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Date: 5th August 2025                                               
 
Re: PQ 42237/25  
 
To ask the Minister for Health the number of complaints by patients or family members or care partners 
submitted to each health region since 1 January 2023; the number of complaints responded to within 30 
working days; the number responded to within 12 weeks, 18 weeks, 24 weeks and over subsequent six 
week intervals until 1 July 2025.  
 
Dear Deputy Quaide, 
 
The Health Service Executive has been requested to reply directly to you in the context of the above 
Parliamentary Question, which you submitted to the Minister for Health for response. I have examined 
the matter and the following outlines the position.  
 
The Complaints Management System (CMS) is the national database management system developed to 
support the HSE’s complaints management process and to enable tracking of Stage 2 formal complaints 
as set out in the Your Service Your Say: The Management of Service User Feedback for comments, 
compliments and complaints Policy 2017. All statutory HSE services are mandated to use the CMS.  
 
The 30 Day Complaint KPI is defined as “percentage of Stage 2 formal complaints submitted to the HSE 
that are investigated by assigned Complaints Officers within the 30 working day legislative timeframe”. 
We do not collate data at any other time intervals so are unable to provide the number of complaints 
responded to within 12 weeks, 18 weeks, 24 weeks and over subsequent six week intervals. 
 
Structural changes within the HSE took place midway through 2024, when Regional Health Authorities 
(RHAs) were introduced. Consequently, complaints data for Quarter 1 and Quarter 2 was recorded by 
Hospital Groups (HGs) and Community Health Organisations (CHOs), while data for Quarter 3 and Quarter 
4 was recorded by RHAs, split between Hospital Groups and Communities. 
 
Please be advised that the Quarter 2 (April, May, and June) 2025 results for the 30 Day Complaint KPI will 
not be available until close of business on Thursday, 21st August. This delay is due to the requirement to 
wait 35 working days after the end of each quarter to extract the reports. 
 
Notes: 
 
RHA’s consist of both Hospital Groups, which include statutory and voluntary hospitals, and Communities, 
which include only statutory sites. 
 
Complaint data is compiled from the CMS database (covering both statutory and voluntary hospitals and 
statutory sites) and Excel spreadsheets from some voluntary hospitals. 
 
Complaints that are excluded (not subject to legislation), withdrawn, or anonymous are excluded from 
reporting. 
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For the period of the 1st January 2023 to 31st December 2023 
 

 
 
 
*RCSI - Royal College of Surgeons Ireland Hospital Group  
DMHG – Dublin Midlands Hospital Group 
IEHG – Ireland East Hospital Group 
SSWHG – South, Southwest Hospital Group 
Saolta – Saolta Hospital Group 
ULHG – University Limerick Hospital Group 
CHI – Children’s Hospital Group 
NCGLT – National Complaints Governance and Learning Team 
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For the period of the 1st January 2024 to 30th June 2024 
 

 
 
 
*RCSI - Royal College of Surgeons Ireland Hospital Group  
DMHG – Dublin Midlands Hospital Group 
IEHG – Ireland East Hospital Group 
SSWHG – South, Southwest Hospital Group 
Saolta – Saolta Hospital Group 
ULHG – University Limerick Hospital Group 
CHI – Children’s Hospital Group 
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For the period of the 1st July 2024 to 31st December 2024 
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For the period of the 1st January 2025 to 31st March 2025 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
I trust this information is of assistance to you but should you have any further queries please do not 
hesitate to contact me. 
 
Yours sincerely, 
 
 
________________________ 
Christopher Rudland 
Assistant National Director 
National Complaints Governance and Learning Team 
Communications & Parliamentary Affairs Division 


