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1. Introduction1 

The Central Bank of Ireland (the “Central Bank”) acknowledges 
that, from time to time, persons or organisations may wish to make 
complaints concerning the Central Bank or individual staff 
members. This procedure sets out how the Central Bank will deal 
with such complaints, with the aim of ensuring that issues are dealt 
with appropriately and as expeditiously as possible. In this respect, 
the Central Bank is committed to having an effective complaints 
procedure, which reflects the needs, expectations and rights of 
both complainants, and staff against whom complaints have been 
made. 

The Central Bank also acknowledges that persons or organisations may raise concerns with the 

Central Bank regarding the conduct of financial service providers regulated by them. While this 

procedure does not accommodate these matters provision is made in the Central Bank 

(Supervision and Enforcement) Act 2013 and the Protected Disclosures Act 2014 to deal with 

such instances. 

This Complaints Procedure is for use by persons or organisations who wish to submit a complaint 

relating to an individual staff member of the Central Bank or the way in which the Central Bank 

conducts its business i.e. services received from the Central Bank. 

A separate Complaints Procedure is in place under Section 38 of the Disability Act 2005.  This can 

be accessed here.  

One of the Central Bank’s key principles is around respecting and valuing each other as 

colleagues. Any threats or abusive behaviour towards Central Bank staff will not be tolerated and, 

where appropriate, will be referred to An Garda Síochána. 

 

 

 

 

 

 

 

 

1 For categories of complaints that will not be dealt with by the Central 

Bank under this procedure, please see Section 3. 

https://www.centralbank.ie/docs/default-source/tns/contact/disability-act--complaints-2020.pdf?sfvrsn=6
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2. Complaints: Receipt and Processing 
Complaints will be dealt with in accordance with the following procedure: 

A. Receipt 
 A Complainant can submit his or her complaint by email, phone or letter to the Central Bank’s 

Complaints Officer (the “Complaints Officer”), Internal Governance Division; 

 The Complainant should provide a description of the facts and circumstances, the details of the 

complaint itself and his or her name and contact details. Where the complaint is received by 

phone, the Complainant will be requested to confirm their complaint in writing; 

 The Complaints Officer must declare any actual or perceived conflict of interest at the earliest 

opportunity, and should be communicated to the Complainant; 

 Where the Complaints Officer has had any involvement in the matter giving rise to the 

complaint another Complaints Officer will be appointed. In such instances the Head of Internal 

Audit will be appointed as the Complaints Officer; 

 The Complaints Officer may contact the Complainant either in writing or by phone to request 

further information relating to the submitted complaint; 

 The Complaints Officer will acknowledge receipt of the complaint to the Complainant, 

enclosing a copy of the Complaints Handling Procedure, within three working days and shall 

assign a reference number to the complaint; 

 The Internal Governance Division shall maintain a complaints register in which the receipt and 

outcome of all complaints shall be maintained; 

 The Central Bank shall publish on its website, on an annual basis, an anonymised report on the 

number of complaints considered; and 

 The individual against whom the complaint is made will be advised of the complaint and will be 

afforded an opportunity to respond to same. 

B. Initial Assessment 
 All complaints will be considered by the Complaints Officer who will conduct an initial 

assessment of the complaint to: 

o assess whether the complaint is one which falls within the scope of this procedure; 

o evaluate the complexity or the nature of the issues; 

o determine whether additional information is required; and 

o consider whether further investigation is merited; 

 At the conclusion of the initial assessment, a report will be prepared by the Complaints Officer 

detailing the recommended next steps. The recommended next steps are: 

a. No further action required; an explanation as to why this course of action was 

determined to be the most suitable will be detailed in the report; or 

b. The complaint merits further examination or investigation and will be dealt with 

accordingly; 
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 The initial assessment shall be concluded within four weeks of receipt of the original complaint, 

where possible by the Complaints Officer. The Complainant shall be informed in writing where 

this timeframe cannot be achieved; 

 Where the conclusion of the initial assessment is that no further action is required, the 

Complaints Officer will correspond with the Complainant outlining the reasons for same and, 

where appropriate, shall also inform the Subject(s). The complaints register will be updated 

accordingly; 

 Save where a duty to disclose such information arises under law, all details of the complaint will 

be kept confidential and, where required by law, treated as a protected disclosure. The identity 

of 

 both the Complainant and the Subject(s) of the complaint will be safeguarded throughout the 

investigation process. 

C. Complaints that can be addressed by the Complaints Officer 
 In certain instances complaints will be addressed by the Complaints Officer. Examples of such 

complaints would be a minor administrative mistake, or a delay in responding to 

correspondence. 

D. Investigation 
 Where the initial assessment recommends that an investigation is merited the Head of Internal 

Audit (or their nominee) will appoint a member of their team who has not previously been 

involved in the matter complained of (the “Reviewer”) to complete the investigation; 

 Where the Reviewer deems it necessary to do so they may request further information from 

the Complainant or, where appropriate to do so, the Subject(s). The Reviewer may engage with 

other relevant parties within the Bank in order to assist with the investigation process; 

 Both the Complainant and, where appropriate, the Subject(s), are expected to co-operate with 

the investigation process. Save in exceptional circumstances, this investigation will involve a 

document-based review considering any documents supplied by the Complainant and any 

relevant documents supplied by the Subject(s) or held by the Central Bank; 

 The Reviewer will conclude their investigation of the complaint within four weeks of being 

appointed, where possible. The Complainant shall be informed in writing where this timeframe 

cannot be achieved; 

 Where reasonably practicable, the Reviewer will keep the Complainant informed on how the 

investigation is progressing; 

 Once the investigation is complete and in line with established Internal Audit practice a report 

on the matter will be issued by the Head of Internal Audit Division (or their nominee). The 

report will, subject to law, include details of all findings and may or may not also include 

recommended courses of action to remedy the matters complained of; 

 The Head of Internal Audit (or their nominee) shall, subject to law, inform both the 

Complainant and, as appropriate, the Subject(s) of the findings of the report. The Audit 
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Committee will be advised of the findings also. Regular reviews of any recommended actions 

will be performed by the Internal Audit Division to ensure that the recommended actions are 

implemented in full; and 

 The Complaints Officer will be informed of the outcome of the complaint in order to enable 

them to update the complaints register. It is a matter for the Head of Internal Audit (or their 

nominee) to determine the level of information that is required to be shared. All information 

received by the Complaints Officer in relation to the matter will be held securely and its 

confidentiality will be maintained. 

E. Appeals 
 Where a Complainant is dissatisfied with the outcome of the initial assessment or the 

conclusion of an investigation they can appeal same. The request shall be submitted in writing 

to the Central Bank’s Complaints Officer; the request can include additional information that 

the Complainant is of the view would support their appeal; 

 The Complaints Officer shall refer the matter to the relevant Deputy Governor, Director 

General or Chief Operations Officer, who will assess whether a further review of the initial 

assessment of the investigation is merited, including taking account of any additional 

information provided in the appeal. The Deputy Governor, Director General or Chief 

Operations Officer may consult with the Head of Internal Audit (or their nominee) in this 

regard; 

 Where the Deputy Governor, Director General or Chief Operations Officer considers that such 

a review is not merited, this will be communicated to the Complainant by the Complaints 

Officer (and the complaints register will be updated accordingly). There is no further appeal of 

this decision under this procedure; 

 Where the Deputy Governor, Director General or Chief Operations Officer considers that a 

review is merited, then a suitable Independent Adjudicator will be appointed to investigate the 

complaint. The Independent Adjudicator will have access to all relevant documentation, 

including the material relevant to the previous assessment and investigations conducted. Save 

in exceptional circumstances, the appeals stage will involve a document-based review; and 

 The Independent Adjudicator will issue a Final Report once the matter has been determined. 

The findings of the appeal and any recommendations will, subject to law, be communicated to 

the Complainant and the Central Bank. There is no further appeal of this decision under this 

procedure. 
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3. Out of Scope 
3.1 The following categories of complaints will not be dealt with by the Central Bank 

under this Complaints Procedure: 

 Complaints relating to the Central Bank’s relationships with its staff members, complaints of 

this nature are managed through a separate internal process; 

 Complaints relating to a contractual or commercial dispute between the Central Bank and a 

supplier of the Central Bank; 

 Complaints relating to the Central Bank’s legislative functions; 

 Complaints expressing no more than general dissatisfaction with the Central Bank’s policies or 

the exercise of, or failure to exercise, its discretion where no misconduct is alleged; 

 Complaints previously considered by the Central Bank, unless new facts have come to light; 

 Complaints in respect of which legal proceedings against the Central Bank are in progress or 

have been completed; 

 Complaints relating to conduct which is the subject of investigation by An Garda Síochána; 

 Complaints that are manifestly unfounded, trivial or vexatious; 

 Complaints arising out of the Central Bank’s alleged failure to comply with data subject 

requests made under the Data Protection Act 1988 and 2003 (the “Data Protection Acts”) or a 

request for information under the Freedom of Information Act 2014 (the “FOI Act”). These 

matters will be considered under the Data Protection Acts and the FOI Act respectively; and 

 Complaints made more than 12 months after the Complainant became aware of the matters 

complained about, unless the Complainant can demonstrate reasonable grounds for delay. 

 Where a complaint falls into one or more of the above categories, the Central Bank will, in 

accordance with the process outlined in Section 3, advise the Complainant that his or her 

complaint is not admissible. 

 

 

4. Procedure Review 
This procedure will be kept under review by the Central Bank’s Audit Committee. 



  

 

T: +353 (0)1 224 6000     

E: complaints@centralbank.ie 

www.centralbank.ie 
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