
 
 

 Complaints Policy 
 
1.​ Introduction 

The purpose of this policy is to set out for all applicable parties the Donegal Local 
Sports Partnership CLG (DSP) code of practice for dealing with complaints. We aim to 
ensure a fair and equitable resolution to any complaint.  
 

2.​ Definition of Complaint 
A ‘complaint’ can be defined as ‘any expression of dissatisfaction, whether oral or 
written, from or on behalf of an eligible complainant about DSP’s provision of or failure 
to provide a service,  unfair treatment or maladministration. 
 
Anonymous complaints 
It is not the practice of DSP to respond to anonymous complaints. However an 
exception to this is where an anonymous complaint does contain sufficient evidence, 
detail or information, that can allow for an investigation. However we cannot provide 
feedback on the outcome of such an investigation if no contact details exist. 
 
Abusive Complaints 
An abusive complaint can be defined as any service user or stakeholder’s 
communication that crosses the line from expressing dissatisfaction. It can be the use 
of foul, obscene, derogatory or racist language either verbally or by written 
communication. 
 
In the first instance we will advise the complainant that their behaviour or 
communication style  is considered unreasonable and allow them the opportunity to 
alter it.  If a complaint contains legitimate feedback alongside abuse the core issue may 
be addressed but the abusive element will not be tolerated.   
 

 
3.​ Scope of Policy 

This policy applies to all those who use the services of DSP.  This includes current and 
past programme participants, sporting and voluntary organisations, statutory bodies, 
etc.  The procedures outlined in this policy cannot be used as an alternative or 
additional complaints mechanism to the DSP’s Bullying, Sexual Harassment, 
Harassment (Dignity at Work Policy), Grievance and Disciplinary procedures, which deal 
with internal employee matters.  
 
Where a concern is being raised in relation to a possible wrong doing in the workplace 
please refer to DSP’s Protected Disclosures policy for procedures to be followed. 

 
4.​ Policy Statement 

Donegal Local Sports Partnership CLG (DSP) is committed to providing a high quality 
service to sporting and voluntary organisations, communities, volunteers and 
participants that use its services.  However, we recognise that under some 
circumstances, people may feel that the service they have received from us, or tried to 
receive from us, did not meet their expectations.  We encourage feedback, both 
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positive and negative, on all aspects of our policy and operations, so that we can 
maintain and improve standards on an ongoing basis.  

 
5.​ General Principles 

●​ Complaints are taken seriously. Each complaint is treated equally, sensitively and in 
confidence. All complaints are handled with an open mind and investigated without 
prejudice.  

●​ All complaints will be logged and dealt with promptly in an attempt to resolve them 
as quickly as possible.  

●​ DSP will notify the complainant within 10 working days in writing that the complaint 
has been received and outline how it will be dealt with.  

●​ All complainants have the right to appoint an advocate who, if a person is unable to 
make a complaint themselves, can assist them in making the complaint either in 
writing or by phone. 

●​ Employees have an obligation to participate and support the investigation of any 
complaint where requested. 

●​ The complainant has a right to seek an independent review from the Office of the 
Ombudsman, 18 Lower Leeson Street, Dublin 2 at any stage of the complaint 
management process.  

●​ DSP monitors and evaluates complaints on a regular basis and seeks to make 
ongoing improvements. 

 
6.​ Complaints Procedure 
 

A.​ First Stage: INFORMAL 
●​ Where appropriate, complaints should be raised on an informal basis with the staff 

member best able to resolve the situation. In this way issues can be dealt with 
quickly and often most successfully. 

●​ A written summary report of the outcome of the informal complaint will be 
recorded and retained by DSP. 

 
B.​ Second Stage: FORMAL 

●​ Where an informal approach is not appropriate or you are unhappy with the 
outcome of an informal approach, a formal complaint should be made in writing, 
addressed to the DSP Chief Executive Officer or Chairperson of the Board of 
Directors.  

 
You can make a complaint (marked PRIVATE & CONFIDENTIAL) either by:  
●​ Email: info@activedonegal.com OR  
●​ BY POST to either the DSP Chief Executive Officer or Chairperson of the Board of 

Directors OR  
●​ If you do not wish to make a complaint directly to the DSP Chief Executive officer, 

you can write (marked PRIVATE & CONFIDENTIAL) to the Chairperson of the Board of 
Directors.  
 
Donegal Sports Partnership, 
Office No. 7., 
River Front House, 
Pearse Road, 
Letterkenny, 
Co Donegal, F92 T68V 
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C.​ Response to Complaint 

The DSP Chief Executive Officer/Chairperson of the Board of Directors (or nominated 
person) will respond to the complaint within ten working days of receipt. If it requires 
further investigation, you will be made aware of this. It is hoped that most complaints 
will be resolved at this stage. 

 
D.​ Investigation and Report 

The DSP Chief Executive Officer/Chairperson of the Board of Directors (or nominated 
person) is responsible for carrying out the formal investigation of the complaint at the 
second stage.   
 
The formal investigation will consist of: 
➔​ Interviewing the complainant, respondent, and possible witnesses 
➔​ The principles of fairness and natural justice {allowing both parties to be heard and 

respond to the complaint (s)} will be observed throughout  
➔​ Preparing a report outlining findings of fact and concluding whether the complaint 

is substantiated or not 
➔​ A copy of the report will be provided to the complainant and respondent 
➔​ Both parties have a right to appeal the report findings 

 
 

7.​ Appeal Process for Formal Complaints 
 

●​ If the complainant or respondent is unhappy with the report recommendations 
(referred to at 6D) they can appeal in writing to the Chairperson, DSP Board of 
Directors within  ten working days of receipt of the report.  

●​ The  appeal panel will be made up of two individuals, neither of whom will have 
dealt with the original complaint. The two individuals on the panel may be made up 
of the following: DSP CEO/Chairperson of the Board/nominated member of the 
Board/ nominated suitably qualified independent person 

●​ The DSP CEO/Chairperson of the Board/ nominated member of the Board/ 
nominated Independent person will let the complainant know in writing, within ten 
working days of receiving this appeal letter, that the complaint is being investigated 
further and that it will be presented for resolution at the next meeting of the DSP’s 
Board of Directors.  

●​ The DSP Board of Director’s decision is final. 
 
8.​ Dealing with vexatious complaints 

●​ Where complaints have been identified as vexatious the DSP Chief Executive Officer 
/ Chairperson of the DSP Board of Directors will notify the complainant in writing of 
the reason why the complaint has been classified as vexatious and the action to be 
taken. 

●​ This does not remove the complainant’s right to submit their complaint to the Office 
of the Ombudsman, 18 Lower Leeson St, Dublin 2 or phone Lo-call 1890 223030/ 01 
6395600. 
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9.​ Independent Review 
If the complainant is not satisfied with the outcome of the complaints management 
process he/she may seek a review of the complaint by the Office of the Ombudsman, 
18 Lower Leeson St, Dublin 2 or phone Lo-call 1890 223030 or telephone 01-6395600. 

 
10.​Redress 

Redress for complaints could include (this list is not exhaustive): 
●​ Apology 
●​ An explanation 
●​ Change of decision 
●​ Refund 
●​ Admission of fault 
●​ Recommendation to make a change to a relevant policy 

 
11. Review 

This document will be reviewed by the DSP Board of Directors / Executive Committee 
on a biennial basis, or sooner if circumstances change.  
 
 
 
 

Policy Version No Date signed off by 
Board 

Description/Reason 
for Policy update 

Lead Person 
Policy/Policy Changes 

1.0 July 2019 New Policy MO’D 
2.0 April 2023 Review of Policy (update 

reference to Protected 
Disclosure Policy) 

MO’D 

3.0 June 2026 Review of Policy 
(inclusion of dealing with 
anonymous and abusive 
complaints and include 
appeal process being 
carried out by 2 
individuals) 

MO’D 
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Appendix 1 ​ Formal Complaint Form 
 
Complainant’s details:  

Name :   

Address: 

 

 

 

Phone Number:  Email:  

Date completed:   

 
COMPLAINT DETAILS: (Please use additional page if required)  
 
 

 

 

 

 

 
SIGNED BY COMPLAINANT  DATE:  

 
FORWARD FORM TO: ​ ​ Donegal Sports Partnership  
 
You can make a complaint (marked PRIVATE & CONFIDENTIAL) either by:  
●​ Email: info@activedonegal.com OR  
●​ BY POST to either the DSP Chief Executive Officer or Chairperson of the Board of 

Directors OR  
●​ If you do not wish to make a complaint directly to the DSP Chief Executive Officer, you 

can write (marked PRIVATE & CONFIDENTIAL) to the Chairperson of the Board of 
Directors.  

 
Donegal Sports Partnership, Office No. 7., River Front House, Pearse Road, 
Letterkenny, Co Donegal, F92 T68V 

 
For completion by Donegal Sports Partnership (DSP):  FORM RECEIVED BY DSP STAFF / 
DIRECTOR: 
 

NAME:  POSITION:   

DATE RECEIVED:  

 

ACKNOWLEDGEMENT ISSUED TO COMPLAINANT (to be sent within 5 10 working days of 
receipt of complaint) 

NAME:  
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DATE SENT:  

 
 

For completion by Donegal Sports Partnership only: 

Complaint investigated by: Name: Date: 

Copy of Report 

Recommendations Sent to 

Complainant by Investigator:  

Name:  Date: 

 

Proposed actions to Resolve the Complaint: (Please attach copy of report sent to Complainant 

& Respondent) 

 

 

 

 

 

 

 

 

 

Has  complainant appealed the recommendation(s) Yes/No 
If Yes: Confirm Acknowledgement  
sent to complainant within 5 working 
days of receipt of notice of appeal 

Name: Date: 

Appeal investigated by and 
recommendations to Board for 
decision. 

Name:  Date: 

Board of Directors decision sent to 
Complainant (please attach copy) and 
complainant advised of Ombudsman 
option   

Name:  Date: 
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