
 

Our Complaints Procedure 
 
At Curam Care Homes, we are committed to providing the highest quality of care and quality of life 
for our residents and their families. We understand that sometimes things don’t go as expected, and 
if that happens, your feedback helps us improve. 
 
Our complaints procedure is designed to be simple, transparent, and respectful. Whether you have a 
concern, a suggestion, or a formal complaint, we’re here to listen and respond thoughtfully. 
 
 
We are committed to handling any complaints about our service fairly and effectively. If you need help 
making a complaint, the Patient Advocacy Service can support you. You can contact them in the 
following ways: 
 

• Email:  info@patientadvocacyservice.ie 
• Telephone:  0818 293003 
• Post: Patient Advocacy Service, Level 3 Rear Unit, Marshalsea Court, Merchant’s Quay, Dublin 

8, D08 AEY8. 
 
 
Informal Complaint (Stage 1) 
If you are unhappy with the care that you have received you can raise the issue in the nursing home 
with any member of staff. The issue may be resolved without needing to make a formal, written 
complaint. 
 
The nursing home will document your informal complaint on the homes concerns log, and it will be 
reviewed and then closed by the Director of Nursing once it has been resolved.  
 
 
Formal Complaint (Stage 2) 
You can make a formal complaint at any time. You can so in writing (by letter or email) to the homes 
Complaints Officer who is the Director of Nursing. 
 
We will acknowledge your complaint in writing within 5 working days. 
We aim to investigate and resolve all complaints as quickly as possible, and usually within 30 working 
days. 
If it takes longer than 30 working days, we will write to you to explain the delay. We’ll then keep you 
updated every 30 working days until you receive the final outcome letter. 
 
All complaints are monitored and reviewed by Director of Care, Quality & Standards Ms. Audrey 
Beckett. 
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Executive Review (Stage 3) 
If you're not satisfied with the response to your complaint, you can ask for an Executive Review. To do 
this, contact the Review Officer, Mr. Seamus Killeen, within 30 working days of getting your complaint 
outcome. You will receive a written response to the Executive Review within 20 working days. 
 
If the review takes longer than 20 working days, we will write to you within that time to explain the 
delay. We will then send you an update every 20 working days until we send you the final outcome. 
 
You can contact Seamus by telephone:  087 122 7632, by email:  skilleen@curamcarehomes.ie, or by 
writing to:  Seamus Killeen, Director of Operations, Curam Care Homes, Senan House, Enniscorthy, 
Co. Wexford, Y21 A9K8. 
 
 
Complaint Procedures and the Ombudsman 
If we do not succeed in resolving your complaint, you may complain to the Ombudsman.   
 
The Ombudsman expects that you contact us first with your complaint and to give us a chance to put 
things right.  You can contact the Ombudsman by: telephone: 01 639 5600, the website: 
www.ombudsman.ie or by writing to: The Office of the Ombudsman, 6 Earlsfort Terrace, Dublin 2, 
D02 W773. 
 
You can also contact HIQA, although currently HIQA are unable to investigate individual complaints 
about a health or social care service under the Health Act 2007.  
HIQA Head Office, Unit 1301, City Gate, Mahon, Cork, T12 Y2XT. (021) 240 9300 
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