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1.0 Welcome to Wexford Disability Development CIL Ltd.

As personnel of Wexford Disability Development CIL Ltd. Company, we all share the responsibility to conduct ourselves with the utmost dignity, integrity, and consideration. This responsibility is the foundation for the Wexford Disability Development CIL Ltd. Employee Handbook.

It is the policy of Wexford Disability Development CIL Ltd. to provide, so far as is reasonably practicable, a safe and healthy work environment for all its employees and to fulfil its safety obligations to clients, visitors, contractors and members of the public who may be affected by it’s activities.

This guide has been produced for your information and guidance as part of Wexford Disability Development CIL Ltd. continuing efforts to improve safety behaviour and culture within the company and to eliminate accidents and control hazardous situations and practices. There is perhaps no more important obligation that you and I have, than to uphold the principles and standards included in this guide. 

Wexford Disability Development CIL Ltd. is a non-profit organisation that provides personal support services to people with disabilities and is a leader in the development of community based personal support services in the South East.

Please read this handbook carefully and follow the advice given. Upon reading, please sign the back page and return to the office. If you have any queries regarding the contents, please contact myself. Constructive feedback on this handout is always welcome. This handout will be reviewed by myself and the Board, in full consultation with  all staff, on a regular basis.

To earn the trust that we each desire in our community, we must aspire to the highest standards of human conduct.

We must never lose sight of our ultimate goal, to empower and enable people with a disability through the philosophy of the independent living movement. I am counting on everyone to reach our goal with pride in each other and our work.

Declan Denny

Manager

Wexford Disability Development CIL Ltd.

2.0 Management Safety Policy
The Safety, Health and Welfare at Work Act 2005 requires Wexford Disability Development CIL Ltd. management to prepare and issue a safety statement which involves stating how we manage the risks to health and safety within our control.

The management at Wexford Disability Development CIL Ltd. recognise the paramount importance of safety health and welfare, to all employees, in the successful conduct of business. The Safety Statement, in accordance with the Safety, Health and Welfare at Work Act 2005, outlines the policy of Wexford Disability Development CIL Ltd. for ensuring so far as is reasonably practicable, the Health, Safety and Welfare of employees, clients, the public, contractors and visitors. Wexford Disability Development CIL Ltd. will comply with the requirements of the Safety, Health and Welfare at work Act 2005 and all other statutory requirements, Approved Codes of Practice and national standards. 

Wexford Disability Development CIL Ltd. will ensure so far, as is reasonably practicable:

_ Safe and healthy working conditions;

_ Safe equipment and systems of work;

_ Provision of appropriate information, instruction, training and supervision;

_ Provision, where necessary, of a competent person to advise and assist in

securing the health, safety and welfare of employees and others.

The manager has overall responsibility for health and safety within Wexford Disability Development CIL Ltd.. As an employee you share a responsibility with management in ensuring your own safety while at work. Persons other than employees (e.g. clients, contractors, visitors) also share in this responsibility.

Sufficient authority and resources, both financial and otherwise, will be made available to enable you to carry out your responsibilities in a reasonable and efficient manner.

As an employee you will be made aware of and have access to the Safety Statement. A copy of the safety statement will be kept in the office.

This Safety Statement will be subject to revision and is liable to amendment, on an annual basis or if circumstances change. While the Safety Statement is management’s programme, in writing, for safeguarding safety and health in the workplace, it is also a proactive document and is part of a wider continual improvement and learning process in the area of safety, health and welfare at work.
Signed _________________________ Date 
Manager

Wexford Disability Development CIL Ltd.
3.0 Confidentiality Statement
All Leaders and Service Users Information, which includes service users medical and financial information, employee records, financial and operating data of the company, and any other information of a private or sensitive nature are considered confidential.

Confidential information should not be read or discussed by any employee unless pertaining to his or her specific job requirements. Examples of inappropriate disclosures include:

_ Employees discussing or revealing confidential information to friends or family members.

_ Employees discussing or revealing confidential information to other employees without a legitimate need to know.

Disclosure of confidential information to unauthorised persons, or unauthorised access to, or misuse, theft, destruction, alteration, or sabotage of such information, is grounds for immediate disciplinary action, up to and including termination of employment.

In addition, Wexford Disability Development CIL Ltd. complies with the requirements of the Data Protection Acts 1998 and 2003 with regard to the collection, storage, processing and disclosure of personal information and is committed to upholding the Act’s core data protection principles.
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4.0 Dignity at Work Policy for Workplace Bullying, Sexual

Harassment, Harassment and Violence

This policy has the overall objective of preventing bullying, sexual harassment,

harassment and violence within the workplace and ensures our compliance with the Employment Equality Act 1998. Wexford Disability Development CIL Ltd. is fully committed to creating an environment within the organisation that is free of bullying, sexual harassment, harassment and violence.

Bullying in the workplace, regardless of who bullies who, is now well recognized as a form of harassment. Workplace bullying and harassment undermines organizational performance by resulting in poor morale, higher absenteeism, stress-related illness, reduced productivity and higher turnover of staff. Bullying and harassment can also affect the physical and emotional health of its victims. As with all forms of harassment, bullying is totally unacceptable and Wexford Disability Development CIL Ltd. will not tolerate any

employee treating a fellow worker with anything less than their due dignity.

All employees have the right to be treated with dignity and respect. Any complaint involving bullying, sexual harassment, harassment or violence will be investigated immediately and if substantiated will be regarded as grounds for disciplinary action.

Objectives of this policy

The objectives of this policy are:

_ to define workplace bullying, sexual harassment, harassment and violence;

_ to promote awareness of the issue among staff;

_ to enable the Management of Wexford Disability Development CIL Ltd. to identify bullying, harassment and violent behaviour and take appropriate action;

_ to provide an effective procedure for dealing with allegations of bullying,

harassment and violence.

What is Bullying?

The Report of the Task Force on the Prevention of Workplace Bullying published in 2001 provided the following definition for bullying:

“Workplace bullying is repeated inappropriate behaviour, direct or indirect, whether verbal, physical or otherwise, conducted by one or more persons against another or others, at the place of work and/ or in the course of employment, which could reasonably be regarded as undermining the individuals right to dignity at work. An isolated incident of the behaviour described in this definition may be an affront to dignity at work but as a once off incident is not considered to be bullying.”
Bullying manifests itself as various types of behaviour, examples of which include:

_ Verbal abuse;

_ Shouting, making jokes, unfair and excessive criticism, ridiculing the person

in front of other individuals, spreading false truths about the individual around

the company;

_ Non verbal abuse;

_ Looks, a gesture, displaying emblems on clothing, exclusion, whistling,

isolation at work breaks, social events etc.;

_ Victimisation;

What is Sexual Harassment?
Section 23 of the Employment Equality Act 1998 states that sexual harassment includes any of the following:

_ Act of physical intimacy;

_ Request for sexual favours;

_ Other act or conduct including spoken words, gestures or the production,

display or circulation of written words, pictures or other material that is

unwelcome and could reasonably be regarded as sexually offensive,

humiliating or intimidating.

A single incident may constitute sexual harassment. Sexual harassment manifests itself as various forms of behaviour, examples of which include:

_ Insensitive jokes and pranks;

_ Lewd comments about appearance;

_ Unnecessary body contact;

_ Display or circulation of sexually offensive material;

_ Request for sexual favours;

_ Threat of actual sexual violence;

_ Threat of dismissal, loss of promotion etc. for refusal of sexual favours.

What is Harassment?

Section 32(5) of the Employment Equality Act 1998 defines harassment as:

“Any act or conduct including spoken words, gestures or the production, display or circulation or written words, pictures or other material if the action or conduct is unwelcome to the employee and could reasonably be regarded as offensive, humiliating or intimidating.”

The harassment has to be based on the relevant characteristic of the employee whether

it be the employee’s marital status, family status, sexual orientation, religious belief (ornone), age, disability, race, colour, nationality or ethnic origin, or membership of the Traveller community.

What is Violence?

Workplace violence includes, but is not limited to, the following:

_ Harassment;

_ Stalking;

_ Physical Violence

_ Making threatening remarks;

_ Committing acts motivated by, or related to sexual harassment or domestic

violence;

_ The direct or implied threat of physical violence towards any member of the

staff or service users of Wexford Disability Development CIL Ltd..
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Procedures for addressing allegations of Workplace Bullying, Sexual Harassment,

Harassment or Violence

The management of Wexford Disability Development CIL Ltd. will not tolerate bullying or harassment behaviour and sets out the following procedures for addressing all allegations of bullying, harassment and violence. 

Informal Procedure:

Where possible, every attempt will be made to address an allegation of bullying,

harassment or violence as informally as possible by means of this informal procedure:

_ Any employee who believes he or she is being bullied or harassed, i.e. the

complainant, should explain clearly to the alleged perpetrator(s) that the behaviour in question is unacceptable. In circumstances where the complainant finds it difficult to approach the alleged perpetrator(s) directly, he or she should seek help and advice, on a strictly confidential basis, from the Manager or a member of the Board of Directors. The complainant should keep detailed notes of each incident as they occur, including dates, times and his or her feelings at the time.

_ Having consulted the Manager/ Board member the complainant may request the assistance of the Manager in raising the issue with the alleged perpetrator(s). In this situation the approach of the Manager should be by way of a confidential, nonconfrontational discussion with a view to resolving the issue in an informal low-key manner.

_ A complainant may decide, for whatever reason, to bypass the informal procedure. Choosing not to use the informal procedure should not reflect negatively on a complainant in the formal procedure.

Formal Procedure

If the above informal procedure is inappropriate or if after the informal stage, the bullying, harassment or violence persists, the following formal procedure should be invoked:

_ The employee who wishes to make a bullying or harassment allegation should make a formal complaint in writing to the Manager of Wexford Disability Development CIL Ltd., or if preferred, to a member of the Board of Directors. The employee should give precise details of all bullying or harassment incidents.

_ The alleged perpetrator(s) should be notified in writing that an allegation of bullying or harassment has been made against him or her. He or she should be given a copy of the complainants statement and advised that he or she shall be afforded a fair opportunity to respond to the allegation(s).

_ The complaint should be subject to an initial examination by a member of the Board of Directors who can be considered impartial with a view to determining an appropriate course of action. An appropriate course of action at this stage, for example, could be exploring a mediated solution or a view that the issue can be resolved informally. Should either of these approaches be deemed inappropriate or inconclusive, a formal investigation of the complaint will take place.

Investigation

Where a formal investigation is required, either a member of the Board of Directors or an appropriate third party will conduct such an investigation. Every effort will be made to carry out and complete the investigation as quickly as possible and preferably within an agreed timeframe. On completion of the investigation, the investigator(s) will submit a written report to management containing the findings of the investigation. Both the complainant and the alleged perpetrator(s) will be informed in writing of the findings of the

investigations. Where a complaint is well founded, an appropriate course of action will be taken by Wexford Disability Development CIL Ltd. Management.
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5.0 Stress Policy
Wexford Disability Development CIL Ltd. adheres to all aspects of the 2005 Safety, Health and Welfare at Work Act, which requires employers to identify and safeguard against all risks to health and safety, including stress.
Workplace stress arises when the demands of the job and the working environment on a person exceed their capacity to meet them.

Causes of stress in the workplace include:

_ Poorly organised work;

_ Faulty work organisation;

_ Poor working relationships;

_ Poor communication at work;

_ Ill defined work roles;

_ Highly demanding tasks;

_ The threat of violence.

Safeguarding health and safety from the effects of stress is based on the same approach as that of any other hazard:

_ Identification of potential problems;

_ Assessment of risks;

_ Implementation of safeguards;

_ Monitoring the effectiveness of safeguards.

Wexford Disability Development CIL Ltd. will utilise the following Methods of Managing Stress:

_ Ensure that management is aware of the potential causes of stress and the

early warning signs.

_ Ensure that all complaints that may be related to stress are listened to and

appropriate measures taken.

_ Where management are aware that a workload or conditions of work are

particularly stressful, measures should be taken to reduce the workload or

improve conditions.

Employees are asked to contact management if they feel they are suffering from

workplace stress.
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6.0 Personal Assistant and Care Assistant Working Policy

It is the policy of Wexford Disability Development CIL Ltd. that all reasonable and practicable steps are taken to ensure the health, safety & welfare of all persons it employs, by providing a healthy and safe environment and employing safe systems of work. The objective of this policy is to establish the way in which we ensure, so far as is reasonably practicable, the safety of Personal Assistant and Care Assistant employees working in the homes of our Leaders and Service Users. The provisions of the Safety, Health and Welfare at Work Act 2005 and the Safety, Health and Welfare at Work (General

Application) Regulations 1993 apply to all places of work, including workplaces outside the conventional office.
The organisation aims to minimise and manage the risks to which Personal or Care Assistants may be exposed as a result of carrying out their responsibilities. Personal and Care Assistants responsibilities may include physically assisting Leader and Service Users in and out of bed, helping them to shower, dress and eat, along with transporting them to appointments and shops.
The following procedure will be adopted:

_ Each Personal and Care Assistant will be carefully assessed via a checklist to

ensure his or her suitability for the role.
_ As manual handling is an inherent part of the Personal or Care Assistants role, prior to commencing his or her duties, each Personal and Care Assistant will be given full manual handling training. This training is given by a qualified Lift Handling Instructor. Refresher training is provided on an annual basis to all Personal and Care Assistants.
_ The Leader and Service Users level of ability will be assessed to determine the

magnitude of the Personal or Care Assistants responsibilities.
_ As caring for each Leader and Service User requires Personal and Care Assistants to work in many different work environments, a risk assessment will

be carried out for each ‘Leader and Service User Home’ in consultation with the

assigned Personal or Care Assistant. This will involve a risk assessment of the

manual handling tasks carried out by the Personal or Care Assistant and a risk

assessment of their work environment. This will help generate recommendations for improvements.
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7.0 Policy for the Administration of Medications

This policy applies to Personal Assistants and Care Assistants employed by Wexford Disability Development CIL Ltd. and outlines our policy for administrating medication to Leaders and Service Users.
The Job Description of a Personal Assistant does not include the administrating of medication, therefore all Leaders and Service Users should self medicate where possible.
In the event that a Leader or Service User needs to take medication during the course of a service the following procedure will be adopted:
(i) Where a Leader or Service User can independently self medicate but requires

physical assistance to open bottles, remove tablets etc., the Personal Assistant

or Care Assistant will inform the Leader or Service User that they must directly

supervise the removal of medications from packaging at all times. Before

selecting the medicine to be administered, the Personal Assistant or Care

Assistant must:
_ check to ensure that the name of the Leader or Service User is actually

on the medicine;
_ check the medicine is in date.
All medications should be clearly labeled with the correct dosage, route of

administration and prescribed times indicated.
(ii) Where the Leader or Service User requires more than physical assistance to

medicate, the Personal Assistant or Care Assistant should inform Leader or

Service User that they are not covered to perform this duty.

(iii) The Personal Assistant or Care Assistant should refer the matter to the Manager of Wexford Disability Development CIL Ltd. and seek advice on how to support the Leader or Service user.
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8.0 Policy for Handling Leader or Service Users Money

During the course of your duties, as a Personal or Care Assistant, you may be asked or required to deal with money, for whatever reason, from leader/ service users or members of their family. In order to protect the integrity of our employees and/ of Wexford Disability development Ltd. this policy details the procedures that must be adopted in all such cases to ensure all monies are properly accounted for. The Manager is responsible for managing this policy. All employees are responsible for the effective operation of the

policy and procedures. 

Employees who are in doubt about the procedure to be followed in a particular case should contact the Manager directly.
All employees dealing with leader or service users money must record the following details:
_ The payee’s name;
_ The amount received;
_ The purpose for which it has been received.
A till receipt should be given to the leader or service user for all purchases made on their behalf. Change received should be noted by the leader or service user and where possible, employees will be responsible for ensuring that each leader or service user signs the acknowledged receipt.
Under no personal circumstances should staff use any of the leader or service users cash for personal purposes.
All money given to employees by leader or service users should be attended to carefully and kept in a secure place while in their possession.
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9.0 Safety of Personal Possessions

Employees of Wexford Disability Development CIL Ltd. are reminded to safeguard all personal possessions during the course of their employment. Every effort will be made by Wexford Disability Development CIL Ltd. to ensure the protection of personal property of employees in the company offices, however, employees are ultimately responsible for their belongings.
Wexford Disability Development CIL Ltd. does not assume responsibility for loss or damage of employee’s personal property.

10.0 Human Resources Policy
10.1 General Principles
10.1.1 Statement of Policy
The staff of Wexford Disability Development CIL Ltd. are the most important asset to the company. Members of staff play a particularly important part in executing the work of the company. They perform a pivotal role; providing a link between the board of directors and the service users, and representing the company to the outside world on a day-to-day basis.
10.1.2. Scope
The purpose of this policy is to provide guidance on all aspects of paid

employment in Wexford Disability Development CIL Ltd.. It applies to all staff, whether permanent, temporary, full-time, part-time or on an employment programme.
10.1.3. Responsibility
Ultimate responsibility rests with the Board of Directors for ensuring the

implementation of this document.
On a day-to-day basis, the Manager is responsible for ensuring that the policy

and the procedures in this document are implemented efficiently and effectively.

All other staff are expected to facilitate this process.
10.1.4. Measures
The procedures listed below are the measures, which must be taken in order to

fulfil the policy. They must be adhered to at all times.
10.2. Recruitment

A full copy of our recruitment process is available in the office on request.
10.3. Commencing employment
10.3.1 General
New employees will be contacted as soon as possible after notifying them about

their appointment, with specific instructions about the starting day and their initial period at work. It is imperative that Wexford Disability Development CIL Ltd. is fully prepared for the arrival of new recruits, so that they receive a good impression of the organisation and find out what is expected of them. This is only possible trough a well-organised induction programme which covers all the necessary paperwork, as well as ensuring that new workers get to know the organisation, their colleagues, their own jobs and the external environment in which they will

be working.

10.3.2 Induction
The length of the induction will depend on the nature of the post but will, in all

cases, cover the following:
• Signing the contract of employment, with copies for both the employee

and Wexford Disability Development CIL Ltd.;

• Meeting co-workers and finding out their jobs and roles;

• Meeting Board members as appropriate;

• Meeting other relevant people;16
• Touring the work place and learning to use any equipment;

• Gaining familiarity with all Wexford Disability Development CIL Ltd. policies and procedures;

• Reading all relevant materials;

• Attending relevant meetings;

• Supervision session(s) to give a detailed introduction to the job and to

identify any urgent training needs.
10.3.3 Probationary Period
Normally posts are offered subject to a probationary period of six months. This

period overlaps with, but is separate from, the induction process. Induction is

about learning, whilst probation is an opportunity for both the employer and the employee to decide whether they are suited to each other. During the

probationary period, they will become familiar with the demands of the post and will be advised on his / her progress. A formal review will be held shortly before the end of the probationary period. If the work is unsatisfactory, the employee should be told clearly what the problems are and what standards are required. Similarly, if the employee is unsatisfied with the conditions of his / her employment, reasonable complaints will be dealt with swiftly and fairly. At the end of the probationary period, the Manager may:
_ Confirm the appointment, if satisfied with the work of the employee;

_ Extend the probationary period by a specified amount of time, if not

wholly satisfied with the worker’s performance, but in the hope of it

improving soon;

_ Terminate the contract of employment, if not satisfied with the

employee’s work.
These decisions will be notified in writing. Either party can terminate employment during the probationary period, provided the required notice, as specified in the contract of employment, is given.

10.4. Training
10.4.1 Purpose
In addition to the induction programme for new workers, most staff will, from time to time require further training. Provided that it is properly analysed and

resourced, training can enhance the professional and personal development of

Wexford Disability Development CIL Ltd.’ employees and widen the skills base of the company as a whole.
10.4.2 Eligibility
All staff are eligible for training whilst working for Wexford Disability Development CIL Ltd. Training is prioritised in the following order:
• Initial training – all new staff will receive the training necessary to enable

them to carry out their jobs as soon as possible after commencing employment.

• Continuing training – training to enable staff to do their jobs better will be

identified on an ongoing basis.

• Staff development training – this is particularly important for enhancing

staff morale, and training opportunities will be identified when possible.
10.4.3 Resourcing training
Effective training can only take place if it is adequately resourced, both in terms of time and money. Wexford Disability Development CIL Ltd. Will earmark sufficient funds for training each year and employees may spend a reasonable amount of time on training as part of their working hours. Staff can apply for financial assistance and / or time off to undertake training. Each case will be considered on its own merits and the resources available at the time.
10.4.4 Types of Training
Training comes in many guises. It may be done in-house or externally and

includes:
• On-the-job training;

• Work shadowing;

• Visiting other organisations / inviting outside organisations to Wexford Disability Development CIL Ltd.
• Attending conferences, workshops, lectures and seminars;

• One-off training sessions;

• Longer courses (often accredited);

• Distance learning.

The Manager decides in conjunction with the relevant member(s) of staff what

type of training is most appropriate to satisfy the training needs, which have been identified. If the amount of money and / or time spent on a particular type of training is considered to be higher than normal, prior approval from the Board must be sought before committing it.

10.4.5 Training Information and feedback
If training is paid for by Wexford Disability Development CIL Ltd., then any course materials belong to Wexford Disability Development CIL Ltd. and must be filed in the office. All staff are required to submit a short report outlining the content and usefulness of the course or meeting attended. Training information must be disseminated to relevant people within the organisation.
10.5. Working conditions
10.5.1 General
All employers aim to promote good practice in the work place, by providing fair

remuneration and attractive working conditions for its staff. It is always open to suggestions and actively seeks ways of improving the benefits package of its

employees. Ideas, which are viable, both practically and financially, will be

pursued.
10.5.2 Pay
Each job in the organisation is graded on the basis of a job evaluation and by

comparison with similar organisations. Salaries under the Community

Employment schemes have been set by FÁS, the company will increase the rate

of pay when it is in a financial position to do so. Rates of pay and payment

methods are specified in the contract of employment.
10.5.3 Hours of work
Hours worked are specified in the contract of employment, part-time Community Employment employees will work 19 ½ hours per week, any changes in working arrangements must be reported to management immediately.
Non-usual office hours

Due to the nature of the work, Wexford Disability Development CIL Ltd. staff are required to occasionally work in the evenings and at weekends. This will vary depending on the role and will be more applicable to some roles than to others. Attendance is normally required for staff meetings, which take place from time to time. Any substantial increase in the requirement to work under such conditions will be negotiated with the employee concerned.
Time-in-lieu

All employees are expected to keep a written record of times worked. Time off in lieu is granted for all hours worked in excess

of 30 minutes over the normal working day, in agreement with the Manager and may not include working through lunch. All time off in lieu must have prior sanction from the Manager. Any hours which are worked in excess of the normal working week must be taken in lieu within two months otherwise they become invalid. Ideally time off in lieu will be taken as hours, as opposed to days, at a time.

10.5.4 Annual leave
The leave year runs from January 1st to December 31st. The annual leave

entitlement for each employee is set out in his/her contract of employment. All

employers expects all staff to take their full entitlement, but does not encourage them to use their annual entitlement in one go. Staff are required to give adequate notice and obtain consent from the Manager before making leave

arrangements. Employees joining the organisation after the beginning of the

leave year are granted pro rata leave in their first leave year. Employees who

are leaving the organisation before the end of the leave year, are entitled to take

pro rata leave in that year. 
10.5.5 Public holidays
All regular employees are entitled to the nine public holidays per year.
Good Friday is a Church Holiday not a Bank Holiday.

10.5.6 Sick leave
Conditions for sick leave are outlined in the contract of employment. Employees who are unable to report for work should contact either the Manager or office staff member within one hour of their normal starting time, explaining their absence and giving a probable time for their return to work. If, during annual leave, an employee falls sick and produces a medical certificate to that effect, the period of sickness will be recorded as sick leave, not annual leave.
10.5.7 Maternity leave
All female employees are entitled to take maternity leave, which consists of 26

consecutive weeks’ social welfare paid leave, plus 16 weeks’ unpaid leave, plus

additional for ante- and post-natal care subject to board approval. She must

provide a medical certificate confirming pregnancy and give at least one month’s written notice of her intention to take leave and the intended date of return. All employers may grant further unpaid leave to the employee.
10.5.8 Parental leave
A male employee will be entitled, when appropriate, to 14 weeks unpaid leave.

In exceptional circumstances, this leave may be extended at the discretion of

Wexford Disability Development CIL Ltd.
10.5.9 Adoptive leave
Adoptive leave is available to all adoptive mothers and sole adoptive fathers and

consists of 10 weeds paid leave, plus 4 weeks unpaid leave. The employee

must give at least one month’s written notice of the intention to take adoptive

leave before the expected placement of the child.
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10.5.10 Special leave
Wexford Disability Development CIL Ltd. will consider requests for compassionate leave, career breaks, secondments and other reasons on their merits. Leave may be either paid or unpaid. Employees are granted paid leave to attend jury service.
10.5.11 Employment allowances
Wexford Disability Development CIL Ltd. will reimburse any out-of–pocket expenses staff incur in the course of working for the organisation. Legitimate expenses are: travel undertaken during the course of work, subsistence when away from the normal place of work, telephone and similar expenses made privately for and on behalf of Wexford Disability Development CIL Ltd.. Privately owned motor vehicles must be insured for business use.

10.5.12 Personal files and confidentiality
A file is kept on each employee recording recruitment information, salary,

statutory sick and maternity pay, appraisal records, etc. Employees are entitled

to inspect their own files, but not those of other members of staff. All staff are required to maintain confidentiality in respect of matters, which come to their knowledge in the course of their work, both when they are working for the

organisation and when they cease employment with the organisation.
10.6. When things go wrong and when staff leave
10.6.1 General
If the preceding procedures are adhered to, conflicts should be minimised.

However, there will always be times when unforeseen problems arise in the

workplace, either with an individual member of staff, amongst the staff team or

between the staff and other parties, for example the Board. It is crucial that

potential difficulties are dealt with as constructively and as soon as possible after they become apparent; problems rarely go away if they are simply ignored. If possible, issues should be raised informally first of all, with the people

concerned. If a quick and amicable solution to the problem cannot be found,

however, the appropriate formal procedures must be used. 

Sometimes, no agreed solution to a problem can be found and staff will end up

leaving the organisation. Staff may also leave for any number of reasons. When

they do, it is just as important that the correct procedures for finishing as

commencing employment at the Wexford Disability Development CIL Ltd. are followed.
10.6.2 Disciplinary procedure

This forms part of the contract of employment. The procedure is to be used by

the Manager if s/he has a problem with a member of staff (or by the Board, in the case of the Manager). 
Disciplinary action should only be started if informal discussions and supervision sessions with clear targets for improvement have proved ineffective, or if there is misconduct or a breach of rules which is too serious to be dealt with informally.
Please see section 12 of this handout for further details on the disciplinary

procedure.
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10.6.3 Grievance procedure
If you have any grievance regarding any aspect of your employment you may

raise it with the Manager. A written documentation of all meetings and

discussions held as part of a grievance procedure will be kept by the Manager. If it is not resolved to your satisfaction you may take your grievance to the

Chairperson of the Board. The ultimate arbitrator will be the Chairperson of the Board or his/her chosen nominee(s). This procedure is to be used by members of staff if they wish to formally raise a complaint about their co-workers, working conditions, or issues relating to the termination of employment.
10.6.4 Redundancy procedure
If Wexford Disability Development CIL Ltd. finds itself in the difficult position of

potentially having to let one or more members of staff go due to financial

cutbacks or restructuring, the Manager and Staff and Board must firstly

investigate all the alternatives to redundancy. It must do this in consultation with the member of staff involved. When selecting for redundancy, all staff will be treated on the same basis, irrespective of length of service, part-time

employment, or any factor not related to the post they fill. Redundancies will only be made in line with the strategic plans of the organisation and across the board cuts in pay or hours will not be imposed. No staff will be made redundant in order for their post to be filled by volunteers, although specific appropriate tasks may be reallocated to volunteers.
A minimum of one month’s notice will be given. Employees are entitled to

reasonable time off work to look for alternative employment. Employees do not

qualify for redundancy if Wexford Disability Development CIL Ltd. can offer them suitable alternative employment, if they are guilty of misconduct, or if they are ending work under fixed term contract and have thus waived redundancy rights.
10.6.5 Retirement
The retirement age for paid workers is 65 years. The Board may, in exceptional

circumstances and by agreement with the employee concerned, extend service

beyond 65, by a maximum period of up to one year at a time.
10.6.6 Exit interview
Whatever the reason for members of staff leaving Wexford Disability Development CIL Ltd., they will be offered an exit interview in the last week of their employment. This is an excellent opportunity for the organisation to receive constructive feedback from a member of staff of what it has been like to have been an employee of the organisation. Their experience, whether positive or negative, is valuable, and will help the organisation to evaluate how it works. The interview will be undertaken by the Manager and a member of the Staff and should cover the following areas:
• The best aspects of having worked for Wexford Disability Development CIL Ltd.;

• The less good aspects of having worked for Wexford Disability Development CIL Ltd.;

• What improvement they feel ought to be made within the organisation.

The worker and Manager / Chairperson of the Board should agree how much of the interview is to be kept confidential, and what information should be used to bring improvements to organisation.

21

11.0 Life Long Illness/ Medical Condition Policy
It is Wexford Disability Development CIL Ltd. policy to ensure the health, safety and welfare of staff at all times and all health and safety practices have been developed to comply with current legislation. The recruitment policy and practices reflect that Wexford Disability Development CIL Ltd. is an equal opportunities employer.
Any staff member who has a life-long illness or medical condition is required to notify management on commencement or during employment of the following information:
• Nature of illness/condition;

• Details of any medication or special procedures required in the event of an

emergency;

• Anything which may affect the illness or condition;

• Contact details in the event of an emergency – particularly if these details

differ to standard contact details held on personnel file.
All information relating to an illness or condition will be dealt with confidentially by Wexford Disability Development CIL Ltd. Staff who have a life-long illness or medical condition will be entitled to coverage under Wexford Disability Development CIL Ltd. sick leave entitlement subject to length of service.
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12.0 Disciplinary Procedure
The following disciplinary procedure applies to allegations of misconduct or failure to carry out duties by a member of the staff of Wexford Disability Development CIL Ltd.. This procedure is designed to help identify and correct behaviour, which if left unchecked could undermine the company’s effectiveness.
Informal warning

The normal action in the first instance of a failure to meet standards is an informal warning from the manager, which will include counseling as to what actions are required to bring about the desired improvement. The issue of the warning will be noted on the individuals personal file.
Stage 1: Formal Warning

The manager will inform the individual as to what aspects of their work or conduct is below standard and together with the employee devise an action plan to help them make the required improvement. The issue of this warning will be noted on the individuals personal file.
Stage 2: Written Warning

In the event of the required improvement not taking place, the employee will be issued with a written warning. This letter will also warn the employee that continued failure to improve might result in further disciplinary action up to and including dismissal.
Stage 3: Final Warning

If there is still no improvement or the individual perpetrates another breach of conduct; the employee will be given a final warning. Final warnings follow the same procedure as written warnings.
Dismissal

The employee may be dismissed if the conduct/ performance has not improved to the required standard following warnings. The following guidelines apply:
_ At all stages of the above procedure the employee will be given an

opportunity to provide an explanation for his/ her behaviour. He or she will

be told what course of action must be taken for improvement. At any stage

in the disciplinary procedure, the employee has the right to be represented

by a fellow member of staff.
_ In the event of an allegation of serious misconduct being made, West

Limerick Independent Living will suspend the employee on full pay pending

an investigation prior to any dismissal.
_ At all stages, the individual will have a right of appeal.

_ If the breach of discipline is serious enough, any of the above stages in the

disciplinary procedure can apply without having gone through the previous

stages.
_ In cases of very serious or gross misconduct any employee may be

dismissed without recourse to stages 1, 2 or 3. While it is impossible to

provide an exhaustive list of serious or gross acts of misconduct, the

following examples of breaches of good conduct that would make an employee liable for dismissal without recourse to the earlier stages of the disciplinary procedure include:
- Fighting or committing acts of violence against a fellow employee, leader or service user;

- Insubordination or abuse of the manager;
- Theft of company or employee property;
- Willful violation of company rules especially those relating to personal safety;
- Disclosure of confidential information to unauthorized persons;
- Harassment and bullying.
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13.0 Food Safety & Hygiene Policy
This policy outlines our commitment to ensuring that all Personal and Care Assistants required to handle food as part of their responsibilities do so in a hygienic manner and that food prepared is always safe for human consumption. All employees are asked to adhere to the following guidelines in an attempt to maintain the highest possible standards of hygiene in the operational procedures of food preparation and service within the Leader and Service Users homes:
(i) Always wash your hands thoroughly before preparing food, after handling

raw meat and vegetables, after coughing/ sneezing or using a handkerchief,

after using toilet and after handling pets.

(ii) All cuts and sores should be covered with waterproof dressings before

handling food.

(iii) Never cough, sneeze or smoke near food.

(iv) Clean work surfaces, equipment and utensils with hot water and detergent.

(v) Prepared food should be kept covered and either piping hot or very cool.

(vi) Thaw frozen foods completely before cooking unless the instructions specifically state “cook from frozen”. Cook all food according to the manufacturers instructions.

(vii) Avoid cross-contamination of foods, i.e. letting hands or raw foods come in

contact with cooked foods or storing raw and cooked foods together.

(viii) Store all refuse in covered containers.

(ix) Check the ‘best before date’ on food before using.

(x) Always cook food thoroughly.

(xi) Re-heating of food is not recommended, but if unavoidable, make sure it is

reheated until piping hot all the way through. Food should never be reheated

more than once.
Food poisoning can have serious consequences especially for the very young, the elderly and those who are already ill. Symptoms of food poisoning include one or more of the following:
_ Stomach pains;
_ Diarrhoea;
_ Vomiting- this can often be accompanied by fever with headache and

shivering.
The management of Wexford Disability Development CIL Ltd. are committed to good food hygiene and would like to remind employees that you are welcome to bring any lapses of hygiene in a Leader of Service Users home to their attention.
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14.0 Safe Driving Policy
This policy defines the conditions with which employees must agree prior to using their own vehicle for driving on Wexford Disability Development CIL Ltd. Ltd. business.
Wexford Disability Development CIL Ltd. Ltd. accepts no liability or responsibility for any accidents or incidents in which an employee is involved while travelling on company business.
Permission to use your own car on Wexford Disability Development CIL Ltd. Ltd. business must first be obtained from your Line Manager.
Vehicle

When required by Wexford Disability Development CIL Ltd. Ltd. to use your vehicle for company business, you are personally responsible to ensure that:

• Your vehicle is fully insured, including use for such business purposes

• You have an up to date Tax and Vehicle Test Certificates as per legal requirements

• Your car has been fully maintained and is in roadworthy condition

• Your vehicle is not overloaded with materials

• Your follow the Rules of the Road, driving regulations and speed limits at all times

• You have a drivers licence which legally permits you to drive and you do not exceed the maximum number of penalty points (currently 12)
When travelling significant distances, or over a number of days, maximum use must be made ofpublic transport, wherever feasible, in order to reduce tiredness and stress associated with driving long distances.
Mobile phones
In accordance with Government regulations, mobile telephones are not to be held on person or used while driving. You are personally responsible to ensure that:
• You do not have your mobile phone switched on whilst driving, unless placed in a fixed in-car hands free set. Mobile phones which are not fixed in car hands free kit, should either be switched off, or have all calls diverted to voicemail or the office.

• You do not carry mobile phone on your person whilst driving, unless it is switched off.

• Should you need to make or receive a phone call, you park your car prior to activating your handset.

• You are required by Wexford Disability Development CIL Ltd. Ltd. to abide by these details of this policy whilst driving on company business.

• The company accepts no liability or responsibility for any accidents or incidents in which an employee is involved while travelling on company business.
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15.0 Smoking Policy
Wexford Disability Development CIL Ltd. operates a no-smoking policy inside the premises to comply fully with the provisions of the Public Health (Tobacco) (Amendment) Act 2004.

It is the policy of Wexford Disability Development CIL Ltd. management that all enclosed work areas under their control are smoke free. Smoking poses a significant risk to the health of smokers and to non-smokers who are exposed to second hand smoke. This restriction is a 24-hour restriction and includes weekends. Smoking is only permitted outside and Employees must ensure that they carefully extinguish all naked flames, all cigarette ends are fully extinguished when finished. European legislation has confirmed that the right to clean air overrides the right to smoke. Any individual found smoking inside an enclosed workspace is liable to disciplinary action. If you require help in giving up smoking please contact management who will advise you of where assistance can be sourced. The national Smokers Quit-line number

is 1840 201 203.

This policy applies to all persons on site (employees, contractors, clients, visitors etc).

Therefore, this policy and associated procedures must be communicated to all

employees and in particular to new and part-time employees before they commence employment.

Infringements by employees will be dealt with under company disciplinary procedures.

Non-employees who contravene legislation prohibiting smoking in the workplace are liable to criminal prosecution with an associated fine. Breaches of this policy by such persons may result in they being asked to leave and may impact their standing as supplier/contractor/consultant to the company.

Person responsible: Manager: Mr. Declan Denny
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16.0 Policy on Safety & Protection of Service Users
Customer Care and Complaints Policy
Policy and procedure for handling complaints from service users, external

organisations, other agencies or members of the public.
Introduction
Where standards of care, treatment and practice are perceived to fall short of what is acceptable, in these circumstances, the complainant should have ease of access to an effective and fairsystem to deal with their complaint. Wexford Disability Development CIL Ltd., in accordance with Part 9 of the Health Act, 2004 is committed to providing a system for the management of complaints that facilitates effective feedback from and communication to all service users. Responding effectively to complaints received and learning from them is a key aspect to providing a high quality customer focused service.
Wexford Disability Development CIL Ltd. aims to create an environment where service users feel comfortable and have the opportunity to provide feedback about services experienced and equally where staff, feel comfortable about taking ownership of this process. All staff members have a responsibility to participate and take responsibility in managing complaints and other such

feedback as appropriate. 

Co-operation with the investigation of a complaint is essential and the use of a standardized approach is of benefit to complainants and to staff. The emphasis is on the swift and positive resolution of complaints at local level where possible. Consideration and willingness to listen may be all that is necessary in some cases. It is also important to recognise that complaints are often

useful to the organisation, service and individual members of staff.

Each complaint should be viewed as an opportunity to review a service, or an aspect of the service, and, where indicated, support development or change. This policy is in place to facilitate the quick, fair and complete investigation of complaints.
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Definitions

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;

A complaint means any action of the Wexford Disability Development CIL Ltd. that:

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.

Action

An action does not represent fair or sound administrative practice if it is:
• taken without proper permission or authority,

• taken for unnecessary reasons,

• the result of negligence or carelessness,

• based on incorrect or incomplete information,

• discriminatory,

• based on bad administrative practice
Who can make a complaint?
1. Any person who has received or sought services from Wexford Disability Development CIL Ltd.

2. If a person is entitled to make a complaint but is unable to do so because of age, illness or disability, the complaint may be made on that person’s behalf by;
• a close relative or carer of the person (parent, guardian, son, daughter or spouse

or is cohabiting with the person)

• any person who legally has the care of the affairs of that person,

• any legal representative of the person,

• any other person with the consent of the person

• If a person who would otherwise have been entitled to make a complaint is

deceased, a complaint may be made by a close relative or carer of that person.

Time limits
The Health Act 2004 specifies the following:
• A complaint must be made within 12 months of the date of the action giving rise to the complaint

• 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 ignore

· 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 Complaints officer must notify the complainant in writing of decision to extend / not extend time limits within 5 working days.
Complaints Officer
For Wexford Disability Development CIL Ltd. the role of the Complaints Officer specified in the legislation will be carried out by the Manager or nominees acting in the role of Investigation Officer.
How can a complaint be made?
Complaints can be made by letter, by fax, by email, by using the Wexford Disability Development CIL Ltd. Customer complaints form or verbally, in face-to-face or telephone communication. Complainants will be allowed the flexibility to lodge a complaint with either a staff member or a

service manager.
Purpose
The Purpose of this document is to detail the guiding principles, statutory requirements and the policy of the Wexford Disability Development CIL Ltd. in relation to the handling of complaints. This is to ensure compliance with the terms specified for the treatment of complaints by Service Providers who are providing a service on behalf of the HSE as defined by section 38 and 39 of the Health Act 2004.
The Health Act 2004 states that a Complaint means a complaint made about any action of the Executive, or a Service Provider that, 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.
An action does not accord with fair and sound administrative practice if it is:
• taken without proper authority,

• taken on irrelevant grounds,

• the result of negligence or carelessness,

• based on erroneous or incomplete information,

• improperly discriminatory,

• based on undesirable administrative practice, or

• in any other respect contrary to fair or sound administration
All complaints received will be considered by Wexford Disability Development CIL Ltd. however, the Health Act 2004 details a number of complaints that are not included under Part 9 of the Health Act. These complaints are in relation to:
• a matter that is or has been the subject of legal proceedings before a court or tribunal;

• a matter relating solely to the exercise of clinical judgment by a person acting on behalf of

either the Executive or a service provider

• an action taken by the Executive or a service provider solely on the advice of a person

exercising clinical judgment

• a matter relating to the recruitment or appointment of an employee by the Executive or a

service provider

• 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 (includes terms or conditions relating to superannuation benefits, disciplinary procedures or grievance procedures)

a matter relating to the Social Welfare Act;

• a matter that could be the subject of an appeal under section 60 of the Civil Registration

Act 2004;

• a matter that could prejudice an investigation being undertaken by the Garda Sıochana;

• a matter that has been brought before any other complaints procedure established under an enactment.
In the instance where complaints fall in to the categories above, Wexford Disability Development Ltd. will either proceed to investigate the complaint using the appropriate procedures as outlined in this document or will inform the complainant of the appropriate channels through which their complaint should be referred.

It is important to note that this Policy has been developed to complement all relevant policies, procedures and guidelines already developed by Wexford Disability Development CIL Ltd. to date e.g. Dignity at and respect at work etc., and that matters appropriate for these other procedures will continue to be treated in the same manner and in accordance with these agreed procedures.

While this policy and supporting procedures only describe the process in relation to the management of complaints, Wexford Disability Development CIL Ltd. is committed to appropriately managing any form of feedback, including compliments, and are developing systems to support such feedback.
Application
All Wexford Disability Development CIL Ltd. policies and procedures apply to any persons employed by the Wexford Disability Development CIL Ltd.. This includes permanent staff, temporary workers and relief staff. This complaints policy and procedure is for use by service users, other agencies and

members of the public. It is not for use by staff who have concerns or grievances; this is dealt

with through the Grievance Procedure which is available to staff either through their line manager or on the Internet.
Responsibilities of all Wexford Disability Development CIL Ltd. staff

Staff are expected to respond in a courteous manner to anyone raising a concern or making a formal complaint. Each member of staff is expected to treat any concerns or complaints brought to them in an appropriate and confidential manner. If a staff member receives a complaint about a

manager or colleague, the staff member should explain that they are not the appropriate person and refer the complaint to the Service Co-ordinator or other line manager. It is not acceptable for a member of staff to engage in debate or give a personal opinion about the action(s) of a colleague.
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. A Staff member or a trusted person may also be advocates for service users wishing to make a complaint if it is possible to do so within the principles of advocacy as listed below:
• Empowerment of the person where possible

• Respect for the person and his/her wishes

• Acting in the person’s best interest

• Acting independently

• Maintaining confidentiality

• Acting with diligence and competence
Staff members asked to perform this role must ensure that;

• they can advocate impartially and fairly.
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• they have no previous involvement in the actions complained of, or in the

examination/investigation of the complaint

• they receive training in the essential elements of advocacy support.

• they do not feel compelled to act as an advocate where they do not feel competent or supported to do so and must ensure that they direct the service user to appropriate advocacy supports.
Stages of the complaints management process
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 (The HSE)

Stage 4 Independent Review (Ombudsman)
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.
• 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 bear with the Wexford disability Development Ltd. complaints management process while informing them that they may seek a review of their complaint by the Ombudsman.

Verbal complaints
Complaints or concerns are often brought to the attention of a member of staff at the point of service delivery. The issue should be clarified, remedial action taken and complaint resolved immediately, where appropriate. The complaint and action taken should be recorded and forwarded to the Wexford Disability Development CIL Ltd.. If the complaint is deemed to have been dealt with appropriately by the staff member and their manager no further action is required. If it is not possible to resolve the issue immediately, the complaint will be forwarded in writing to the Manager for attention. The Manager will acknowledge receipt of the complaint in writing within 5 working days and initiate an investigation. The issue will be clarified with the complainant by an

Investigative Officer who will conduct an investigation. He / She will come to a conclusion which will be communicated to the complainant.
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Written complaints
Where any member of staff receives a written complaint they should in the first instance bring this to the attention of the Manager. The complaint will be acknowledged within 5 working days of receipt. The Manager will clarify the nature of the complaint if necessary and initiate an investigation. He/She will appoint an Investigation Officer or if the matter requires it conduct the

investigation into the complaint personally.
The Investigation Officer will:
• Conduct a detailed investigation into all aspects of the complaint

• Where changes to policies and procedures are required; ensure that these

changes are made and that other managers are aware of them

• Inform the complainant of the outcome Where a complaint spans more than one area of management, the Investigation Officer will

consult with appropriate colleagues in order to prepare a consolidated response. The outcome will be reported to the Wexford Disability Development CIL Ltd.
Investigating a complaint
Any investigation will respect the privacy and confidentiality of all concerned. All investigations will be approached fairly and objectively. Whatever the outcome of the investigation, all evidence will be fully documented. The Investigating Officer shall, where appropriate, make personal contact

with the complainant to clarify and detail the complaint.
The Investigating Officer will arrange to meet with appropriate staff to explore the issues raised by the complaint. If the complaint involves specific members of staff, the Investigating Officer will contact the staff involved and explain that a complaint has been made and that they need to meet to discuss the issues. At the meeting, the Investigating Officer will outline the complaint and ask the member of staff to respond.
The member of staff may need time to refer to notes or other records. In this, case a subsequent meeting may need to be arranged. The content of all meetings will be contemporaneously recorded by the Investigation Officer and this will be checked back with the member of staff to ensure its accuracy.
If the nature of the complaint appears to be of a serious nature which, if substantiated, could lead to disciplinary action, the Disciplinary Policy and Procedures will be followed. After collating and reviewing all the available information, the Investigating Officer will consider:
• If all or part of the complaint is upheld

• If a change in practice or procedure is required

• If any staff training or development is indicated

• If any disciplinary action is indicated.
Following an Investigation
Depending on the outcome of the investigation, the Manager will determine the appropriate action to be taken. Following the investigation, the Manager will formally contact the complainant in writing with the outcome and the action taken. The final response will address all aspects of the complaint and will be signed by the Manager. Details of the appeal process will be included.
Possible outcomes of an Investigation
1. Complaint not upheld
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The investigation may find that the complaint cannot be upheld, no further action indicated other than a report back to the complainant.
2. Complaint not upheld – but further action indicated the investigation may find that the specific complaint cannot be upheld but other concerns were

identified during the course of the investigation such as a misunderstanding or poor communication that contributed to the complaint being made.
3. Complaint Upheld

The investigation may find that the complaint was justified. The Manager will then identify what action will be taken such as staff training or change of practice

4. Complaint Upheld and Disciplinary Action Indicated

The investigation may find that the complaint was justified. Information may come to light indicating a breach of Wexford Disability Development CIL Ltd. rules. In this case action will be taken in line with Wexford Disability Development CIL Ltd. Disciplinary Policy and Procedures.
Review Process (For complaints that come under Part 9 of the Health Act 2004)

Where complaints are made in relation to matters which fall under the scope of the Health Act 2004 i.e. complaints relating to activities or services which are funded by the HSE in whole or in part, access to a Review Process by the HSE will be provided. A Review Process for complaints is one which gives the complainant an opportunity to have the recommendations made after the

investigation of their complaint reviewed.
All requests for reviews should be addressed to:
Head of Consumer Affairs

Health Service Executive

Oak House

Millennium Park

Naas

Co. Kildare
Review Process (For complaints that do not come under Part 9 of the Health Act 2004)
If the complainant is not satisfied with the response to a complaint he / she may contact the Manager to discuss the matter further. If a complainant remains dissatisfied, an appeal can be lodged in writing. All correspondence and information related to the investigation will be forwarded to the Board of Management, who will establish an appeal panel to review the

complaint and investigation. 

The complainant may be contacted to discuss the matter further. The Board of Management will reach a conclusion and decide on an appropriate course of action. The Board of Management will communicate the appeal conclusion to the complainant within 20 working days of receipt of the written appeal.
If at the end of the appeals process the complainant is still dissatisfied, Wexford Disability Development Ltd. will inform the complainant of the contact details of the Office of the Ombudsman. The outcome of the complaints process will be communicated to all relevant individuals while adhering to the principle of confidentiality insofar as is practicable.
Independent Review – Ombudsman

This office came into existence following the Ombudsman Act 1980. As provided for in the Health Act 2004, following the exhaustion of all Wexford Disability Development CIL Ltd. complaint processes of investigation and review, the complainant may register a further complaint with the Ombudsman. This right will be recorded on the complaint conclusion letter to complainants.
“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

18 Lr. Leeson Street, Dublin 2.

Tel: +353-1-639 5600

Lo-call: 1890 223030

Fax: (01) 639 5674
Redress
An effective complaints system which offers a range of timely and appropriate remedies will enhance the quality of service to the consumers of Wexford Disability Development CIL Ltd. services. It will have a positive effect on staff morale and improve Wexford Disability Development CIL Ltd. relations with the public. It will also provide useful feedback to Wexford Disability Development CIL Ltd. and enable it to review current procedures and systems which may be giving rise to complaints.
Redress should be consistent and fair for both the complainant and the service against which thecomplaint was made. Wexford Disability Development CIL Ltd. will 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 could include:

• 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

A complaints officer may not, following the investigation of a complaint, make a recommendation the implementation of which would require or cause:
a. the HSE to make a material amendment to its approved service plan, or

b. a service provider and the HSE 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;
a. amend the recommendation in such manner as makes the amendment to the applicable service plan or arrangement unnecessary, or
b. 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.
Anonymous complaints
Wexford Disability Development CIL Ltd. will not investigate anonymous complaints against any member of staff. To register a complaint, you must provide personal contact details. Anonymous complaints against members of staff will not be entertained due to the possibility that they may be vexatious or malicious in nature. Anonymity of complainant does not enable the principles of natural justice to be upheld. All verbal and written anonymous complaints regarding services or events should be brought to the attention of the relevant manager for a decision as to whether further action is needed.
Complaints made in confidence
Wexford Disability Development CIL Ltd. can facilitate complaints to be made in confidence where specifically requested by the complainant. In these instances, the identity of the complainant will only be known to the recipient of the complaint, the Investigating Officer and the Manager. If the investigation requires the identification of the complainant to be known, consent should be

obtained. If consent is not obtained the investigation cannot proceed. However, the Investigating Officer must be satisfied that the nature of the complaint does not represent a risk to Wexford Disability Development ltd. members or staff.
Vexatious or malicious complaints

If a complaint is deemed to be malicious the investigation, will cease. The complainant will have

the option of registering a further complaint with the Office of the Ombudsman. The Manager will review vexatious or malicious complaints to determine if any action should / can be taken by Wexford Disability Ltd.

Receipt and acknowledgment of complaints
The staff member receiving the complaint or their Service Co-ordinator / manager will acknowledge receipt of the complaint in writing within 5 working days and give a target date for the response. The target date for a response to a complaint is 30 working days. A complaint file will be generated and an investigation initiated. If the original timescale cannot be met, the

Manager must be informed and a holding letter sent to the complainant explaining the delay.
Documentation
The Wexford Disability Development CIL Ltd. complaints procedure will be recorded on standard documentation including;
• Acknowledgment letter

• Request for meeting letter

• Request for information letter

• Complaint conclusion letter
Complaints Records
All records of complaints must be kept. To ensure that Wexford Disability Development CIL Ltd. Utilizes complaints as a learning opportunity, all verbal and written complaints will be recorded, maintaining the highest level of confidentiality. Wexford Disability Development CIL Ltd. will review

complaints received to identify trends and support appropriate service development as identified.
The handling of each complaint should be reviewed to test the appropriateness and practical application of the complaints procedure. Wexford Disability Development CIL Ltd. will;
• Implement this policy

• Establish categories of complaints

• Identify common themes

• Identify trends of complaints received

• Establish a ratio of verbal to written complaints

• Prepare a quarterly report on complaints received which will be provided to the Company Board
Annual report to the HSE
Wexford Disability Development CIL Ltd. has established a complaints procedure by agreement with the HSE and acknowledges that it must provide the HSE with a general report on the complaints where those complaints are made in relation to matters which fall under the scope of the Health Act 2004 i.e. complaints relating to activities or services which are funded by the HSE in whole or in part. The report will specify all relevant complaints received by the service provider during the previous year indicating:
• The total number of relevant complaints received

• The nature of the complaints

• The number of complaints resolved by informal means

• The outcome of any investigations into the complaints
As well as providing an Annual report it is envisaged that the Health Service Executive will collect statistics / details of complaints on a half yearly basis.

It is also requested that where a serious complaint is made that the Local Health Manager will be made aware of same.
Summary
The Wexford Disability Development CIL Ltd. complaints policy is designed to be as responsive as possible to complainants. The policy operates to the highest standards of natural justice and fairness. The investigation of complaints, made either verbally or in writing by individuals or

advocates appointed on their behalf provides the Wexford Disability Development CIL Ltd. with an opportunity to learn and improve the services we provide. This policy will be reviewed on an annual basis to ensure it operates to the highest possible standards.
Appendix 1 – Contact Details
Declan Denny, Manager, Wexford Disability Development CIL Ltd.

Telephone – (053) 9142123
Email – office@wexfordcil.org
Chairperson – Board of Directors

1. Ms. Anna Fenlon Director

2. Ms. Catherine Murphy Director

3. Mr. Michael Keeling Treasurer
4. Mr. David Hynes  Chairman

5. Ms. Debbie Kendall Director and Company Secretary
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17.0 Manual Handling Briefing Sheet

Manual handling training will be provided to all employees involved in manual handling tasks. Please follow these guidelines:
_ Report any pre-existing relevant medical conditions to your manager, for example, back conditions, other muscular injuries, recent operations, pregnancy, etc. Failure to do so may result in work being allocated to you that is beyond your capability, putting you at risk, and also represents a breach of your contract of employment.
_ Check the environment for tripping hazards, poor lighting, spillages, etc. as anything of this nature increases the likelihood of a loss of balance whilst carrying and correcting that loss can easily strain muscles and cause injury.
_ Make use of mechanical aids such as hoists, checking visually that they are in satisfactory condition.
_ Limit the load to that which is suitable for the individual and/or the equipment being used, do not over-strain to lift or move something which does not feel immediately comfortably within your capability.
_ Avoid and minimise stooping, stretching, and twisting.
_ Grasp objects firmly, and lift keeping the back and neck straight, using the legs and bending the knees to achieve the lift – one medical advisor refers to this as the “bottom out” method of lifting, try it and you’ll see what he means!
_ Lift smoothly, do not jerk the load.
_ Share tasks with colleagues, if they are capable, but remember that two people cannot lift twice the weight of one (there are losses associated with co-ordination).
_ Take regular breaks.
_ Report any problems with the size or frequency of load, the environment or the equipment available to the manager.
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18.0 Incident Report Sheet

Accident investigation and reporting are key components of effective safety management. It is the Managers responsibility to ensure where an accident removes a person from their place of work for three consecutive days or more after the day of the accident, the Health and Safety Authority are informed in the appropriate manner. Internal incident reporting plays an important role in the prevention of accidents and illhealth. All incidents, no matter how trivial, and whether to employees or clients must be reported immediately to management. Incidents can be regarded as minor accidents or

‘near misses’ and examples of incidents include:
- A slip, trip or fall which did not result in serious injury but

had the potential for a serious accident;
- Minor cuts or bruises;
- Temporary discomfort;
- Bite from a Dog
Experience indicates that many serious accidents are rarely once-offs but are usually the result of failure to remedy a problem identified from a previous minor accident. A copy of the incident report sheet is provided on the next page. Copies of this form are available in the office if required.

Employees are reminded that the incident report sheet is an important tool in the preventing of accidents and ill health in all business activities of the organisation. Please ensure that this sheet is filled out following an incident and brought to the attention of the Manager.
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19.0 Employee Agreement

Employee Confidentiality Agreement

I hereby acknowledge, by my signature below, that I understand that the confidential information, records, and data to which I have knowledge and access in the course of my employment with Wexford Disability Development CIL Ltd. is to be kept confidential, and this confidentiality is a condition of my employment. This information shall not be disclosed to anyone under any circumstances, except to the extent necessary to fulfill my job requirements. I understand that my duty to maintain confidentiality continues even after I

am no longer employed. Approval should first be obtained before any disclosure of confidential information. I understand that the unauthorised disclosure of service users and other confidential information of Wexford Disability Development CIL Ltd. is grounds for disciplinary action, up to

and including immediate dismissal.
Acceptance of the Employee handbook

I hereby acknowledge, by my signature below, that I have received and read a copy of the Wexford Disability Development CIL Ltd. Employee Handbook. I agree to abide by the policies and procedures outlined within the handbook.
Employee Signature: _____________________________
Date _____________________________
Please print your name here in BLOCK CAPITALS: _________________________
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INCIDENT REPORT SHEET
Date of the incident: _______________________
Situation:

(Where did the incident occur?)
Antecedent Behaviour:

(What led up to the incident, did the persons involved exhibit any

unusual/significant behaviour prior to the incident?)
Incident:

(What actually occurred?)
Witnesses:
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Action to be taken:

(What follow up action is required?)
Any other relevant comments:
Person Completing Form 
Name: __________________________

Address: ________________________

________________________

________________________
Telephone: _______________________
Signature: ___________________ Date: ____________________________
1

