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MUSCULAR DYSTROPHY IRELAND  

 

MEMBERS FEEDBACK POLICY  

 

MDI is committed to providing an efficient and responsive service to our members. 
Feedback from our members can be an invaluable way for us as an organisation to 
assess and improve the work we deliver. While every effort is taken to meet the high 

standards expected of us, sometimes things can still go wrong. When this occurs we 
need to be informed so that every effort can be made to put things right and prevent 
further shortcomings in the future. One of the ways in which we are committed to this 

and to continuing to improve the service provided by MDI, by listening and considering 
all feedback.  

Compliments 

MDI hope that our members have a positive experience when dealing with staff and 
when receiving a service from us. We are always pleased to receive positive comments 

as it assists us to know when we are doing our job well. It also assists us to promote 
good practice throughout our organisation and give credit to our staff where credit is 
due. 

 

Complaints 

MDI want to provide you with the best possible experience and be fully satisfied with 
the products and services you receive from MDI. If you are not and have a complaint, 
then please refer to our complaints policy (Appendix 1) 

 

General Feedback 

You may want to pass comments to us about things like our products, services, website 
etc. We are always pleased to receive these comments as they help to guide and 
enhance our offerings. 

All feedback provided will be treated with confidentiality and will be recorded 
appropriately, considering data protection. It will be reviewed and monitored monthly 

by management, to identify and implement improvements for our members. 
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How to give us your feedback 

o Contacts:  

o Richard Lodge  
� CEO 

� 01 623 6414 
� ceo@mdi.ie 
� 75 Lucan Road, Chapelizod, Dublin 20 

o Kate Power 
� Respite Coordinator 
� 01 623 6414 

� kate@mdi.ie  
� 75 Lucan Road, Chapelizod, Dublin 20 

o Margaret Goode 
� Family Support Coordinator 
� 01 623 6414 

� margaret@mdi.ie 
� 75 Lucan Road, Chapelizod, Dublin 20 

o Owen Collumb 

� Facilities Coordinator – Home From Home Apartment 
� 01 623 6414 
� Owen.collumb@mdi.ie 

� 75 Lucan Road, Chapelizod, Dublin 20 
o Claire Kelly 

� Information Officer 

� 01 6236414 
� clair@mdi.ie 
� 75 Lucan Road, Chapelizod, Dublin 20 

o Darren Lyons 
� Transport Coordinator 

� 01 623 6414 
� Darren@mdi.ie 
� 75 Lucan Road, Chapelizod, Dublin 20 

Additionally you are welcome to contact your local Family Support Worker or Youth 
Respite Worker. 
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1.1 MDI NATIONAL SURVEY 

MDI are committed to developing and improving our services. Member’s feedback has been invaluable 

in helping to develop our services. Once every two years we run a National Survey to obtain feedback 

from members about living with Muscular Dystrophy and also how they find the various services MDI 

provide. We encourage all members to participate. 

1.2 MDI ANNUAL GENERAL MEETING 

Every year we hold an AGM, all members are welcome to attend. 

1.3 MDI WORKSHOP / TRAINING  

MDI hold various groups, such as training, yoga, computer class and information days. After all 

workshops are completed MDI ask members to complete an evaluation form (Appendix 2). The 

information is compiled, considered and filed away in a confidential manner. 

1.4 MDI CAMPS 

Member’s feedback is requested before each camp they attend as to what activities they would like to 

do and other practical issues they may like to relay to us before camp. Members are then requested to 

fill out evaluation forms after they have been to camp (Appendix 3). This assists us to develop the camps 

and ensure members wishes are being adhered to. 

1.5 HOME FROM HOME 

After an individual stays in the Home From Home apartment they are given an evaluation form 

(Appendix 4). 

1.6 CLINICS 

MDI’s Family Support Coordinator attends clinics in the CRC and Tallaght Hospital. Here she is available 

to provide support and to communicate any feedback members may wish to relay.  

1.7 STAFF 

Staff are encouraged to get feedback both verbally or written depending on the issue. As our Youth 

Respite Workers and Family Support Workers are often the people who see members the most, often 

families will feedback information through them. Staff ensure to communicate any relevant information 

and a log is kept of any significant feedback. 
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APPENDIX 1 

MDI MEMBERS COMPLAINTS POLICY & PROCDURES: 

The purpose of the Complaints Policy is to enable MDI Members and their families to express concerns 

or issues they may have with any aspect of the supports delivered to them by MDI staff. On occasion 

parents may wish to make a complaint on behalf of their children, MDI welcomes their input and has set 

out the process in this document. 

The MDI Members Complaints Policy and Procedures is available in the Members Guide to MDI which all 

members have received.  

 

The MDI Members Complaints Policy and Procedures is available on the MDI website at www.mdi.ie 

 

1. Definition of a complaint                  

(Definition as per the Health Act 2004) ‘‘complaint’’ means a complaint made under this Part about any 

action of the Executive or a service provider that—(a) it is claimed, does not accord with fair or sound 

administrative practice, and adversely affects the person by whom or on whose behalf the complaint is 

made. 

 

1.2 How can complaints be made?  

Complaints can be made in the following ways verbal, written, email or fax.  

 

1.3 Who can make a complaint? 

Any person who is being or was provided with a support service by MDI staff or who is seeking or has 

sought provision of such support service may complain, in accordance with the procedures established 

under this Part, about any action of MDI staff- 

• it is claimed, does not accord with fair and sound administrative practice, and 

• adversely affects or affected that person 

 

This policy and procedures apply to MDI members and their families.  This procedure enables the issues 

raised to be dealt with; 

• without delay  

• fairly 

• in a confidential manner 

 



 

July 2016 V.1.  

 

MDI welcomes all feedback from its members and their families and will use the information to develop 

and improve the supports provided.   

 

1.4 Actions Taken after a Complaint is Made 

Stage 1 - Local resolution of verbal complaints at point of contact (Informal) 

Stage 2 - Local investigation of written and serious complaints (Formal) 

Stage 3 - Internal Review (MDI) 

Stage 4 - Independent Review (Ombudsman) 

 

2. Stage One 

If an issue arises MDI encourages members to attempt to resolve the issue informally at the local level 

with the appropriate person. 

2.1 Stage Two  

If this is unsuccessful a complaint can be made by; 

• Contacting Head Office by the above complaints methods i.e. verbal, written, email or fax, the 

contact details are below. 

• A Complaints Officer will be appointed who would be the Chief Executive Officer in relation to a MDI 

staff member or alternatively the MDI National Chairperson in relation to CEO. 

• Upon a complaint being received by or assigned to the complaints officer (including a referral under 

section 48(2)), he or she shall notify, within 5 working days, the complainant, in writing, that the 

complaint has been so received or assigned and outline the steps that he or she proposes to take in 

investigating the complaint and the time limits for the completion of the investigation. 

• If you would prefer, a visit to the office can be arranged or a member of the appropriate personnel 

can call to your home to talk through the complaint. 

• The matter will be dealt with immediately and fairly. 

• Confidentiality with be upheld at all times. 

2.2 Stage Three  

Where a complainant is dissatisfied with recommendations made by a Complaints Officer he/she may 

apply in writing for a review of the recommendations to the Chairperson of MDI and the Health Service 

Executive.  

The Health Service Executive have designated authority to appoint review officers as per the Health Act 

2004 (Complaints) Regulations 2006 and all requests for reviews must be addressed to Head of 

Consumer Affairs, Health Service Executive, Oak House, Millennium Park, Naas, Co. Kildare. 
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2.3 Stage Four 

Independent Review – Ombudsman  

Nothing in this Part prohibits or prevents any person who is dissatisfied with a recommendation made 

or step taken in response to a complaint under this Part or with a review under this Part from referring 

the complaint to the Ombudsman or the Ombudsman for Children. 

Office of the Ombudsman   Ombudsman for Children’s Office  

18 Lr. Leeson Street, Dublin 2.    Millennium House 

Tel: +353-1-639 5600    52-56 Great Strand Street 

Lo-call: 1890 223030    Dublin 1 

Fax: (01) 639 5674    Tel: 01-8656800 

 

2.4. Depending on the nature of the complaint, it may be dealt with in one of the following ways: 

• Complaint clarified, found to be unsubstantiated, recorded and closed internally. 

• Complaint clarified, substantiated by the investigation, dealt with, recorded and closed internally. 

• If the complaint is deemed to be of a serious nature or relating to malpractice or an allegation of 

child abuse then the complaint is clarified, recorded and passed on to the relevant Health Service 

Executive/Gardai/ Agency. 

• The person making the complaint and the person whom the complaint is made against is made 

aware of the procedure and outcome. 

 

3. Advocacy  

All complainants have a right to appoint an advocate to assist them in making their complaint and to 

support them in any subsequent processes in the management of that complaint.   

Citizen Information (Comhairle 2005) defines advocacy as a means of empowering people 

by supporting them to assert their views and claim their entitlements and where necessary, 

representing and negotiating on their behalf. 

 

4. Timeframes involved once a complaint is received  

A Complaints Officer will inform the complainant in writing, within 5 working days of making the 

decision/determination, that the complaint will not be investigated and the reasons for it.  

• Where the complaint is being investigated, the Complaints Officer must endeavour to investigate and 

conclude the investigation of a complaint within 30 working days of it being acknowledged.   

• If the investigation cannot be investigated and concluded within 30 working days then the 

Complaints Officer must communicate this to the complainant and the relevant service/staff member 

within 30 working days of acknowledging the complaint and give an indication of the time it will take 

to complete the investigation.     



 

July 2016 V.1.  

 

• The Complaints Officer must update the complainant and the relevant staff/ service member every 

20 working days.  

• The Complaints Officer must endeavour to investigate complaints within 30 working days. However, 

where the 30 working days’ time frame cannot be met despite every best effort, complaints officer 

must endeavour to conclude the investigation of the complaint within 6 months of the receipt of the 

complaint.  

 

If this timeframe cannot be met, the complaints person must inform the complainant that the 

investigation is taking longer than 6 months, give an explanation why and outline the options open to 

the complainant. He/ She should encourage the complainant to stay with the local HSE complaints 

management process while informing them that they may seek a review of their complaint by the 

Ombudsman/ Ombudsman for Children. 

 

5. Time Limits for making a complaint 

The Complaints Officer must determine if the complaint meets the time frames as set out in Section 47, 

Part 9 of the Health Act 2004 which requires that:  

• A complaint must be made within 12 months of the date of the action giving rise to the complaint or 

within 12 months of the complainant becoming aware of the action giving rise to the complaint. 

• A Complaints Officer may extend the time limit for making a complaint if in the opinion of the 

Complaints Officer special circumstances make it appropriate to do so. These special circumstances 

include but are not exclusive to the following: 

• If the complainant is ill or bereaved. 

• If new relevant, significant and verifiable information relating to the action becomes available to the 

complainant. 

• If it is considered in the public interest to investigate the complaint. 

• If the complaint concerns an issue of such seriousness that it cannot be ignored. 

• Diminished capacity of the service user at the time of the experience e.g. mental health, critical/ 

long-term illness. 

• Where extensive support was required to make the complaint and this took longer than 12 months 

• A Complaints officer must notify the complainant of decision to extend / not extend time limits 

within 5 working days. 

 

6. Matters excluded (As per Part 9 of the Health Act) 

48.—(1) A person is not entitled to make a complaint about any of the following matters: 

(a) A matter that is or has been the subject of legal proceedings before a court or tribunal; 

(b) A matter relating solely to the exercise of clinical judgment by a person acting on behalf of either 

the Executive or a service provider; 



 

July 2016 V.1.  

 

(c) An action taken by the Executive or a service provider solely on the advice of a person exercising 

clinical judgment in the circumstances described in paragraph (b); 

(d) A matter relating to the recruitment or appointment of an employee by the Executive or a service 

provider; 

(e) A matter relating to or affecting the terms or conditions of a contract of employment that the 

Executive or a service provider proposes to enter into or of a contract with an adviser that the 

Executive proposes to enter into under section 24; 

(f) A matter relating to the Social Welfare Acts; 

(g) A matter that could be the subject of an appeal under section 

60 of the Civil Registration Act 2004; 

(h) A matter that could prejudice an investigation being undertaken by the Garda Sıochana; 

(i) A matter that has been brought before any other complaints procedure established under an 

enactment.  

 

Subsection (1) (i) does not prevent a complaints officer from dealing with a complaint that was made to 

the Ombudsman or the time limit for making complaints. 

 

7. Redress  

Redress should be consistent and fair for both the complainant and the employee against which the 

complaint was made. MDI offer forms of redress or responses that are appropriate and reasonable 

where it has been established that a measurable loss, detriment or disadvantage was suffered or 

sustained by the claimant personally. This redress includes an: 

• Apology  

• An explanation  

• Refund 

• Admission of fault 

• Change of decision 

• Replacement  

• Repair /rework 

• Correction of misleading or incorrect records 

• Technical or financial assistance 

• Recommendation to make a change to a relevant policy or law 

• A waiver of debt 

 

8. A complaints officer may not, following the investigation of a complaint, make a recommendation the 

implementation of which would require or cause -  
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• The Executive to make a material amendment to its approved service plan, or 

• A service provider and the Executive to make a material amendment to an arrangement under 

section 38. 

If, in the opinion of the relevant person, such a recommendation is made, that person shall either - 

• Amend the recommendation in such manner as makes the amendment to the applicable service plan 

or arrangement unnecessary, or 

• Reject the recommendation and take such other measures to remedy, mitigate or alter the adverse 

effect of the matter to which the complaint relates as the relevant person considers appropriate. 

 

9. Annual Report to the HSE  

A service provider who has established a complaints procedure by agreement with the HSE must provide 

the HSE with a general report on the complaints received by the service provider during the previous 

year indicating: 

• The total number of complaints received. 

• The nature of the complaints. 

• The number of complaints resolved by informal means. 

• The outcome of any investigations into the complaints. 

10. Contact Details 

MDI Complaints Officer:  Mr. Richard Lodge (CEO) 

Address:    Muscular Dystrophy Ireland   

75 Lucan Road,  

Chapelizod,  

Dublin 20 

Free Phone:   1800 245 300 

Phone:    01-6236414 

Fax:    01-6208663 

Email:    john@mdi.ie 

 

MDI Chairperson:  Mr. Garry Toney  

Address:   c/o Muscular Dystrophy Ireland   

75 Lucan Road,  

Chapelizod,  

Dublin 20 

Phone:    01-6236414 

Fax:    01-6208663 
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APPENDIX 2 

MDI WORKSHOP / INFORMATION DAY EVALUATION FORM 

Thank you for attending MDI’s __________________________________ event today.  

 

Please help us improve future sessions by providing your opinions and comments below.  

 

Thank you. 

1. This event was 

Not at all beneficial 

Somewhat Beneficial 

Very beneficial 

2. The length of the event was 

too long 

about right 

too short 

3. Were your expectations for this event met? 

Yes 

No 

Unsure 

4. Quality of presentations: 

Excellent 

Good 

Average 

Poor 

5. Quality of interaction in the discussions: 

Excellent 

Good 

Average 

Poor 

 

 



 

July 2016 V.1.  

 

6. How would you rate your understanding of the area following this event? 

Expert 

Advanced 

Intermediate 

Beginner 

7. After this event would you consider attending another event organised by MDI? 

Yes 

No 

8. Please tell us what you found valuable in this event. 

 

 

9. What information would you like to see covered in future MDI events?  

 

 

10. What do you feel could have been improved?  
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APPENDIX 3 

MDI CAMP EVALUATION FORM 
 
 
1. Please rate below as follows:  5 excellent, 4 good, 3 ok, 2 poor, 1 very poor 
 
Transport     _____    Accommodation  _____ 
  
Activities      _____    Food   _____ 
 
Equipment    _____    Staff   _____ 

 
Camp co-ordination  _____  

 
Please feel free to write on the back of this sheet if you wish to expand on any of the above points. 
              
What do you feel worked well? 

____________________________________________________________________________
____________________________________________________________________________
____________________________________________________________________________ 
 
What do you feel didn’t work well? 
____________________________________________________________________________
____________________________________________________________________________
____________________________________________________________________________ 
 
Ideas or suggestions for future camps: 

____________________________________________________________________________
____________________________________________________________________________
_______________________________________________________ 
 
Other Comments you might like to add: 

____________________________________________________________________________
____________________________________________________________________________
____________________________________________________________________________
____________________________________________________________________________ 
____________________________________________________________________________ 
 
 
Signed:   ______________________________ 
(Optional) 
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APPENDIX 4 

MDI’s “Home from Home” 

Evaluation Form 

We hope you have enjoyed your stay at our “Home from Home” apartment.   We at MDI are pleased about being 

able to provide this fully wheelchair accessible experience to our members and we look forward to welcoming 

you to stay in our apartment again.  We would really appreciate any feedback you could give in order to help us 

to ensure that staying in our apartment is indeed a relaxed and comfortable "Home from Home" experience for 

everyone, which is what we aim to achieve.     

Therefore, to help us to provide the highest standard of accommodation we would appreciate it if you could take 

a few minutes to complete the suggestions and comment section below.  By doing so, you will be helping us to 

ensure that this service is as comfortable, homely and accessible for everyone who uses it.  We would appreciate 

your honest and true opinions (whether good, bad or indifferent) from the moment of check-in to departure.  

True feedback will help us to achieve and maintain highest possible standards, which is what we want to offer to 

all who stay here.  

Suggestion /Comments 
Please share your thoughts and experience on how you viewed the following:  

(please provide additional details overleaf if necessary) 

 

1. Meet & Greet 

 

      

2. Information on the     

working all the 

equipment: 

 

      

3. Accessibility:        

 

4. Equipment:  
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5. Comfort:  

 

      

6. What did you like the most about staying in our "Home from Home" apartment? 

      

7. What did you not like about staying in our "Home from Home" apartment? 

      

Any other comments or suggestions 

Please use this space to provide any other comments you would like to make about your experience of staying 

at our “Home from Home” apartment. 

      

Thank You 

MDI would like to thank you for your cooperation and feedback and we wish you a safe 

journey home.  We look forward to welcoming you back again. 

Kind regards,  

Richard Lodge 

Chief Executive Officer 

Muscular Dystrophy Ireland 

 


