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Welcome to the 2020 edition of Tusla’s Anonymised Casebook on Learning
from Feedback and Complaints which is also the first edition! Tusla are pleased to be
progressing our aim of increasing our learning from complaints data in what was a
challenging year for everyone.

Tusla monitors and draws on complaints data to inform service improvement. Tusla
have implemented key performance indicators to ensure the time we take to resolve
complaints improves and that we aim to resolve complaints locally as much as
possible in as short a time as possible.

This casebook is a part of Tusla’s commitment to expand on the learning available
from complaints and feedback and to strengthen the sharing of that learning.
Unique anonymised examples are used that reflect themes and issues which arise in
the course of daily service provision in Tusla and which inform quality and service
improvement.

Tusla’s commitment to our values and behaviours of Trust, Respect, Kindness and
Empowerment is reflected in the way we manage feedback and complaints

We also aim to support our staff to learn from any mistakes and support a culture of
resolution, not blame, wherever possible, to promote a learning culture in Tusla.
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This case book presents a sample of 14 cases of complaint or feedback in a
wide range of categories from across Tusla’s services nationally. Presenting cases
here offers Tusla staff greater awareness of the types of complaints and feedback
Tusla receives about service delivery and also provides public insight into how
complaints are managed and resolved by Tusla.

This casebook will be widely circulated to staff within Tusla to promote and embed
reflection and an Agency learning culture, in addition to the individual learnings
which occurred locally in each of these cases.

The Quality Assurance Directorate which complied this casebook recognises and
appreciates the contributions made by service users who take the time to raise
complaints and provide feedback to Tusla. We also recognise the contributions of
staff who, at all times, aim for local resolution of complaints and always appreciate
feedback from service users on what’s working well too. Next year, we hope to
increase the size of the casebook to include more case examples and to continue to
improve on Tusla’s use of data from complaints and feedback.

1. Category of Complaint: Delayed response/decision.
Complaint Status: Upheld.
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2. Category of Complaint: Outcome of Assessment/Lack of Consultation
Complaint Status: Partially Upheld

3. Category of Complaint: Lack of Consultation
Complaint Status: Partially Upheld
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4. Category of Complaint: Breach of Procedure/unfair treatment
Complaint Status: Upheld

5. Category of Complaint: Telephone Unavailability
Complaint Status: Resolved Locally
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6. Category of Complaint: Poor Communication
Complaint Status: Upheld

7. Category of Complaint: Insufficient Service
Complaint Status: Informal Resolution
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8. Feedback Category: Positive Feedback
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9. Feedback Category: Positive Feedback
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10.Feedback Category: Positive Feedback

11. Category of feedback: Positive Feedback
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12. Category of feedback: Positive Feedback

13. Category of feedback: Positive Feedback
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14. Category of feedback: Positive Feedback

Tusla hopes that you have found the 2020, example complaints and feedback, and
their associated resolution and learning, informative.

This casebook was brought to you by the Service Experience and Feedback team who
can be contacted at tellus@tusla.ie

All policy and procedure documents associated with the management of complaints
and feedback in Tusla can be found on the Tusla website www.tusla.ie
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