Pact

assessment suppert

COMPLAINTS POLICY
PURSUANT TO PART 9 OF THE 2013 CHILD AND
FAMILY AGENCY ACT
FOR FEEDBACK AND COMPLAINTS REGARDING
SERVICES PROVIDED AS SERVICE PROVIDER FOR
TUSLA
AND FOR ALL OTHER FEEDBACK AND
COMPLAINTS FOR SERVICES PROVIDED

N . [
Signed: Kom Ka—o’l««\i&v 21\ s’\‘u \
Chair— 7 Date

Next Review Date: May 2019




COMPLAINTS POLICY
FOR PACT
PURSUANT TO PART 9 OF THE 2013 CHILD AND
FAMILY AGENCY ACT
FOR FEEDBACK AND COMPLAINTS REGARDING
SERVICES PROVIDED AS SERVICE PROVIDER FOR
TUSLA
AND FOR ALL OTHER FEEDBACK AND
COMPLAINTS FOR SERVICES PROVIDED

Pact adopts as its policy and procedure, mutatis mutandis, the
“Tell Us” Feedback Policy and Procedure of Tusla. This is
attached in full hereto and is the overarching policy document.
This is to apply to all complaints, whether concerning PACT as a
service provider to Tusla or otherwise, and supersedes previous
procedures. As regards any complaint concerning PACT as a
service provider for Tusla, the Tusla policy is in place since
September 2016.

Below is a synopsis of the policy and procedure as approved by
the Board of PACT, in line with Tusla policy, for complaints
made to PACT as distinct to those made direct to Tusla
F;\i. [,]\".\\
Introduction

Tusla — Child and Family Agency is the dedicated state agency responsible for
improving wellbeing and outcomes for children. Consistent with its functions under
the ‘Child and Family Agency Act 2013” and national standards, the Agency has
developed a national feedback and complaints policy called ‘Tell Us’. This is an
overarching policy and procedure which is supported by a number of guidance
documents which are outlined in Appendix 1 to that policy.

PACT- is a provider of services related to adoption and fostering, primarily
assessment, both as a service provider within the meaning of the 2013 Act, and also
independently of Tusla.

This policy includes both feedback and complaints and deals with them separately
as follows:




[J Section 3 provides details on managing feedback about services provided by PACT

) Section 4 provides details on managing complaints from service users and
non-service users negatively impacted by PACT

All previous feedback and complaints policies and procedures operated by Tusla and
PACT are replaced within PACT and Tusla by this new policy and procedure, ‘Tell
Us’.

Statutory Definitions:
“action” means anything done or omitted to be done—
(a) by the Agency, or
(b) by a service provider in connection with the provision of a service that is the
subject of an
arrangement under section 56 or 58 of the 2013 Act

“close relative”, in relation to another person, means a person who—

(a) is a parent, guardian, son, daughter, spouse or civil partner within the meaning of
the Civil Partnership and Certain Rights and Obligations of Cohabitants Act 2010 of
the other person, or

(b) is cohabiting with the other person;

“complainant” means a person who is entitled under section 61 to make a complaint
under this Part on the person’s own behalf or on behalf of another;

“complaint” means a complaint made under this Part about any action of the Agency
or a service
provider in accordance with procedures established under section 64 (1)(a) that—
(a) it is claimed does not accord with fair or sound administrative practice, and

(b) adversely affects the person by whom or on whose behalf the complaint is made;
“complaints officer” means a person designated—

(a) by the Agency for the purpose of dealing with complaints made to it in accordance
with procedures established under section 64 (1) (a), or

(b) by a service provider for the purpose of dealing with complaints made to the
service provider in accordance with procedures established under section 64 (1)(a) or

Q).

1.0 Policy Statement

It is important that PACT hears the experiences of those receiving Pact services and
those who are affected by how PACT provides these services. Facilitating feedback
and complaints allows PACT to hear these experiences.

PACT commits to learn from the information it receives through feedback and
complaints and to use the learning to inform improvements in services.

The emphasis of the policy is on resolution not blame.

PACT will:

L) Give children, young people and their families (and any other people affected

by PACT services) the opportunity to express their views about services in

ways that are safe and inclusive;

O Facilitate children, young people and their families (and any other people
affected by PACT services) to express their views;

O Listen to these views;

T Act on these views as appropriate;




