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difficulty of undertaking an investigation; the
difficulty of responding to the complainant on
the issues raised in the complaint; the
difficulty of remedial action between parties
or where agreement on the complaint is
required.

1. Purpose and scope of Complaints
Policy
Glencree Centre for Peace and Reconciliation
is committed to dealing effectively with any
complaints you may have about our service. If
we got something wrong, we will apologise
and where possible we will try to put things
right.

Should Glencree receive an anonymous
complaint, we will note it and where possible
or necessary try to resolve it. Should the
following circumstances prevail we may
initiate an investigation:

This policy demonstrates our commitment to
ensuring that we deal with and address
complaints in a professional manner and that
we make relevant improvements because of
complaints.



This policy covers all actions that a concerned
individual can take in respect to a complaint
against Glencree Centre for Peace and
Reconciliation such as:









Any aspect of the work of Glencree
Centre for Peace and Reconciliation
A decision made about a member of
Glencree, a participant in our
Programmes, our social media
followers
A member of Board, staff or volunteer
of Glencree Centre for Peace and
Reconciliation
Any official activity of the Glencree
Centre for Peace and Reconciliation.

If there was a concern by the
complainant that to reveal her/his
identity could lead to adverse
consequences and this is explained in
the complaint;
If the complaint involves a minor or a
vulnerable adult, in such instances,
Glencree will investigate all
complaints according to Glencree’s
policy on the Protection of Children
and Vulnerable Adults.

2. When to use this policy
If you complain to us, we will respond in
accordance with this policy. Sometimes, you
might be concerned about matters that
others decide e.g. things that are governed by
the law or third party regulations, and we will
then advise you about how to make your
concerns known.

Concerned individuals include service users,
Glencree Programme participants, members
of the public and concerned stakeholders
(funders, external agencies, etc.).

3. Informal resolution
If possible, we believe it is best to deal with
things as soon as possible and in the easiest
and most direct way. If you have a complaint,
raise it with the person you are dealing with.
He or she will try to resolve it for you there
and then. However, s/he may need time to
look into it. We provide 5 working days from
the date of the complaint to do this.

We will deal with a complaint by a member of
staff through the grievance process (see
Grievance Procedure). We will deal with
complaints in relation to harassment or
equality through the relevant policies in the
Employee Handbook.
1.1 Anonymous complaints

If there are any lessons to learn from
addressing your complaint, the member of
staff will draw them to our attention. If the
member of staff is unable to help, s/he will

We consider there to be practical issues and
issues of fairness with regard to dealing with
anonymous complaints or complaints made
under a false identity. These include the
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explain why and you can then ask for your
complaint to be formally investigated.

6. Dealing with your complaint
We will formally acknowledge your complaint
within 5 working days and let you know how
we intend to deal with it. We will ask you to
tell us how you would like us to communicate
with you and establish if you have any
particular requirements such as language
interpreters or translation. We will deal with
your complaint in an open and honest way.

4. How to make a formal complaint
You can make a complaint in any of the ways
below:







You can ask for a copy of our
complaint form from the person with
whom you are already in contact.
You can get in touch with our
Complaints Officer (contact details are
on the Complaints Form included in
this document).
You can use the form on our website
at www.glencree.ie
You can write a letter to the
Complaints Officer (details on the
Complaints Form) at Glencree Centre
for Peace and Reconciliation,
Glencree, Enniskerry, Co. Wicklow
A98 D635

We will make sure that your interactions with
us in the future do not suffer just because you
have made a complaint.

7. Investigation
We will tell you who we have asked to
investigate your complaint.
If your complaint is straightforward, we will
usually ask somebody from within Glencree to
look into it and get back to you (see Section
11 below).

5. What you should include in your
complaint

Depending on the nature and seriousness of
the complaint, we may ask someone from
outside the organisation to investigate.

Remember to state your name, address and
telephone number (and email, if applicable)
and whether you are acting on behalf of
someone else. If you are making a complaint
on behalf of somebody else, we will need
their agreement to you acting on their behalf.







The Glencree Board Chair, CEO and
Complaints Officer will jointly appoint such
person(s).
We will set out to you our understanding of
your complaint and ask you to confirm that
this is accurate. We will also ask you to tell us
what you hope will be the outcome.

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
Complaints Officer if extra
information and/or copies of relevant
documents are attached to your
complaint.

The person looking at your complaint will
usually need to see any files we hold relevant
to your complaint. If you do not want this to
happen, it is important that you tell us.
If there is a simple solution to your problem,
we may ask you if you are happy to accept
this.
We will aim to resolve concerns as quickly as
possible and expect to deal with the vast
majority within 30 working days.
If your complaint is more complex, we will:
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within two weeks of this consideration by
Board members. The decision of the
Chairperson will be final. You can contact the
Glencree Chairperson at our office address
(see below) and mark your correspondence
private and confidential.

let you know within this time why we
think it may take longer to investigate
tell you how long we expect it to take
give you regular updates every 15
working days on any progress made.

The person who is investigating your concerns
will aim first to establish the facts. The extent
of this investigation will depend on how
complex and how serious the issues you have
raised are.

10. Putting things right
If we did not do something well, we will aim
to put it right.
If you have lost out because of a mistake on
our part we will try to put you back in the
position you would have been in if the
mistake had not happened.

In complex cases, we will draw up an
investigation plan. In some instances, we may
ask to meet you to discuss your complaint.
Occasionally, we might suggest mediation or
another method to try to resolve disputes.
Participation in mediation will always be
voluntary and by agreement.

11. Oversight of Complaints
The designated persons in Glencree to
undertake investigations of complaints are
our Programme Managers, the CEO or Chair
of the Board.

When investigating your complaint, we will
look at relevant evidence. This could include
files, notes of conversations, letters, emails or
other documentation that may be relevant to
your complaint. We may also talk to staff or
relevant third parties.

The Complaints Officer will ensure that we
maintain written records in relation to all
complaints and all actions in relation to them
according to data protection guidelines. S/he
will provide an overview of all complaints
annually to the Glencree Peace and
Reconciliation Board meeting that pre-dates
our Annual General Meeting. Programme
Managers will report to the CEO regularly on
any complaints received, which will allow the
CEO to report to the Board via written reports
on the numbers and status of complaints,
should they arise.

8. Outcome
When we formally investigate your complaint,
we will let you know what we have found, in
keeping with your preferred form of
communication. This could be by letter or
email, for example. If necessary, we will
produce a longer report. We will explain how
and why we came to our conclusions.
If we find that we got it wrong, we will always
apologise, we will tell you what happened and
why it happened. If we find there is a fault in
our systems or the way we do things, we will
tell you what it is and how we plan to change
things to stop it happening again.

12. What if you need help?
Our staff will aim to help you make your
complaint known to us. If you need extra
assistance, we will try to put you in touch with
someone who can help. The Complaints
Officer will advice you (see details on the
Complaints Form at the back of this
document).

9. What if your complaint is not
resolved?

What we expect from you

If you are not happy with our response, you
may get in touch again by writing to the
Chairperson of the Glencree Board. The
Chairperson will ensure that the Glencree
Board considers your appeal and will respond

In times of trouble or distress, some people
may act out of character. There may have
been upsetting or distressing circumstances
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leading up to a complaint. We do not view
behaviour as unacceptable just because
someone is forceful or determined.

expect you to be polite and courteous in your
dealings with us. We will not tolerate
aggressive or abusive behaviour,
unreasonable demands or unreasonable
persistence.

We believe that all complainants have the
right to be heard, understood and respected.
However, we also consider that our Board and
staff have the same rights. We, therefore,
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Complaints Form
Please complete all sections of this form using block letters or type.

Name of person making complaint: …………………………………………………………
Address: …………………………………………………………………………
……………………………………………………………………………………..
…………………………………………………………………………….……….
Phone number: …………………………………
Date & time complaint was first made:

Date & time of incident:

…………………………….

.…………………………….

Details of Complaint:
….…………………………………………………………………………………………………...
………………………………………………………………………………………………………
………………………………………………………………………………………………………
………………………………………………………………………………………………………
………………………………………………………………………………………………………
………………………………………………………………………………………………………
Please continue on an additional sheet if required
Signature: ………………………………………

Date: ……………………..……

Please return in an envelope clearly marked private and confidential to:
Nadette Foley, Complaints Officer, Glencree Centre for Peace and Reconciliation, Glencree,
Enniskerry, Co. Wicklow A98 D635 or email nadette.foley@glencree.ie 01 282 9711
Read by Complaints Officer:
Signature: ……………………………………………….
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Date: ……………………….

