Duty has clear authority to resolve verbal complaints.

o Where complaints cannot or should not be resolved at the first point of contact due to their
seriousness or complexity, these complaints must be referred to the Person in Charge for
investigation.

®  Complainants may not accept the outcome of the complaint at the point of contact and the

complaint must be then referred to the Person in Charge by the Nurse in Charge.

Informal Resolution
Complaints that could not be resolved as a verbal complaint or should not be resolved at the first point

of contact due to their seriousness or complexity are then passed to the Person in Charge for resolution.

The Person in Charge may consider whether it would be practicable having regard to the nature and
the circumstance of the complaint, to seek the consent of the complainant (and any other person to

whom the complaint relates) to mediate an informal resolution of the complaint by the parties concerned.

Formal Resolution
Where informal resolution was not attempted or was not successful, the Person in Charge will initiate

a formal investigation of the complaint and a Complaint Form will be generated.

Where a written complaint is received this must be brought to the attention of the Person in Charge at
the earliest opportunity and be acknowledged within one week. The Person in Charge will investigate

in the same way as a formal complaint.

If you are unhappy with the decision you receive, you can ask your Nursing Home to appoint a
review officer, who is different to the person who carried out the original investigation, to review

the decision.
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Timeframe: The review officer will present the findings of the review in a written response, as
soon as possible and in any case no later than 20 days after receipt of your request. In the event
that the 20 working day timeframe cannot be complied with, you should receive a written response

informing you when you will receive a response and a reason for the delay.

The stages and timescales of the process:

Complaints will be acknowledged in writing within three working days. The Person in Charge will
investigate the complaint and provide feedback to the complainant as soon as possible but no longer
than 30 days after the receipt of the complaint. Should the investigation take longer than 30 days the
complainant will be kept informed of the reasons for the delay and progress.

A review can take place if the complainant is unhappy with the decision made. The review is conducted
and concluded, as soon as possible and no later than 20 working days after the receipt of the request

for review. There will be a written response informing the complainant of the outcome of the review.

How to obtain assistance making a complaint, including how to access an advocate:

Assistance may be obtained in the first instance from the nurse on duty who will attempt to resolve the
problem. Failing this the nurse will refer the matter to the person in Charge who will investigate the
complaint. If the complainant is still dissatisfied with the outcome the complainant may seek a review

of their complaint by a third party in the form of a local advocate or a national advocacy organisation.

All complainants have a right to appoint an advocate to assist them in making their complaint and to

support them in any subsequent processes in the management of that complaint.

Information about advocacy services are available above.
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The process for providing feedback to the complainant:
The Person in Charge will decide on any recommendations to be made as a result of the findings of
the investigation. These recommendations to include:
® redress for the complainant where deemed appropriate by the investigation,
® action to be taken to remove the causes of the complaint or its likelihood for
recurrence as far as is reasonably possible where deemed necessary by the

investigation.

The result of the investigation and the findings will be advised to the complainant by the Person in

Charge.
How the complainant can appeal a decision if they are unhappy with the outcome:

Independent Appeals Process

If the complainant is still not satisfied with the resolution, then they should request an appeal in writing.
The appeal is heard by the Provider (Adrian Cox) who will carry out an independent investigation and
give their findings to the complainant in writing within 2 weeks.

If the complainant remains dissatisfied with the outcome of the investigation, we will continue to

explore options to resolve the matter by a means of mediation or engagement of a third party.

What do I do if the complaint is of a serious or complicated nature?
If your complaint relates to a potential abuse or neglect issue, this complaint or allegation will be

investigated thoroughly using the same steps outlined previously.

What should I expect when I make a complaint?
You will be:

Listened to

® Spoken with in a confidential manner
® Respected

® Treated Fairly

® Offered Advocacy Support

o Kept Safe
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® Provided with Information on how the complaint is being investigated and resolved

® Supported

What are the possible outcomes if I make a complaint?
Possible outcomes might include:

e An Apology

e An Explanation

® An Admission of Fault

® A Change of Decision

e Changes to the Environment

® Correction of Misleading / Incorrect Records

® Changes to Support Levels

® Policy Changes

® No Action

Speaking up about your complaint or feedback will:
® Help us to provide you with a better service
® [Lcarn about what works well and doesn’t work well

® Stops the same thing from happening to other people
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Complaint and Feedback Form

If you have a complaint about any aspect of Shannon Lodge Nursing Home or you want to
provide some feedback, then please complete this form.

Name:

Contact Address:

Phone Number:

Date of expetience giving rise to complaint / feedback:

Complaint / Feedback reported to:

Are you a:
Person receiving a service: Family Member:
Staff Member: Advocate: Other:

Please outline a brief description of your complaint/feedback:

Signed: Date:

To be completed by Shannon Lodge staff member only

Received by: Date Received:

Received from: Verbal Written

Category of complaint: Service Delivery __ Accommodation/Food __ Privacy __ Choice __ Adult
Protection __ Hygiene/Cleanliness __

Financial __ Rights __ Personal Safety/Injury __ Staff Attitude/Manner __ Facilities/Physical
Environment  Communication __ Other
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Initial Action Taken:




	Sage Advocacy

