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Document Description

This policy describes the EOPD.ie Complaints Policy and Procedure

Implementation and Quality Assurance

Implementation is following consultation with the board, EOPD.ie members and the
general public and this Policy shall stay in force until any alterations are formally
agreed. This Policy is made available on the EOPD.ie website

The Policy will be reviewed once a year by the Board of Trustees, sooner if
legislation, best practice, or other circumstances indicate this is necessary.

All aspects of the Complaints Policy and Procedure shall be open to review at any
time. If you have any comments or suggestions on the content of this policy, please
contact the team at info@eopd.ie.

EOPD.ie is a registered charity and a company limited by guarantee.

Company Number 684095, Registered Charity Number 20206267 Revenue Number
CHY22875

Address: 77 Lower Camden Street, Dublin DO2 XES80.
Web: www.eopd.ie
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Early Onset Parkinson’s Disease CLG Complaints Policy
and Procedure

Our Commitment to You

Early Onset Parkinson’s Disease CLG (hereinafter called EOPD.ie) is committed to
ensuring that all our communications and dealings with our members, the public, our
supporters and all who engage with us are of the highest possible standard. We
listen and respond to the views so that we can continue to improve. EOPD welcomes
both positive and negative feedback. Therefore, we aim to ensure that we treat every
complaint with respect.

Complaint Procedure
What to do if you have a Complaint?

If you have a complaint about any aspect of our operation, you can contact the in
writing or by email.

e In writing to:
Early Onset Parkinson’s Disease Ireland CLG,
77 Lower Camden Street,
Dublin 2,
D02 XES80.

e By email: complaint@eopd.ie

e Website: www.eopd.ie / complaint form

We will only accept complaints in writing (email or letter). We do not accept
complaints by phone, in person, or via social media.

How we will investigate and respond

In the first instance, your complaint will be dealt with by two of members of our board
of directors, one of which will generally be our Company Secretary. The initial
assessment will establish whether the complaint is;

Applicable to EOPD.ie, (Is EOPD.ie the correct target for the complaint)
How serious is the impact of the complaint,

Is of a nature which would require involvement of An Garda,

Has the complaint been discussed across social media,

Whether the Complaisant is an EOPD.ie member.

To assist EOPD.ie in the assessment of the complaint we request you give us as
much information as possible and let us know how you would like us to respond to
you, providing relevant contact details.

e Exactly what the problem is and how it has occurred
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¢ How it has affected you
¢ What you consider should be done to put the matter right

What Happens Next?

When we receive a complaint by email or in writing, we will;

e acknowledge your complaint within 14 days.

e The target response is to resolve every complaint 30 days from
acknowledgement.

e Ifitis not possible to resolve the complaint withing 30 days, we will advise
complaint of new deadline.

All complaints will be logged in our complaints register on our database and tracked
until they are resolved. The complaints register is reviewed by the board of directors
annually.

What happens if the complaint is not resolved?

If you are still not satisfied with the outcome, you are invited to contact the
Chairperson of the Board who will ensure that your appeal is considered at Board
level. S/he will respond will consider whether the compliant should be discussed or
mentioned at the next or subsequent board meeting. The schedule of board
meetings is such that this may take a number of months.

Acting on Results

Complaints will be reviewed to establish whether any further action is required.
Actions will be noted on the register of complaints.



