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Feedback and Complaints Policy 
 

1. Our Commitment 
We are committed to providing a high-quality service to all individuals and 
organisations who engage with us. We welcome feedback—both positive and 
negative—as it helps us to improve our services and ensure we meet the needs of 
those we support. 
If you are dissatisfied with any aspect of our service, we encourage you to let us know. 
We will handle all feedback and complaints in a fair, confidential, and timely manner. 
 

2. What is Feedback? 
Feedback includes Compliments, Suggestions, Comments, and Complaints.  
All feedback is valued and will be used to help improve our services. 
 

3. Who Can Make a Complaint? 
Anyone who is using, has used, or has sought to use our services may make a 
complaint or offer feedback. 
 

4. How to Provide Feedback or Make a Complaint 
You can contact us in the way that suits you best: 
 

By Email: info@limerickcitypartnership.ie 
(please use the subject line: Feedback/Complaint) 
 
By Phone: 061 419 388 
 
By Post: 
Limerick City Partnership 
Unit 25a, Tait Business Centre 
Dominic Street 
Limerick,  
V94 WY42 

 
Please note: Complaints made by phone may be documented, and you may be asked 
to confirm details in writing to support the investigation process. 
 
If you need support in making your complaint, you may ask someone to assist you or 
act on your behalf. 
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5. What to Include 
To help us deal with your feedback or complaint as efficiently as possible, please 
include as much relevant information as possible, such as: 

• What happened (including dates and locations where possible)  
• Who was involved  
• What your concern is  
• Any steps you have already taken  
• What outcome you would like  
• Any relevant documents or information  

 

6. Our Complaints Process 
Stage 1: Informal Resolution 
Where possible, we encourage concerns to be raised and resolved informally 
with the relevant staff member. 
 
Stage 2: Formal Complaint 
If the issue cannot be resolved informally, you can make a formal complaint 
using the contact details above. 
• We will acknowledge your complaint within 3 working days  
• We will outline the steps we will take to investigate your complaint  
 
Stage 3: Investigation 
• Your complaint will be investigated fairly and confidentially  
• We aim to provide a full response within 30 working days  
• If more time is required, we will keep you informed  
 
Stage 4: Review 
If you are not satisfied with the outcome, you may request a review by a senior 
member of staff. 

 

7. Confidentiality 
All feedback and complaints will be treated in confidence. Information will only be 
shared with those involved in investigating and resolving the issue. 
 

8. Time Limits 
Complaints should normally be made within 12 months of the issue occurring. 



   

 

 

 
Registered Company Name: Limerick City Area Partnership | Charity number: 20029692 | CRO Number: 167004 

Directors 
Adrian Power, Anne Cronin, 
Anne Dee, Carolann Bargary, 
Joe Delaney, Frank McDonnell, 
Marian Duggan, Shane Hickey 
O'Mara, Olivia Clohessy, Triona 
Lynch. 

Chairperson: Helen O'Donnel  
CEO: Jennifer Moroney Ward 

 

info@limerickcitypartnership.ie
limerickcitypartnership.ie 
+353 61 419 388 

Limerick City Partnership 
Unit 25a,  
Tait Business Centre,  
Dominic Street,  
Limerick.  
V94 WY42 

9. Outcomes 
Where a complaint is upheld, we will take appropriate action. This may include: 

• An apology  
• An explanation  
• Corrective action  
• Improvements to our services  

 

10. Review and Improvement 
We regularly review feedback and complaints to improve our services. 
 

11. Independent Review 
If you are not satisfied with the outcome of your complaint, you may have the option 
to refer the matter to an external body such as the Office of the Ombudsman. 
Website:  http://www.ombudsman.gov.ie   
 
 
 
 
 
 


