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Complaints Process  

Doctor on Duty believe that effective, proactive handling of all complaints presents a great 
opportunity for us to demonstrate to our patients the value we place on their feedback.  

Your views are extremely important to us. You may have a suggestion to make that could help us to 
improve our services or you may wish to compliment the staff on the treatment that you received.  

We appreciate all your comments, positive or negative, as it encourages us to continue our efforts on 
your behalf.  You can make your views known directly to those involved or by contacting the central 
team; this can be done verbally or in writing using the contact provided on the website.  

We take complaints seriously and deal with them on an individual basis.  A very precise policy has 
been established here in Doctor on Duty to deal with complaints and to ensure that all complaints are 
dealt with in a very fair and efficient manner. All complaints are treated in the strictest of confidence 
involving only those who were involved in the matter and the necessary central team member/s.  

  

Informal/Verbal Complaint  

If you do have a complaint, bring it to the attention of a member of our team straight away if you feel 
comfortable doing this. Misunderstandings, unfortunately do happen and the people concerned 
should be given the opportunity to put things right.  

We do feel that one of the successes of our complaints policy is the mechanism that we have in place 
whereby team members involved in the complaint process are made aware of the complaint and are 
actively involved where appropriate, in resolving issues.   

  

Written Complaints  

If you are not satisfied with the response you receive from a verbal complaint or wish to instead 
provide a written complaint, please use our formal complaints procedure as follows:  

Formal complaints should be made in writing to the Clinical Director at the following address:  

By Email: info@doctoronduty.ie  

By Post: Complaints Management Team, 344 South Circular Road, Dublin 8  
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What happens next  

You will receive a written acknowledgement of receipt of your complaint within 5 working days of 
receipt. 

One of our team may call or email you for further details within this time.  

You will receive a full response within 5 to 10 working days from the date noting the acknowledgement 
of your complaint.  

You will be provided with an explanation of the findings of the investigation and any subsequent 
action/review of the procedures undertaken by Doctor on Duty.   

Where necessary, you will be provided with the opportunity to speak with or meet with the individual 
involved and /or speak or meet the Clinical Director to discuss the details of your complaint further if 
deemed necessary by Doctor on Duty.  
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