Our promise

Friends of the Elderly will:
- treat all complaints seriously and deal with them properly. 
- treat you with courtesy and fairness in all of your dealings      with us.
- treat your complaint with sensitivity, discretion and understanding.
- resolve complaints promptly whenever possible; and 
- learn from complaints and take action to learn and improve.
Who should I send the complaint to?

If you have complaints regarding an aspect of our fundraising please contact

Dermot Kirwan Fundraising Manager
Email dkwiran@friendsoftheelderly.ie
All other complaints should be sent to
Elaine Aughey, Manager
E-mail: eaughey@friendsoftheelderly.ie
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COMPLAINTS 

PROCEDURE
Friends of the Elderly

25 Bolton Street

Dublin 1

01 8731855

A GUIDE TO FRIENDS OF THE ELDERLY’S COMPLAINTS PROCEDURE
We want to make it as easy as possible for you to make a complaint and so there is a form available.  Our staff can give you guidance on completing the form and the procedures to follow.
We would hope that most problems could be resolved by simply getting in touch with the Programme Coordinator, or Manager. However, if you are not satisfied that the problem has been resolved or handled to your satisfaction, you may wish to make a formal complaint.
HOW TO MAKE A COMPLAINT?
STEP 1 - Please raise any written complaint first of all with your Manager. We want to deal with complaints as quickly as possible and most can be resolved on the spot. You can also contact Friends of the Elderly Ireland in writing or by telephone to;

Friends of the Elderly 25 Bolton Street, Dublin 1 or 01-8731855

We want to deal with complaints as quickly as possible and most can be resolved on the spot.

Please give us as much information as possible and let us know how you would like us to respond to you, providing relevant contact details. 

 If your complaint is about the Manager, you should begin at step 2.

IF YOU FEEL YOUR COMPLAINT HAS NOT BEEN SATISFACTORILY RESOLVED

STEP 2 - If you are not satisfied with the response or your complaint involves the Manager, you should contact in writing the President of the Board of Directors Jim O’Brien who will acknowledge your complaint within 5 working days, and do everything they can to resolve it within 14 working days. If this is not possible, they will explain why and provide a new deadline. 

The Chairman will ensure that your appeal is considered at Board level and will respond within two weeks of this consideration by Board members. We take the issue of transparency and accountability very seriously at Friends of the Elderly Ireland. The Appeals sub committee’s decision will be final
COMPLAINT FORM


Please return this form to Manager, Friends of the Elderly, 25 Bolton Street, Dublin 1 
Please mark the envelope “Private & Confidential”.
Name: .......................................................................................................................................................

Position (where applicable): ................................................................................................................

Organisation (where applicable): ........................................................................................................

Address: ...................................................................................................................................................

...................................................................................................................................................................

...................................................................................................................................................................

Telephone No. .....................................................................  

e-mail………………………………………………………...

1. Details - Please give as much detail as you can about your complaint.  Continue on more paper or attach any documents you wish to be considered.

2. If you have raised this complaint before, what has been the response and why are you dissatisfied with it?

3. In your opinion, what do you think we should do to resolve your complaint?

Signed ......................................................................................... Date ..................................................

FOR OFFICE USE

Complaint received on (date) ...............................................................................................................

This complaint will be dealt with by ....................................................................................................

Who you can contact at ........................................................................................................................

You will be given a copy of this form for your own records

