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Limerick City & County Council 
Complaint Form

	
A: Details of the person making the complaint


	Surname
	

	Forename
	

	Title 
	

	Address	

	
	

	
	

	
	

	Eircode
	

	Email	

	Landline 
	

	Mobile
	

	               
Please state which is your preferred method of contact:

	
	

	



	

	Your requirements
If you have any difficulty with this form or making your complaint, please tell us so that we can discuss how we might help you.
The person who experienced the problem should normally fill in this form. If you are filling this in on behalf of someone else, please fill in section B. Please note that before taking forward the complaint we will need to satisfy ourselves that you have the authority to act on behalf of the person concerned.

	
B: Details of a person making a complaint on behalf of someone else:

	First Name	

	Last Name	

	Address
	

	
	

	
	

	             
	

	

Eircode                  ______________________________________

Email                         ______________________________________________________________

	

	Contact Number    ___________________________________________________________         
	

	
Why are you making a complaint on their behalf?
	

	

	
	

	
	

	
	

	
	

	

	








	[bookmark: _Hlk521325947]C: About your complaint (Please continue your answers to the following questions on a separate sheet(s) if necessary)

	What do you wish to complain about?

	
	

	
	

	
	

	
	

	Describe how the person affected suffered or has been affected 

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	What do you think should be done to put things right?

	
	

	
	

	
	

	
	

	
	

	
	



Have you already put your concern to the staff responsible for delivering the service? If so, please give brief details of how and when you did so. 
	

	

	




	Signature
	

	Date
	

	
	




If you have any documents to support your concern/complaint, please attach them with this form. 

When you have completed this form, please send it to:

Complaints Officer
Limerick City & County Council
Customer & Corporate Services, 
Limerick City & County Council, 
Merchant’s Quay, Limerick.


What is a complaint
 A complaint is defined as “An expression of dissatisfaction by one or more members of the public about an organisation’s action or lack of action, or about the standard of service or communication provided by or on behalf of the organisation”.
You can make a complaint if you feel that: 
· You have been unfairly treated by the Council . 
· That a service to which you believe you are entitled is not being provided . 
· That a service being provided is inadequate .
· That a decision made in relation to you is incorrect, or did not take all factors into account . 
· That a request for service/information has been ignored.


What is not a complaint 
· An initial service request is not a complaint 
· Complaints about matters that are outside of the Council’s remit to examine/ deal with 
· Complaints about decisions of the elected members of Council 
· Complaints about planning decisions as there is a right of appeal to An Coimisiún Pleanála 
· Complaints about alleged data protection breaches should be directed to your Data Protection Officer to deal with. 
· Complaints about breaches of Ethics legislation 
· Complaint made under the Disability Act must be investigated by your appointed Inquiry Officer in accordance with Section 39 of the Disability 
· Protected disclosures (whistleblowing or ‘reporting wrongdoing in the workplace’) should be directed to the Chief Executive/ Protected Disclosures Officer – see link to further information - https://www.opdc.ie/en/publication/3a25c-what-a-protected-disclosure-is/
· Areas where Freedom of Information applications are made under the Acts 1997/2003/2014 .


How do I make a complaint?

 You can make a complaint:

· On this official complaints form . 
· Via e -mail to customerservices@limerick.ie
· Via our website www.limerick.ie 
· By post to the Complaints Officer, Customer & Corporate Services, Limerick City & County Council, Merchant’s Quay, Limerick.
· Complaints over the phone or in person will be verified by the customer before being submitted

Resolving a Complaint
On receipt of a complaint Limerick City & County Council will clarify exactly what the person is complaining about. 

· A complaint will be acknowledged within 5 working days, and all reasonable means will be applied to resolve the issue
· A full response to the person making the complaint will be provided as soon as possible, but not later than 30 working days from the time the complaint was received. 
· If this timeframe cannot be met, extensions will be agreed by both parties. This will be carried out on a case-by-case basis with the circumstances fully explained and will only occur in exceptional circumstances. 
· If the extension date cannot be met the timeframe for provision of response may be further extended by agreement of both parties and to a specified date.

Limerick City & County Council will advise the person of their right to contact the Ombudsman if they do not agree with the decision not to deal with the issue as a complaint

If you are unhappy with the response to your complaint you can refer the issues to the Office of the Ombudsman. The Ombudsman is impartial, independent, and free to use. The Ombudsman will ask you for details of your complaint and to provide a copy of this letter or email (our final response to your complaint). They can be contacted by:

· Clicking on the ‘Make A Complaint’ button at www.ombudsman.ie 
· Or writing to: Office of the Ombudsman, 6 Earlsfort Terrace, Dublin 2, D02 W77.  
· Or calling the Ombudsman on 01 636 5600 if you have any queries.
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