














ROCKWELL COLLEGE
RESIDENCE
COMPLAINTS POLICY 


         
             

Purpose of Policy:
Rockwell College believes that if a boarder, Host parent or a parent/guardian/agent wishes to make a complaint or register a concern they should find it easy to do so. The purpose of this document is to define the policy and procedures of Rockwell College to Complaints, Comments and Compliments in relation to the Residence.
The aim of this policy is to ensure that Rockwell Colleges complaints, comments and compliments procedure is properly and effectively implemented and that boarders and their families feel confident that their complaints, comments, concerns and worries are listened to and acted upon promptly and fairly.
This policy is intended to ensure that complaints are taken seriously and dealt with properly. It applies when boarders or their families/agents feel there is a genuine problem to address. 

Scope of Policy:
This document relates to all boarders in Residence and their Host Parents, Parents/Guardians and Agents.
Complaints:
It is the policy of Rockwell College Residence to welcome complaints or concerns and look upon them as an opportunity to learn, adapt, improve and provide better service.
Rockwell College Residence would also like to receive any comments or compliments from boarders or their guardians may have which would enhance the service we provide.
Rockwell College Residence believes that failure to listen to or acknowledge complaints, comments or concerns will lead to dissatisfaction with boarders or their family. The Residence supports the concept that complaints, comments, or concerns if dealt with immediately, openly and honestly, can be resolved quickly at local level.
Glossary of Terms and Definitions
Complaint : A statement that something is unsatisfactory or unacceptable

Roles and Responsibilities:
It is the responsibility of the Residence Manager to make sure this Policy and the procedures therein are implemented, that incidents are recorded and documented and that the policy brought for review and ratification periodically. 
      Management of Complaints/Suggestions made via the Suggestion Box.
Rockwell College Residence recognises that some boarders may be shy or reticent regarding making their dissatisfaction known regarding a particular issue. In such cases, a Parent or Guardian/Agent may articulate their concerns on their behalf either verbally or in writing.
However, there may also be times when a boarder may make a complaint or a suggestion using the anonymity afforded by the Suggestion Box. Complaints or Suggestions are then brought to the Boarders’ Council meeting for discussion and followed from there if the Council, Principal and Residence Manager deems it reasonable.  If the complaint contains allegations of a serious nature which are made anonymously, the Residence Manager will discuss the contents with the Principal. Every effort will be made to address the issue insofar as is possible. It is accepted that anonymity made impede the discovery of facts.
The Residence Manager will agree with the Principal as to whether an anonymous complaint warrants investigation on a case-by-case basis. Vexatious complaints will be considered a disciplinary matter. 

       Management of Verbal Complaints 
· All verbal complaints, no matter how seemingly unimportant should be taken seriously and documented in the Register of Complaints. 
· The staff member receiving a verbal complaint should seek to address the problem promptly. If the complaint is not within the staff members’ control to address, he must record the complaint in the Register and ensure it is brought to the attention of the Residence Manager at the earliest opportunity. 
· In the case of very urgent complaints, staff should contact the Residence Manager immediately. Staff may use professional discretion when determining the urgency of a complaint but must consider the safety and care of the boarder as a top priority.
· All contact with complainants should be polite, courteous and empathetic. 
· At all times staff should remain calm and respectful.
· A suggested plan of action by the staff member should be proposed to resolve the complaint.
· If the suggested plan of action is not acceptable to the complainant the Residence Manager should be advised of the staff member’s attempt to deal with the complaint. The Residence Manager will speak to the complainant and arrange a meeting within 48hrs. They will also be advised to put their complaint in writing.

Management of Written Complaints
· Complaints of a serious nature should only be submitted in writing and staff may request a verbal complaint to be made in writing.
· All complaints against staff must be submitted in writing. 
· When a written complaint is received it should be read by the Residence Manager and logged as having been received on that date in the Register of Complaints. 
· An acknowledgement letter will be sent within 5 working days to the complainant. 
· The Residence Manager will inform the College Principal of the complaint and will commence the investigation. If the Manager is the subject of the complaint, the Principal (or an assigned person) will investigate.
· If necessary, further details should be obtained from the complainant. 
· If the complainant raises potentially serious matters, legal advice can be sought from the Board of Management who will arrange this. 
· This procedure should also apply to parents/agents/Host Families. 
· A full investigation of the complaint will take place within 30 days resulting in a written report. In the event of a longer investigation, a progress report will be given to the complainant within 30 days and an update given every 10 working days thereafter, outlining the current status of the complaint. Where a complaint cannot be fully resolved within resources, the investigating staff member will write to the complainant explaining the situation and the efforts that will be made by the College to address the complaint.
· Where a complainant is dissatisfied with the outcome of, or the handling of the complaint, they will be given the option of taking the complaint to the Board of Management. The Board of Management may opt to conduct an independent review or use an external complaints mechanism.

Exclusions
Complaints relating to Child Protection do not come under the scope of this policy. All complaints relating to matters of Child Protection will be addressed as per the Child Protection Procedures for Primary and Post-Primary Schools 2017 and Children First Guidelines. 
Any staff member who receives a complaint relating to Child Protection must inform the Designated Liaison Person or the Deputy Designated Liaison Person immediately as a Mandated Person. 


Register of Complaints
Complaints will be registered as a formal record and will be stored in line with the GDPR policy of Rockwell College. 
A Register of Complaints is maintained that includes:
· Date of complaint
· Name of person making the complaint
· Details of the compliant
· Details of any action taken, regardless of whether the complaint is upheld or not. 

Every complaint received will be logged by the person who receives the complaint and raised with the Residence Manager for feedback and future learning. Where required, measures for improvement will be put in place. 

Ratification and Review:

This Policy has been ratified by the Board of Management and is subject to regular review. 
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