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Complaints Procedure 

 

All members and employees of Open Door have a right to make a complaint if they feel they 

have been bullied and/or harassed, and they should follow the steps in the following 

procedure.  All complaints will be taken seriously and the procedure will be handled with 

fairness, sensitivity and with due respect for the rights of both the complainant and the 

alleged perpetrator.  There is a two-tiered approach in the procedure – informal and formal 

– to address the issue of bullying or harassment in the workplace.   

 

During any investigation into a complaint, the principles of natural justice must be adhered 

to.  External assistance may be necessary to deal with complaints in some circumstances so 

as to ensure impartiality, objectivity and fairness in an investigation. 

 

 

The Informal Procedure 

 

Method of making an Informal Complaint 

Any member or employee who believes that he or she is being bullied or harassed should, 

where possible, indicate directly to the person complained of that the behaviour in question 

is unacceptable. 

 

If the employee believes that this approach is not suitable or has been unsuccessful, the 

employee may then make an informal complaint. 

 

Informal complaints should be addressed to the General Manager.  If the General Manager is 

involved in the incident, the complaint should be submitted to the Development Officer. 

 

An informal complaint may be verbal or written. 

 

Open Door will designate a person to handle the complaint.  If the complaint was verbal, a 

written note of what is complained of will be taken by the designated person and a copy given 

to the complainant.  
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Procedure which will be followed 

The designated person will establish the facts, the context of the complaint and the next 

course of action in dealing with the matter under the informal procedure.  The designated 

person will also discuss other possible courses of action available to the complainant including 

mediation. 

 

1. Where specific examples are given 

If the complaint concerns bullying and/or harassment and includes specific examples of the 

behaviour complained of, the person complained against will be presented with the 

complaint and given a chance to respond. 

 

After the response is received (or a reasonable period of time has elapsed without a response 

having been received), a method will be agreed to progress the issue to resolution so that 

both parties can return to a harmonious working environment without bullying or harassment 

being a factor. 

 

If the behaviour complained of does not concern bullying or harassment as defined, an 

alternative approach will be put in place and a rationale recorded. 

 

2. Where no specific examples are given 

If no specific examples are provided, there is no complaint to be answered under this policy, 

though other means of protecting and repairing work place relationships may be considered 

by the designated person. 

 

The designated person will keep a record of all stages of the process, the complaint, the first 

meeting, action agreed and signed records of the final meeting.  The purpose of the records, 

which will not include detail of discussions, is to provide evidence that the complaint was 

dealt with in an appropriate manner. 

 

All parties will maintain, insofar as possible, the confidentiality of the informal process.  

Breaches of confidentiality will be treated as a serious disciplinary matter. 

 

 

 



4 
 

Resolution 

When resolution is found through the informal procedure, both parties will be given support 

or periodical reviews, as appropriate.  These may include counselling or other appropriate 

interventions. 

 

Where a complaint is found not to have been made in good faith, the complainant will be the 

subject of disciplinary action. 

 

 

Resolving the Problem by Mediation 

Mediation is an alternative method of resolving issues relating to bullying and harassment.  

Mediation involves the parties seeking to arrive at a solution through mutual agreement, 

rather than through an investigation and decision. 

 

Mediation provides a confidential opportunity for the person who feels that he/she has been 

bullied or harassed, and the person accused of carrying out this inappropriate behaviour, to 

discuss the matter and to reach an agreement on their continuing working relationship. 

 

Mediation is conducted in private, and is directly between the parties concerned, with the 

support of a mediator, who will act as an independent facilitator.  Either party may withdraw 

from the process at any time by notifying the mediator, in writing, that they wish to do so. 

 

If both parties agree to resolve the issue by mediation, the General Manager will arrange the 

mediation process.  An appropriate person, acceptable to both parties, from within or outside 

Open Door will be assigned as mediator. 

 

If the mediation process results in an agreement acceptable to both parties, the mediator will 

draw up a written record of the terms of the settlement for signature by both parties. 

 

If the matter is resolved by mediation, no disciplinary action will be taken. 

 

If mediation breaks down or fails to achieve its goal, the only other option is to have the 

matter resolved by investigation.  A person involved in the mediation process will not be 

involved in the investigation process.  Resolving the matter by investigation may also be 
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considered if the employee concerned feels that it is inappropriate to resolve the matter by 

mediation. 

 

 

Formal Procedure 

In cases where an employee believes that an informal resolution is not a suitable means of 

addressing his or her concern, or where the employee believes that their previous recourse 

to the informal complaints procedure has been unsatisfactory, the employee may make a 

formal complaint of bullying and/or harassment.  Choosing to bypass the informal process 

will not reflect negatively on the employee concerned.  

 

In cases where an employee makes an informal complaint, but where Open Door’s 

management believes, because of the gravity of the subject matter of the complaint or for 

some other reason, that the informal complaints procedure is inadequate to address the 

complaint, the complaint may be dealt with by using the formal complaints procedure. 

 

 

Method of making a Formal Complaint 

Formal complaints should be made in writing, signed and dated.  The complaint should be 

confined to precise details of alleged incidents of bullying and/or harassment, including the 

dates of such incidents and the names of any witnesses. 

 

Formal complaints should be addressed to the General Manager.  If the General Manager is 

involved in the incident, the complaint should be submitted to the Development Officer. 

 

On receipt of a formal complaint, an investigatory panel will be designated by the General 

Manager.  The investigating panel may consist of up to two persons, and will include a 

representative of Management and a staff member. Open Door may engage an external 

independent investigator if it is deemed appropriate in the circumstances.  In exceptional 

circumstances, if either party has an objection to the investigatory panel, the General 

Manager may designate an alternative panel.  An objection to the designated investigatory 

panel must be made in writing to the General Manager in a timely fashion and must clearly 

outline the grounds of the objection. 

Complaints in Writing 
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Where a formal complaint is made but the complainant declines to submit a written 

statement, then a written record will be made of the complaint by the investigatory panel.  

The complainant will be asked to sign this record. 

 

In the event that the complainant refuses to sign this record, the complainant will be made 

aware that the ability of Open Door to investigate the complaint on a formal basis may be 

compromised by any failure of the complainant to cooperate with Open Door’s procedures.  

Efforts will be made to clarify this issue before any further steps are taken. 

 

The complainant will be advised of the aims and objectives of the formal process, the 

procedures and time-frame involved, and the possible outcomes.  He or she will be assured 

of support as required throughout the process.  He or she will be given a copy of this policy. 

 

 

Procedure which will be followed 

The investigation will be governed by the terms of reference which will include the following 

provisions: 

 

1. A provision to the effect that the investigation will be conducted in accordance with 

this policy 

2. An indicative time-frame for the completion of the investigation 

3. Provisions relating to the scope of the investigation, indicating that the investigator 

will consider whether the complaint falls within the definition of bullying or harassment at 

work and whether the complaint has been upheld 

 

The person complained against will be notified, in writing that an allegation of bullying and/or 

harassment has been made against him or her.  He or she will be advised of the aims and 

objectives of the formal process and procedures and timeframe involved and the possible 

outcomes.  He or she will be assured of support, as required, throughout the process.  A 

meeting will be organised at which he or she is given a copy of the complaint in full and any 

other relevant document, including this policy.  He or she will be given time to consider the 

documentation and an opportunity to respond. 

 

The investigator will meet with the complainant, the person complained against and any 

witnesses or relevant persons, on an individual basis, with a view to establishing the facts.  
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The complainant, the person complained against and any witnesses will be entitled to be 

accompanied by a Work Colleague at any meeting. 

 

All interviews with parties and witnesses will be conducted sensitively and with due respect 

to the rights of all concerned.  The investigation will be conducted on a confidential basis, 

insofar as that is possible. 

 

Statements from all parties and witnesses will be recorded in writing.  Copies of the 

statements will be agreed with and given to those who make statements to the investigatory 

panel. 

 

 

During the Investigation 

All parties will continue to work normally during the investigation, unless directed otherwise.  

Where necessary, parties to the complaint will be suspended with full pay to allow for a fair 

and thorough investigation.  Such a suspension is not a disciplinary sanction and this will be 

made clear to the relevant parties.   

 

Open Door’s management will make every effort to ensure the protection of all involved in 

the investigation. 

 

The parties to the complaint should not communicate regarding the complaint. 

 

Any effort by any party to intimidate or otherwise influence any complainant, respondent or 

witness during the course of an investigation will be regarded as a disciplinary matter of the 

upmost gravity. 

 

 

Conclusion of Investigation 

The objective of an investigation will be to ascertain whether or not, on the balance of 

probabilities: 

 

1. The behaviour complained of occurred and, if so 
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2. Whether or not that behaviour amounted to bullying and/or harassment, as defined 

 

It will be open for the designated investigators to determine whether bullying or harassment 

occurred. 

 

The investigation will be completed as quickly as practicable, preferably within the indicated 

time-frame.  The investigatory panel will submit a report to the General Manager which will 

include the conclusions.  A relevant Open Door representative will then examine it for 

thoroughness, objectivity and reasonableness.  The complainant and the person complained 

against will be given a copy of the report as soon as practicable by the General Manager and 

will be given an opportunity to comment, within a prescribed period of time, before Open 

Door’s management decides on any further course of action. 

 

Open Door’s management will decide the action which is to be taken arising from the report, 

in light of the investigating panel’s report and any comments made by the parties.  Open 

Door’s management will then, in writing, inform the complainant and the person complained 

against of the next steps which are to occur. 

 

 

Action where the Complaint is Upheld 

If the complaint is upheld, the matter will be treated as a serious disciplinary issue and Open 

Door will follow the appropriate disciplinary procedures which may lead to disciplinary action 

up to and including dismissal.   If the perpetrator is not an employee, for example, if he or she 

is a client, other appropriate measures will be taken. 

 

Open Door may also take other appropriate action to support and protect the victim and/or 

to ensure that similar situations do not arise in the future. 

 

 

Action where the Complaint is not Upheld 

If the complaint is not upheld but the complainant is found to have acted in good faith, Open 

Door may take appropriate measures to support both the complainant and the person 

complained against.  This will include taking appropriate measures to ensure that other 

parties to the investigation are made aware that the finding was not upheld. 
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Where a complaint is not upheld and is found not to have been made in good faith, the 

complainant will be the subject of disciplinary action.  The same principle will apply for 

witnesses giving evidence in bad faith. 

 

 

Preservation of Rights and Prevention of Victimisation 

Making a complaint under this policy will not affect an employee’s statutory rights.  No-one 

will be victimised for making a complaint in good faith or for acting in good faith as a witness 

in an investigation. 

 

 

Appeals 

If either party is dissatisfied with the outcome of the formal complaints procedure, they may 

lodge an appeal within 7 working days of receipt of notification of the outcome of the process. 

 

The reason for the appeal should be outlined in writing to Open Door’s management.  The 

appeal will be heard by another person(s), of at least the same level of seniority as the original 

investigatory panel.  The appeal will focus only on the aspect of the case cited by the appellant 

as being the subject of the appeal. 

 

The grounds of the appeal and any outcome and methodology employed will be appended to 

the investigation file.  Please note that the final report of the investigation itself will not be 

subject to amendment. 

 

The complainant may at any stage, during the complaint process may bring the complaint 

forward to the Health Service Executive, if they are dissatisfied with how Open Door is dealing 

with their complaint.  

 

 

Resolution 

Both parties will be given appropriate support and periodical reviews, insofar as is reasonable, 

after the formal process has been concluded. 
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External Investigation 

In any situation where, by reason of the size of Open Door, seniority of a complainant or a 

person complained against, or for any other reason, it is not appropriate for a formal 

complaint, informal complaint or appeal to be investigated by an employee, Open Door 

reserves the right to appoint an appropriate external person to carry out the investigation, 

i.e. the Health Service Executive.  Any such external person will carry out his or her functions 

in accordance with the provisions of this policy and Open Door will give appropriate effect to 

the findings of such an external person. 

 


