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Who is the Ombudsman?
The Ombudsman is Emily O’Reilly.

The Office of the Ombudsman investigates complaints from people who
feel they have been unfairly treated by certain public bodies. Our role is laid
down in law by the Ombudsman Act 1980.

To investigate a complaint, we have the power to demand any information,
document or file from a public body and require any official to give us
information.

Our service is impartial, independent and free.

What public bodies can | complain about?
You can complain to us about:
* Government departments,
* local authorities,
* the Health Service Executive (HSE),
* agencies, such as charities and voluntary bodies, that deliver health and
social services on behalf of the HSE,
* An Post, and
« all public bodies covered by the Disability Act 2005.

What public bodies can | not complain about?
You cannot complain to the Ombudsman about:

* the courts,

e An Garda Siochana,

* the Employment Appeals Tribunal or Labour Court,

* prisons,

* the defence forces,

* the Director of Consumer Affairs, or

* the Adoption Board.



What complaints can | make to the Ombudsman?
You can complain to us about a public body, if it:

delays providing services,

refuses to award a benefit or service,
fails to provide a promised service,
fails to follow approved procedures,
causes communication difficulties,
makes unfair decisions,

gives misleading advice,

is rude, or

fails to correct mistakes.

Under the Ombudsman Act we examine all issues involving
‘maladministration’, which includes any action that:

is taken without proper authority,

is taken on irrelevant grounds,

results from negligence or carelessness,

is based on incorrect or incomplete information,
discriminates improperly,

is based on administrative practice that is not acceptable, or
goes against fair or sound administration.

What can | not complain about?
You cannot make a complaint if:

you have begun legal action relating to it,

you have a right of appeal to the courts or to an independent appeal body,
such as An Bord Pleanala,

the action you complain about relates to national security,

it relates to recruitment or terms and conditions of employment,

it relates to the operation of the law on foreign nationals or naturalisation,
it relates to the running of the prisons,

it relates to the ‘reserved functions’ of local authorities, such as those
carried out by elected representatives,

it relates to the clinical judgement of doctors, or

it relates to private companies or individuals or private practitioners such
as dentists, opticians and pharmacists.



Who can complain?

Anyone can make a complaint. You can complain on your own behalf or for
someone else if they ask you to. You can make a complaint as an individual
or as a public representative, business or organisation.

How much does it cost to make a complaint and have it

investigated?
Nothing, the service is free.

When should | complain?

Before you complain to us, you must try and solve your problem with the
public body concerned. If they have an appeals process, please use this first.
If this does not resolve the problem and you feel that the public body has not
treated you fairly, then contact us.

Make your complaint as soon as possible. You should complain within 12
months of:

+ the decision or action taken by the public body, or

« the date of the decision of their complaints or appeals process.

When you make a complaint, try to give us as much information
as possible, including copies of any letters or e-mails and reference
numbers.



How will the Office of the Ombudsman deal with my
complaint?

We will first make sure that we can deal with your complaint. Then we may
ask the public body concerned to send us a report. If we need to, we may
examine their files and records and question officials. It can take time to
gather the information that we need.

We will then decide whether:

* your complaint is valid, and
* you have suffered due to the action or decision of the public body.

If we decide that you have suffered, and the public body has not taken steps
to put this right, we may recommend that it does so. We may ask the body to:

» review what it has done,
* change its decision and/or,
* offer you:

- an explanation,

- an apology, and/or

- financial compensation.

In most cases, we handle the complaint in an informal way. We may
discuss the problem directly with the public body or examine the
relevant files. In more complex cases, we may need to carry out a
detailed investigation.

How long will it take for the Ombudsman to deal with
my complaint?

It is not possible to say exactly how long it will take. The time it takes us to
reach a decision will vary from case to case, depending on how complicated
it is. For example, it can take longer if we need to meet with officials from
the public body concerned.

We will keep in touch with you to let you know what we are doing with your
complaint and do our best to resolve it as quickly as possible.



How do | complain?
By phone:

LoCall: 1890 22 30 30
Tel: +353 1 639 5600
Fax: +353 1 639 5674

Email: ombudsman@ombudsman.gov.ie
Online complaint form: www.ombudsman.ie

In writing:

The Office of the Ombudsman
18 Lower Leeson Street
Dublin 2

In person, at the Office:
9.15am — 5.30pm (Mon — Thurs)
9.15am — 5.15pm (Friday only)

If you have a disability and need help to use our
services, please ask for our Access Officer.

For outreach services, check our website.

Our purpose is to help raise public service standards. Individuals, businesses
or organisations who feel they have been unfairly treated can make
complaints to the Ombudsman. Our service is free. We aim to ensure that
people are treated with dignity, respect and sensitivity when dealing with
the public service. We will make every effort to deal with your complaint

properly, fairly and impartially.
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