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1. Our Role

The Mental Health Commission (MHC) is an independent statutory body established under the
provisions of the Mental Health Acts 2001 — 2018 (the 2001 Act). The remit of the MHC incorporates
the broad spectrum of mental health services for all ages in certain settings.

In addition, under the provisions of the Assisted Decision Making (Capacity) Act 2015 (the 2015 Act),
the MHC is responsible for the Decision Support Service (DSS) to support decision-making by and for
adults with capacity difficulties.

The MHC is a public sector organisation, therefore our standards and behaviours are governed by
the Code of Practice for the Governance of State Bodies. The Code specifies that public servants
must maintain high standards of service in their dealings with the public. The purpose of this Charter
is to set out the standards required by all our employees in their work and set out a clear framework
within which we must act, as well as standards that you, as a stakeholder, can expect from the MHC.

Our Vision: Equity of access to person-centred mental health services and decision support services
that deliver high-quality care and support.

Our Mission: Promotion and vindication of human rights in relation to mental health services and
decision support services.

Our Values

Expertise

Human Rights
We value and respect the

Human rights underpin our

expertise of our team and those
professionals we engage with,
thereby ensuring our work is
evidence-based and In line with
best practice.

approach to everything

we do, the services we

provide and the services
we regulate.

Person-centred

We believe in
person-centred support;
empowering individuals,

Dignity and and their supporters,

Respect to be co-creators in
Everyone should be their care, recovery and

treated with dignity and decision-making.

We demonstrate
this value through our
Interactions both within
the MHC and with
our external

stakeholders. Independence and

Accountability
To successfully achieve our

mission and vision we must
be independent, transparent
and accountable to our
stakeholders and the public on
whose behalf we work.


https://www.gov.ie/en/publication/0918ef-code-of-practice-for-the-governance-of-state-bodies/

Regulatory Process

Monitoring mental health services and the registering and inspection of approved centres in line
with legal requirements. We are a responsive regulator and the data we collect allows us to take a
risk-based approach.

Mental Health Tribunals

Protecting the human rights and interests of persons detained for care and treatment; specifically
through ensuring the independent review of involuntary admission orders by a Mental Health
Tribunal.

Decision Support Service

Maximising autonomy for all relevant persons requiring support to make decisions about their
personal welfare, property and affairs. Regulating decision support arrangements and supervising
decision supporters.

Quality Improvement

Encouraging continuous quality improvement; fostering high standards and good practices in the
delivery of mental health services. Issuing guidance and developing evidence-based standards to
improve service delivery and service user experience.

Therefore, the Commission must have a good relationship with all stakeholders, one based on
courtesy and trust.

Stakeholders of the MHC include, but are not limited to:

e Service Users

e Voluntary Organisations

e HSE, Voluntary and Private Service Provider Clinical Leads
e Relevant Professionals

e Statutory Agencies

e Relevant Government Departments

e |ndependent Service Providers

Where necessary and appropriate, we will work with other government agencies and departments
to coordinate services to our stakeholders.

We will abide by the Department of Public Expenditure and Reform’s 12 Principles of Quality
Stakeholder Service (QCS).

We aim to provide a professional and efficient service at all times to our stakeholders and wil
achieve this by:

Listening: We will actively listen to your feedback and we will respond to you fairly and with respect.


https://www.gov.ie/en/organisation-information/14141a-quality-customer-service/
https://www.gov.ie/en/organisation-information/14141a-quality-customer-service/

Being transparent: We will answer your questions as fully as we can, and we will make sure our
answers are as clear and simple to understand as possible.

Being accessible: We will be available to answer any questions by telephone, by letter, by e-mail or
in person within our operating hours.

Ensuring confidentiality: We will keep accurate records of your dealings with us and keep those
records safe. We will comply with GDPR requirements on data handling, processing and storage.

Treating everyone equally: We will strive to make sure our employees take into account any special
needs or requirements you might have.

Processing requests efficiently: We will do all we can to ensure that you have confidence in our
work.

Being accurate: We will always strive to give the right information in a timely manner.

Quality: We are fully committed to delivering the highest quality of service.

Telephone
You may contact us at the telephone number given on our ‘Contact Details’ page.

e We will answer your phone call as soon as possible.

e We will identify ourselves when we answer.

e We will be polite, helpful and will do our best to provide callers with clear and correct
information.

While we understand that stakeholders who call may be experiencing difficulties or be in a stressful
situation, if callers become abusive, offensive or aggressive to staff members during a telephone call,
staff will advise the caller that the call will be terminated if such behaviour continues.

Written: Post and Email

Depending on your query, there are a number of different emails to contact. Our websites
(www.mhcirl.ie and www.decisionsupportservice.ie) will point you in the right direction. In our
written communication with you:

e  We will provide our name.

e We will issue all correspondence in clear language, which is easy to understand and concise.

e When contacting us, we encourage our stakeholders to correspond with us through email.
However, if this is not possible, then post may be sent to the address provided on our
‘Contact Details’ page.

e Postal Freedom of Information and Data Protection Requests must be addressed to the

Freedom of Information Officer / Data Protection Officer at the following addresses:

By Post FOI Officer,

Mental Health Commission

Waterloo Exchange

Waterloo Road

Dublin 4

D04 E5W7

By Email DPFOlI@mhcirl.ie



https://www.mhcirl.ie/get-touch
http://www.mhcirl.ie/
http://www.decisionsupportservice.ie/
https://www.mhcirl.ie/get-touch

In-person: Callers to MHC’s Offices
Our office is not a public office. Meetings with staff are by appointment only. Due to staff’s work
commitments any unscheduled caller will be asked to make an appointment.

o We will greet visitors politely, be helpful and deal with their enquiries as efficiently as
possible.

e  We will ensure that all visitors are afforded privacy and discretion in their dealings with
the MHC.

e We will ensure that our offices are easily accessible for meetings and conform to all Health
and Safety standards.

o  Where possible, we would be grateful if stakeholders can provide us with advance notice of
any access or other requirements so that we can make any necessary arrangements.

We will produce comprehensive explanatory material and guidelines on the MHC'’s functions and
services as well as providing information on the Mental Health Acts 2001 - 2018 and Assisted
Decision Making (Capacity) Act 2015.

Our websites (www.mhcirl.ie and www.decisionsupportservice.ie) will be up-to-date, relevant, user
friendly and accessible to all stakeholders, including those with disabilities.

We will communicate clearly and in a timely fashion and be open and transparent. If your query
relates to a matter that should be handled by another public body, we will direct you to that body or
request your permission to redirect the matter on your behalf.

The MHC is committed to engaging with its stakeholders and we will consult our stakeholders for
their opinions and take them into account.

We will endeavour to respond in Irish to any written correspondence in Irish. We will publish our
Annual Report and some other publications in Irish. We have published several booklets in other
languages and will continue to do so.

The MHC accommodates diversity and deals with all stakeholders in a fair and open manner in the
spirit of the Equal Status Act 2000 and the Public Sector Equality and Human Rights Duty.

No person that the MHC has contact with, will be discriminated against on grounds of gender,
marital status, family status, age, disability, sexual orientation, religious belief, race, ethnicity,
political convictions, place of birth or residence, occupational status or any other status.


http://www.mhcirl.ie/
http://www.decisionsupportservice.ie/
https://www.irishstatutebook.ie/eli/2000/act/8/enacted/en/html
https://www.ihrec.ie/our-work/public-sector-equality-and-human-rights-duty-faq/

The MHC is committed to complying with all relevant statutory obligations and requirements
including but not limited to: Data Protection, Freedom of Information, Health & Welfare at Work,
Equality, Protected Disclosures and Prompt Payment of Accounts.

To help the MHC achieve its aims, it would be helpful if our stakeholders would do the following
when dealing with us:

e Fillin all forms accurately and in full.

e Treat our staff with courtesy and respect and listen and adhere to their guidance as they
work to provide you with the most comprehensive and efficient response to your query.

e Have accurate and relevant details to hand when contacting us in relation to ongoing
queries with the MHC.

This produces an environment of mutual respect between staff in the MHC and those we serve and
assists us in providing the best possible stakeholder care.

Please let us know what you think of the service we provide by submitting comments or suggestions

to info@mbhcirl.ie.

If you are unhappy with any aspect of a service provided by the MHC, please inform us and we shall
enquire into the matter. We have a formal complaints policy.

Disclaimer

e The Mental Health Commission is not a complaints body and therefore has no role in
receiving complaints about services. Therefore, this charter does not apply to complaints
raised about service providers. Any complaints of this nature should go to the providers
themselves.

Please visit the Patient Advocacy Service for information on how to make a complaint of this
type.

e The Decision Support Service has a complaints and investigations role with regard to
decision supporters as provided for under the Assisted Decision Making (Capacity) Act 2015.
The complaints procedures relating to this function shall be found at
decisionsupportservice.ie and are separate to this document.


mailto:info@mhcirl.ie
https://www.mhcirl.ie/about/corporate-operations/complaints/mhcs-procedure-complaints-relation-mhc-dss-services
https://www.patientadvocacyservice.ie/?gad_source=1&gclid=Cj0KCQjwq86wBhDiARIsAJhuphmeGsQVXVBGTQ5uBU52orK2_ZVJ50u7U_Mp-q9qi1KJu06HLBfw620aAuZ4EALw_wcB

