
St. Luke’s Home, Cork, CLG, Castle Road, Mahon, Cork T12 PY50 

 

1  

Statement of Purpose 
 

St Luke’s Home 

 

 St Luke’s Home 
 

Full Registration under the Health Act 2007 was granted by HIQA in May 
2024 for 128 beds 

Registered Provider: St Luke’s Home, Cork, CLG 
(Company Limited by Guarantee) 

CRO Number: 211968 
CRA Number 20029821 

CHY Number 11143 

Person in Charge: Catherine O’Mahony 
 

Address: Castle Road, Mahon, Cork, Ireland 
Eircode: T12 PY50 

Telephone: 021-435 9444 Fax: 021-435 9450 
 
Email: info@stlukeshome.ie  
 
Website: www.stlukeshome.ie 

 
HIQA Centre Number: OSV-0000290 
HIQA Registration number: 0033962 
Date of Last Registration: 22nd May 2024 
Date of Expiry: 21st May 2027 
Updated: January 2026 
Updated: July 2026  

mailto:info@stlukeshome.ie
http://www.stlukeshome.ie/
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Background 

 

This document is designed to complement the Resident’s information booklet. The details provided 
below will give you information on the governance and management of the Nursing Home and it will 
also meet the requirements set out in the ‘National Quality Standards for Residential Care Settings 
for Older People in Ireland’, the Health Act 2007 Regulations SI No. 415 (2013), S.I No. 519/2018 
Health Act 2004 (Complaints) (Amendment)Regulations 2018 (minor amendment for SI652 of 2006) 
and SI No.628 of 2022 Health Act 2007 (Care and Welfare of Residents in Designated Centres for 
Older People) (Amendment)Regulations 2022. 
 

Clinical Governance and Management 

 

St. Luke’s Home, Cork, CLG (The Home) is a company limited by guarantee and governed by a 
Board of Directors. It is a registered Charity. 
 

Our Mission Statement 

 
We at St Luke's Home believe that the Resident is the most important person. Each individual 
Resident has intrinsic worth and dignity, and has a right to respectful, personalised care. Each 
Resident has an entitlement to be autonomous, and assistance to pursue personal goals should be 
available. Where independence and autonomy are not possible, an appropriate family member will 
be encouraged to act in an advocacy capacity. As behaviour is a meaningful message, we 
acknowledge that it arises from personal needs, therefore we will always endeavour to understand 
the person’s internal frame of mind, to understand the context in which it occurs.  
 

Staff in the Home recognises our role as one of carer, facilitator, friend, and advocate. We aim to 
create a home like environment where all Residents feel safe, secure, and supported. Our objective 
is to enable the individual to attain their optimal potential for physical and mental health. We will 
always encourage a participative approach amongst the Residents in the planning of their care, and 
in discussion on quality-of-service provision. In recognition of family and kinship ties, we offer 
flexibility with visiting times and welcome a partnership approach between all involved for the 
Resident’s well-being. 
 

Additional Information 

 

Condition 1: Subject to any prohibitions or restrictions contained in any other condition(s), the designated 
centre shall be operated at all times in accordance with the Statement of Purpose within the footprint of 
the designated centre on the floor plan received 08/03/2024. The registered provider shall only provide for 
the specific care and support needs, and services, within the facilities as set out the Statement of Purpose, 
as agreed with the Chief Inspector at the time of registration. Any changes to the specific care and support 
needs and services provided must be agreed in advance with the Chief Inspector. 
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Condition 2: Only persons aged 18 years or older shall be accommodated at the designated centre at any 
time.  
 
Condition 3: The maximum number of persons that may be accommodated at the designated 
centre is:127. 
 
This Statement of Purpose should be read as part of the full information pack detailed in 
Appendix A. 
 

The Organisation Structure of St Luke’s Home is as follows: 
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Board of Directors  

Mr. Patrick Mayes (Chairman) 
Ms. Noreen O’Sullivan 
Ms. Emma Willcock 
Rev. Edwin Hunter 
Mr. Charles W. Olden 

Mr. Malcolm Tyrrell 
Dr. Kieran Hogan 
 

 
Name Position  Professional Registration or relevant 

qualifications/experience 
 Tony O’Brien Chief Executive 

Officer (CEO) 
Tony is a fellow of the Institute of Chartered 
Accountants in Ireland , with 14 years’ 
experience as Head of Finance and 
Complaints Officer in a voluntary, not for 
profit organisation specialising in Palliative 
Care and Services for the Older Person. Other 
experiences include Financial Controller in a 
manufacturing environment for 13 years and 
Director of Finance and Operations in 
Financial Services for 4 years. Other relevant 
qualifications are in Information Technology 
(UCC) and Data Protection 
(UCD).  Joined St. Luke’s Home in May 2018 
as CEO Designate and as CEO from 
November 2018. 

 

Catherine ( Kay ) 
O’ Mahony 

Director of 
Nursing 
(DON)/ 
Person in 
Charge 

Kay is a Registered General Nurse with NMBI. 
She holds a BSc (Hons) in Health Service 
Management and an MBA. In addition, she 
holds a Postgraduate Diploma in Teaching and 
Learning in Higher Education from UCC.   
Kay has over 30 years’ experience in nursing 
practice, nurse management and nurse 
education with extensive experience in caring 
for the older adult. Kay joined St. Luke’s Home 
as Director of Nursing in November 2025.  
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Mary Martin Chief 
Operating 
Officer 

Mary is the Chief Operating Officer at Saint 
Luke’s Home and Charity, bringing over 25 years 
of extensive experience in driving operational 
excellence across multiple sectors. With a 
diverse background spanning both public and 
private organisations, Mary has developed a 
robust skill set in stakeholder engagement, 
people management, financial oversight, cross 
functional leadership, change management and 
innovation. 
Mary is deeply committed to the core values of 
Saint Luke’s, exemplifying empathy and humility 
in all her endeavours. 
Mary holds a BA (Hons) Business in Accounting 
and is certified with the Irish Management 
Institute (IMI) UCC Executive Leadership 

 

The Chief Executive Officer, the Director of Nursing and the Chief Operating Officer 
are supported by a dedicated and committed management team as follows: 
 

Name Position Held 

Sally Rodgers and Bradley Eagles  Assistant Directors of Nursing (ADON) 
The Assistant Director of Nursing manages the 
operations of the Home in the absence of the person in 
charge. 

Nicole McCarthy  Financial Controller  

Vikki Pettit HR Manager 

Each Care Unit has their own dedicated Clinical Nurse Manager (CNM) as set out 
below. The nursing management team including relief CNMs, ADONS and DON 
provide support to the entire Home. 
Gregg House – Twinkle Matthews CNM 2 
Wise House – Catherine Carey CNM 2 
Exham House – Elizabetha Petrina CNM 2 
Maguire House North & South – Orla O Shea CNM 2 
Relief Clinical Nurse Manager – Michelle Bowen CNM 2 and IPC Resource 
Dementia Liaison Nurse - Eileen O’Keeffe ( Service on Pause)  
Night Management Team 
Ms Niamh Cotter CNM 2 
Ms Jansen Gallardo CNM 2 
Ms Paulina Rudinska CNM 2 
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Staffing 

 
St. Luke’s Home currently employs circa 150 staff. The following gives a break- down of 
the staff complement by role and whole-time equivalent numbers (WTE) as at January 
2025. 
 

Position  Approx Head Count  Actual WTE 
Chief Executive Officer 1 1 

Director of Nursing 1 1 
Chief Operating Officer 1 1 

Assistant Director of Nursing  2 2 
Finance Controller  1 1 

Finance Officer 1 0.90 
Payroll Manager/Staff Care Controller 1 1 

HR Manager 1 0.60 
HR Generalist 1 0.90 

Clinical Nurse Managers 9 8.30 
Social Worker 1 1 
Staff nurses 29 25 

Health Care Assistants 80              65 
Activities 5 3.88 

Maintenance & Utility 3 2.77 
Clerical 3 2 
Totals 140 117.35 

 

Contracted Services 

 

St Luke’s Home contracts out the following services: 
 

Catering -  Q Café Company - Oyster Restaurant  
Manager on-site: Mr. Tom Lynch.  
Our catering service operates seven days a week. 
 
Household and Laundry - Apleona Ireland Ltd  

Manager on-site: Ms Sonya Brett.  

Our Laundry Service operates seven days a week and daily cleaning. 

 
Security – Elevare   
Our security service operates seven days a week. 
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The Environment 
 

The Home was purpose built in 1994 and following a series of redevelopments and 
extensions, now incorporates four single storey care houses one of which, Maguire 
House, is dedicated to Dementia care and is sub-divided into Maguire North and South. 
Our capacity is summarised as follows: 
 

Total Home Care Units (See Appendix B) 
 

Type of bedrooms Rooms Beds Sizes – Sq. Metres 
Single en-suite rooms 87 87 Min 12.5 – Max 22.0 
Two bed en-suite rooms 8 16 Min 16.9 – Max 37.8 
Four bed en-suite rooms 6 24 Min 38.3 – Max 47.8 
Total Beds 101 127  

Day Rooms/Areas 11  Min 8.00 – Max 93.0 
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Day/Dining Room 1  66.9 
Dining Rooms 5  Min 24.7 – Max 34.5 
Activities Room 1  32.0 
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Communal Areas 

 
 

 
 
 
 
 
 
 
 

 
Care Units are broken down as follows: 

Gregg House 
 

Type of bedrooms Rooms Beds Sizes – Sq. Metres 
Single en-suite rooms 19 19 12.5 each 
Two bed en-suite rooms 2 4 16.9 each 
Four bed en-suite rooms 2 8 38.3 each 
Total Beds 23 31  
Day Rooms 2  31.0 each 

Dining Room 1  31.0 

 
Wise House 
 

Type of bedrooms Rooms Beds Sizes – Sq. Metres 
Single en-suite rooms 18 18 12.5 each 
Two bed en-suite rooms 2 4 16.9 each 
Four bed en-suite rooms 2 8 38.3 each 
Total Beds 22 30  
Day Rooms 2  31.0 each 

Dining Room 1  31.0 

 
Exham House 
 

Type of bedrooms Rooms Beds Sizes – Sq. Metres 
Single en-suite rooms 20 20 15.2  each 
Two bed en-suite rooms 0 0 - 
Four bed en-suite rooms 2 8 47.8 each 
Total Beds 22 28  
Day Rooms 2  33.0 each 

Dining Room 1  34.0 

Use Number  Sizes – Sq. Metres 
Conservatory 1  92.5 

Alcoves 2  9.4 each 
Dining Room 1  198.0 

Art Room 1  46.0 
Library 1  22.0 

Hairdressing 1  18.0 
Chapel 1  109.0 

Activities Room 1  22.0 
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Maguire House (North and South) 

 
Type of bedrooms Rooms Beds Sizes – Sq. Metres 
Single en-suite rooms 30 30 Min 12.5 – Max 15.7 
Two bed en-suite rooms 4 8 Min 16.8 – Max 37.8 
Four bed en-suite rooms 0 0 ---- 
Total Beds 34 38  

Day areas 5  Sunroom - 93.0 Link 
Area – 25.2 
North Ext – 25.8 
Hairdresser – 8.0 
    Snug -        11.0          

Day/Dining Room 1  66.9 
Dining Areas 2  Link Area – 34.5 

North Ext – 25.7 
Activities Room 1  32.0 

 

Measurements of all bedrooms exclude the en-suite area. 
 
All bedrooms have access to digital television services and are cabled for telephones, 
which are set up on request, with restrictions to outgoing calls if required. 
 

Communal Areas 

The Home has a large conservatory off the main corridor which is used for many activities 
and available for Residents and their visitors to use at other times. It can also be reserved 
for family occasions, birthdays etc. 
 

A library which has access to technology and digital services for Resident’s use may 
be used for privacy during visits, or as a quiet area to sit and read. 
 
Each care house has two living rooms and a dining room, and in other areas of the 
Home there are alcoves with comfortable seating. 
 
The main dining room is open every day and is a rest area that can be used outside 
mealtimes when visitors call, with tea/coffee, snacks, and light meals available to 
purchase there on a 24/7 basis. 
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The Resident 

 
Care & Resident Profile 
 
With our 24-hour, 7-day nursing presence, we can accommodate long term care for both 
female and male residents over 18 years of age, up to maximum dependency for general, 
residential, dementia specific, acquired brain injury, and palliative care. 
 
St Luke’s commits to ensure that every effort will be made to facilitate residents that have 
a medical card to access all services provided under the GMS scheme free of charge. 
Furthermore, St Luke’s Home commits to ensuring that residents who qualify for national 
screening programmes through age or medical condition will be facilitated to access these  
programmes, should they wish to do so. Our two respite beds cater for planned respite care 
only in the dementia care services. Occasionally we may offer a small period of respite in 
our general units if there is availability. We do not provide convalescent care in St Luke’s 
Home. 
 
 Admission Criteria for Potential Residents 
 
Admissions to St. Luke’s Home are arranged following a pre-admission assessment at 
your home, or existing location. This is to ensure that we have all the necessary 
equipment, knowledge, and competency to meet your care needs. This is a joint 
assessment by a CNM 2/ADON/DON and a Social Worker. 
 

We acknowledge that the decision to move into long-term care can be a challenging time. 
At St. Luke’s Home, we want to make your transition as smooth as possible. A member 
of our Management Team will be happy to meet with you and one family member to give 
you a tour of the unit and discuss any personal needs you may have. 
 

Visiting arrangements 

We operate an open visiting policy within St. Luke’s Home, however, to protect the 
Residents we ask that all visitors sign in and out on entering and leaving; and partake in 
precautionary infection control measures as appropriate. The Home reserves the right to 
impose restrictions on visiting arrangements where the visit or time of visit is deemed to 
pose a risk, where the Resident requests restrictions or in the case of an infection control 
requirements (for example when advised by the Department of Public Health). Please 
refer to our Visiting Policy. 
 

Plan of Care  

A Plan of Care will be developed with your participation within 48 hours of admission. 
This will be individualised and person centred to set out your personal care needs. This 
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will provide direction to staff members caring for you. A review of your Plan of Care will 
be prompted following your feedback, any changes in your personal needs or 
circumstances and will be updated no less frequently than at four-monthly intervals. To 
ensure we have your full participation in this process we will formally communicate to 
you periodically when you are or the Residents input is required and will then set a 
mutually convenient time to complete the review process and discuss this with you which 
might also be by telephone. 
 

Contract of Care 

By agreeing to accept residency within St. Luke’s Home you will be required to sign 
a contract of care pre-admission to the home which ensures that we have an 
acknowledgement of your commitment of our terms and conditions. St Luke’s Home 
continues to liaise with its representative body and legals to ensure that the contract 
of care is up to date and in line with all relevant and current legislation.  
 

Activities 

There is an extensive schedule of weekly activities in the Home. This is under continuous 
review and is always based on the needs of our residents. Please refer to the activities 

notices and schedules for current and planned activities which may include social club, 
bus outings, Flower Arranging, Sonas, Garden Club, Cookery Club, Bingo, Walking Club, 
Music and Concerts, Knitting Club, Arts and Crafts and Pet visits. Musical and theatrical 
performers are regular visitors to the Home. Individual 1:1 sessions are available to the 
residents based on their own specific needs. Our team will ensure meaningful and 
person-centred activities will take place in line with our resident’s needs.  
 

Internal Services and Facilities 

In order to enhance the care provided and enable you to fulfil your personal, social, and 
psychological needs the following services and activities are available within St. Luke’s 
Home. Feel free to discuss your wishes with the Staff Nurse or Social Worker. 
 

Service/Facility Frequency 
Pastoral Support Part-time Chaplain, lay pastors, and visits 

from another clergy as required. 
Religious Services – Church of 
Ireland 

Sundays 12pm & Wednesdays 11.45am 

Religious Services – Roman Catholic Mondays @ 3.45 pm 
Social Worker Full-time employee 

 

Other Religious services and attendances from Ministers of other Religions will be 
accommodated at the Residents requests and through the Home’s Resident Chaplain. 
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Therapeutic Services 

St. Luke’s Home has employed or contracts services from professionally registered and 
supervised therapists. The following therapy services are provided and are based on what 
our resident requires and needs: 
 

Therapy Frequency Accessibility 
Physiotherapy Up to Five days per 

week ( 20 hours per 
week) 

In consultation with 
Staff Nurse 

Foot Health Practitioner Weekly On request through 
Staff Nurse 

Hairdresser Three afternoons 
each week 

Appointments through 
Staff Nurse 

Dietician As required Referral by Staff Nurse 
Speech & language Therapist As required Referral by Staff Nurse 
Occupational Therapy As required ( 4 hours 

per month) 
Referral by Staff Nurse 

Tissue Viability Nurse As required Referral by Staff Nurse 
 

Other therapies are provided or contracted in from time to time and based on demand. 
  

Consultation 

Our Social Worker holds regular information meetings to which all Residents are invited 
to attend and participate on a rolling eight weekly basis. This is a structured meeting 
which allows for open and honest communication about any issues or concerns you may 
have and is anonymised so that Residents can raise items for management’s response. 
Minutes of these meetings are kept, shared with Residents, posted on public notice 
boards, and circulated widely for action or comment, with feedback provided in writing 
by the Management Team on the actions being taken, information or suggestions for the 
Residents to consider at the next meeting. 
 

A Suggestion box is located in the main hallway for use by Residents, visitors, and staff. 

Services to others 

St. Luke’s Home is an active participating member of the local community and therefore 
provides services to others who may need our care. Visitors attend our Day Care facility 
daily, many of whom regularly avail of the activities and services in the Home. Your 
privacy and dignity will not be compromised by our visiting client group. Residents may 
also wish to attend the Day care and will be accommodated where a vacancy exists. 
 

External Facilities/Activities 

St Luke’s Home is situated in the thriving, bustling region of Blackrock/Mahon close to 
shopping centres, banks, restaurants, public houses, libraries, community halls, & 
churches of many denominations. As well as the regular organised day trips for Residents, 
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the Home will assist you to access these facilities, where possible. Out of pocket expenses 
will be re-charged as incurred. 

 

Safety 

Your safety is of paramount importance to us. If you need help in any way, please ask a 
member of staff or alternatively use your call bell to seek assistance. 
 

Fire Safety 

The Home is protected by a centralised fire alarm system connected to smoke and heat 
sensors, and break glass alarm units throughout the building. Extinguishers are located at 
strategic positions throughout the Home and are serviced annually in line with best 
practice. Monitor panels are located in each Care House and at the control point at 
Reception. 

All staff are trained in the use of extinguishers, and a trained Fire Warden is always on 
duty in each House. The fire alarm is tested weekly at 10am on a Tuesday. Evacuation 
training and drills are conducted on a continual basis. 
 
A qualified contractor maintains the alarm system, with quarterly maintenance checks, 
and testing of equipment. At these quarterly visits, and during warden training and 
evacuation drills, the alarm system may also be tested. Announcements will be made on 
the PA system prior to all such testing and training. 

If at other times you hear a continuous alarm at any time of the day or night, this is NOT 
a test. Please follow the instructions given to you by the fire wardens. DO NOT use the 
lifts at this time. Staff will be on hand to assist you if required. 

 

Other Emergencies 
If you discover other scenarios or circumstances which pose a risk to Residents and/or 
staff, please inform your nearest staff member immediately. 

 

Privacy and Dignity 

We encourage you to think of St Luke’s Home as your home. Our staff will do their utmost 
to respect and protect your privacy and dignity, including knocking before entering your 
room. 
 
Staff will always ask for your permission before carrying out any personal or nursing care. 
This includes seeking your consent where staff in training, members of a different sex, or 
others may be involved in your care. 
 
Should you feel that your privacy or dignity is being compromised, you are encouraged to 
inform a member of staff with whom you feel comfortable raising the matter. 
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Policies that inform our practice 

As a provider of high-quality nursing care, we are legally obliged to adhere to the 
regulations. (Health Act 2004 and 2007 Care and Welfare of Residents in Designated 
Centres for Older People inclusive of amendments in 2018 and 2022). We welcome the 
‘National Quality Standards for Residential Care Settings for Older People in Ireland.’ 
These standards will help to consolidate existing good practice whilst also identifying 
areas for development. A copy of the standards can be obtained either online at hiqa.ie 
or in writing to: Chief Inspector, Health Information and Quality Authority, Social Services 
Inspectorate, 1301 City Gate, Mahon, Cork – telephone: 021 240 9300. 
 
We also have a comprehensive suite of policies in our Home. Other standards of best 
practice that we align to are HIQA & MHC National Standards for Safeguarding (2019), 
HIQA & MHC National Standards for Patient Safety Incidents (2017) and HIQA “The 
Fundamentals of Advocacy” (2023). 
 

Safeguarding 
 
St Luke’s Home has robust policies and procedures in place for the safeguarding of all in our 
Home. Our Designated Safety Officer is our Social Worker who is responsible for: 

• Receiving concerns or allegations of abuse regarding vulnerable persons. 

• Ensuring the appropriate manager is informed and collaboratively ensuring 
necessary actions are identified and implemented.  

• Ensuring reporting obligations are met.  

• Other responsibilities, such as conducting preliminary assessments and further 
investigations, may be assigned within a specific service. 
 

All concerns/reports of alleged abuse must be immediately notified to the Designated 
Officer within 24 hours and in the event of their unavailability to the Director of 
Nursing/Assistant Director of Nursing. 
 
 

Restrictive Practice 
 
St. Luke’s Home is committed to the principle of a restraint free environment. Commitment 
to a restraint free environment requires that staff know and understand, the resident’s 
usual  behaviour, and means of communication. Staff should have an awareness of and an 
ability to adapt the environment in response to behaviours that are challenging.  
 
Any consideration of restrictive practice will reflect a person- centred approach to care. It 
needs to consider the Resident as an individual and must view the Resident as an equal 
partner in their own care. A person-centred approach to risk respects Residents’ rights and 

http://www.hiqa.ie/media/pdfs/HIQA_Residential_Care_Standards_2008.pdf
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choice to take risks, prioritises the individual Resident’s needs, and wishes rather than 
simply trying to protect them from harm. 
 
St. Luke’s Home is committed to the reduction in the use of bed rails, and therefore, an 
assessment will occur and the use of bed rails may not be offered to a Resident for use 
without consultation and agreement with our Multi-Disciplinary Team. 
 

Advocacy Services and our Suggestion Box 

We are interested in your feedback to ensure that our service is continually reviewed and 
refined in line with best practice and Resident choice. There are a number of ways in 
which you can share your views and participate in the consultation process: 
 
Speak in confidence to the Social Worker or any member of staff. There is always a 
Clinical Nurse Manager available to you 24/7 if you have any queries or concerns. 
 
Please write a note and put it into the Suggestion Box in the main hall next to the main 
Dining Room. Raise the issue at the next relatives / Residents meeting. 
Nominate a family member, friend or advocate to act on your behalf. We will of course 
check that they have your permission. Please contact free of charge the Independent 
Advocacy Service (SAGE)at info@sageadvocacy.ie ;01-5367330. This service is available 365 

days a year from 0800-2200hrs.Also, another free advocacy service is the Patient Advocacy 
Service at 0818 293 003, these numbers are displayed prominently throughout the 
Home. 
 
Complaints Handling Policy 
At St Luke’s Home, we take complaints seriously and see them as an opportunity to improve 
our services. Complaints can be made by residents or their relatives under our Policy and 
Procedure Guideline (PPG) on the Handling, Investigation, and Review of Complaints about 
any aspect of service, care, or treatment provided in, or on behalf of, a Designated Centre. 
Copies are available on request or at reception. A summary of our complaints procedure is 
also displayed in the main reception. 
 
Resident Complaints Procedure 
If you have a concern or complaint, you should first raise it with any member of staff at St 
Luke’s Home. 

• Complaints Officer: Director of Nursing 
• Complaints Review Officer (if appeal is required): Chief Executive Officer 

 
Dealing with Complaints 
All complaints will be formally acknowledged within five working days, including an outline 
of how they will be addressed. Complaints are handled openly and transparently, and no 
one will be disadvantaged as a result of raising a concern. 
Where a complaint is made on behalf of another individual, their consent is required. 
 

mailto:info@sageadvocacy.ie
tel:01-5367330
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Investigation Process 

• Straightforward complaints: Usually examined by a member of staff, who will 
respond directly. 

• Serious complaints: Investigated by the Complaints Officer. 
 

We will summarise our understanding of your complaint and ask you to confirm that it is 
accurate. You will also be asked to indicate the outcome you are hoping for. Relevant 
records may be reviewed; if you do not wish this to occur, it is important to let us know. 
Where a simple resolution is possible, we may ask whether you are willing to accept it. We 
aim to resolve concerns promptly and expect to conclude the majority of complaints within 
thirty working days. 
 
Complex complaints: 

• We will explain why the investigation may take longer. 
• Advise you of the expected timeframe. 
• Provide regular updates at least every twenty working days. 

 
The investigator will seek to establish the facts. The scope of the investigation will depend 
on the nature, complexity, and seriousness of the complaint. Complex cases will include a 
formal investigation plan. 
 
In some cases, a meeting with you may be requested to discuss the complaint. Mediation 
or other resolution methods may also be suggested. Investigation may include reviewing 
documentation, correspondence, notes of discussions, speaking with staff or others 
involved, and reviewing relevant policies and guidance. 
 
Outcome of Complaints 
 
Following a formal investigation, you will be informed of the findings using your preferred 
method of communication. A written response will outline: 

• The outcome of the investigation 
• The reasons for the decision 
• Any recommendations or improvements identified 
• Details of the review process 

 
This response may be provided by letter or email. Where necessary, a detailed report will 
be prepared. 
 
We will clearly explain how conclusions were reached. Where errors are identified, we will 
explain what happened, why it occurred, and actions to prevent recurrence. Where we are 
at fault, we will always apologise. 
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Learning Lessons 
 
All complaints are reviewed to ensure lessons are learned and improvements are made. 
The senior management team (Chief Executive Officer, Director of Nursing, Chief Operating 
Officer) reviews a summary of all complaints quarterly, including any serious complaints. 
Where changes are required, an action plan will be developed, detailing what will be done, 
who is responsible, and the expected completion date. Residents will be informed once 
promised changes have been implemented. 
 
Internal Review 
 
If you are not satisfied with the outcome of a complaint, you may request an internal review 
by the Chief Executive Officer, as set out in the complaints policy. This review will be 
conducted promptly and concluded within twenty working days of receipt of your request. 
The Complaints Review Officer will complete a report which will either: 

1. Uphold the original recommendations, or 
2. Vary the recommendations or make new recommendations 

A clear justification will be provided for any changes. 
 
External Review 
 
If you remain dissatisfied following the internal review, you may seek an independent 
external review. St Luke’s Home can facilitate access to external resources for this purpose. 
You may also contact the Office of the Ombudsman, which provides an impartial, 
independent, and free service. 
 
By law, the Ombudsman can examine complaints about administrative actions, procedures, 
delays, or inaction, provided the actions occurred on or after 24 August 2015. Complaints 
regarding earlier actions cannot be examined. The Ombudsman expects that complaints are 
brought to St Luke’s Home first, giving us the opportunity to resolve them. 
 
Contact details: 
The Office of the Ombudsman 
6 Earlsfort Terrace Dublin 2. D02 W773 
Lo-Call: 1890 223030 (from outside the 01 area) 
Email: ombudsman@ombudsman.gov.ie 
Further information: https://www.ombudsman.ie/making-a-complaint/healthcomplaints 
 
 

 
 

----------------------------------------- END -----------------------------------------------

https://www.ombudsman.ie/making-a-complaint/healthcomplaints


St. Luke’s Home, Cork, CLG, Castle Road, Mahon, Cork T12 PY50. 
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Appendix A  
 

RESIDENTS COMPLAINTS PROCEDURE – AVAILABLE ON REQUEST 
COMPLAINTS ALGORITHIM 
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at Point of Care with 

mutually acceptable 
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If Unresolved follow 

formal complaints 

procedure on right  

Formal Complaints 

in writing/from local 

complaint log   

Complaints Officer  

 

 

 

Written 

Acknowledgement in 

5 Days   

Formal outcome 

following review 

and/or investigation 

in writing notified to 

complainant within 

30 working days.    

Resolution achieved 

/Learning 

incorporated into 

practice.    

Unresolved 
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to  CEO 

Acknowledgement 

Letter within 5 

working Days and 

Review completed 
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St Lukes Home can 
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review resources for 

the purpose of an 

external review. 

 

Lessons learned/ Changes in 

practice 



St. Luke’s Home, Cork, CLG, Castle Road, Mahon, Cork T12 PY50. 
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Appendix B 
 
 
Our full Residents Guide folder contains at least  the following documents, as currently in 
force, for information: 

 

1. Statement of Purpose 
 

 
 
 
 
 
 
 
 
  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

2. Residents Information 
 

3. Bed Application form 

 

4. Specimen Contract of Care 

 

5. Handling Complaints Policy 
 

6. Most recent HIQA Inspection Report 

 

7. Current HIQA Registration Certificate 

 

8. “Caring for our Older Community” leaflet. 
 

9. Reducing the Risk of Food Poisoning 2020 
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St. Lukes Home        

January 2026        

Schedule of Floor Areas        

Unit Name Room Title 

Floor Area 
(excluding en-

suites) 
No. of Beds (If 

Applicable) 
En-Suite 

(Y/N) En-suite Facilities 
En-Suite 

Floor Area 
Unique Identifier (if 

applicable) 

Exham House Art Room 46m² N/A N N/A N/A N/A 

Exham House Bedroom 16m² 1 Y 
Toilet, WHB, 
Shower 5m² 606 

Exham House Bedroom 16m² 1 Y 
Toilet, WHB, 
Shower 5m² 607 

Exham House Bedroom 15m² 1 Y 
Toilet, WHB, 
Shower 5m² 609 

Exham House Bedroom 48m² 4 Y 
Toilet, WHB, 
Shower 6m² 614 615 616A 616B  

Exham House Living Room 32m² N/A N N/A N/A N/A 

Exham House Assisted Bathroom 10m² N/A N N/A N/A EXH-A 

Exham House Service Room 6m² N/A N N/A N/A N/A 

Exham House Kitchenette 34m² N/A N N/A N/A N/A 

Exham House Bedroom 15m² 1 Y 
Toilet, WHB, 
Shower 5m² 623 

Exham House Bedroom 16m² 1 Y 
Toilet, WHB, 
Shower 5m² 625 

Exham House Bedroom 16m² 1 Y 
Toilet, WHB, 
Shower 5m² 627 

Exham House Bedroom 16m² 1 Y 
Toilet, WHB, 
Shower 5m² 628 

Exham House Bedroom 16m² 1 Y 
Toilet, WHB, 
Shower 5m² 630 
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Exham House Bedroom 16m² 1 Y 
Toilet, WHB, 
Shower 5m² 632 

Exham House WC 3m² N/A N N/A N/A EXH-B 

Exham House Plant Room 5m² N/A N N/A N/A N/A 

Exham House Laundry Room 159m² N/A N N/A N/A N/A 

Exham House Switch Room 7m² N/A N N/A N/A N/A 

Exham House Storeroom 38m² N/A N N/A N/A N/A 

Exham House Storeroom 11m² N/A N N/A N/A N/A 

Exham House Electrical Storeroom 11m² N/A N N/A N/A N/A 

Exham House Bedroom 16m² 1 Y 
Toilet, WHB, 
Shower 5m² 631 

Exham House Bedroom 16m² 1 Y 
Toilet, WHB, 
Shower 5m² 629 

Exham House Storeroom 5m² N/A N N/A N/A N/A 

Exham House Storeroom 5m² N/A N N/A N/A N/A 

Exham House Bedroom 16m² 1 Y 
Toilet, WHB, 
Shower 5m² 626 

Exham House Bedroom 16m² 1 Y 
Toilet, WHB, 
Shower 5m² 624 

Exham House Bedroom 16m² 1 Y 
Toilet, WHB, 
Shower 5m² 622 

Exham House Dining Room 34m² N/A N N/A N/A N/A 

Exham House WC/Shower 9m² N/A N N/A N/A EXH-C 

Exham House Bedroom 16m² 1 Y 
Toilet, WHB, 
Shower 5m² 619 

Exham House Bedroom 16m² 1 Y 
Toilet, WHB, 
Shower 5m² 620 

Exham House Bedroom 15.2m² 1 Y 
Toilet, WHB, 
Shower 5m² 617 

Exham House Bedroom 15.2m² 1 Y Toilet, WHB, 5m² 618 
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Shower 

Exham House Treatment Room 16m² N/A N N/A N/A N/A 

Exham House Storeroom 5m² N/A N N/A N/A N/A 

Exham House Dirty Utility 6m² N/A N N/A N/A N/A 

Exham House Boiler Room 7m² N/A N N/A N/A N/A 

Exham House Bin Store 5m² N/A N N/A N/A N/A 

Exham House Clinical Office 13m² N/A N N/A N/A N/A 

Exham House Living Room 32m² N/A N N/A N/A N/A 

Exham House Bedroom 48m² 4 Y 
Toilet, WHB, 
Shower 6m² 610-613 

Exham House Bedroom 15m² 1 Y 
Toilet, WHB, 
Shower 5m² 608 

Exham House Staff Room 7m² N/A N N/A N/A N/A 

Exham House Staff WC 3m² N/A N N/A N/A EXH-D 

Exham House Bedroom 16m² 1 Y 
Toilet, WHB, 
Shower 5m² 605 

Exham House Linen Store 21m² N/A N N/A N/A N/A 

Exham House Storeroom 25m² N/A N N/A N/A N/A 

        

        

        

Gregg House Storeroom 9m² N/A N N/A N/A N/A 

Gregg House Kitchenette 16m² N/A N N/A N/A N/A 

Gregg House Bedroom 17m² 2 Y 
Toilet, WHB, 
Shower 3m² 209-210 

Gregg House Treatment Room 14m² N/A N N/A N/A N/A 

Gregg House Service Room 7m² N/A N N/A N/A N/A 

Gregg House Staff Room 9m² N/A N N/A N/A N/A 
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Gregg House Bedroom 12m² 1 Y 
Toilet, WHB, 
Shower 2m² 207 

Gregg House Bedroom 12m² 1 Y 
Toilet, WHB, 
Shower 2m² 205 

Gregg House Bedroom 12m² 1 Y 
Toilet, WHB, 
Shower 2m² 203 

Gregg House Bedroom 12m² 1 Y 
Toilet, WHB, 
Shower 2m² 201 

Gregg House Bedroom 12m² 1 Y 
Toilet, WHB, 
Shower 2m² 202 

Gregg House Bedroom 12m² 1 Y 
Toilet, WHB, 
Shower 2m² 204 

Gregg House Bedroom 12m² 1 Y 
Toilet, WHB, 
Shower 2m² 206 

Gregg House Bedroom 12m² 1 Y 
Toilet, WHB, 
Shower 2m² 208 

Gregg House Living Room 31m² N/A N N/A N/A N/A 

Gregg House WC 8m² N/A N N/A N/A GRH-A 

Gregg House Bedroom 38m² 4 Y 
Toilet, WHB, 
Shower 4m² 211-214 

Gregg House Bedroom 12m² 1 Y 
Toilet, WHB, 
Shower 2m² 215 

Gregg House Bedroom 12m² 1 Y 
Toilet, WHB, 
Shower 2m² 216 

Gregg House Bedroom 38m² 4 Y 
Toilet, WHB, 
Shower 4m² 217-220 

Gregg House WC/Shower 8m² N/A N N/A N/A GRH-B 

Gregg House Living Room 31m² N/A N N/A N/A N/A 

Gregg House Bedroom 12m² 1 Y 
Toilet, WHB, 
Shower 2m² 221 

Gregg House Bedroom 12m² 1 Y 
Toilet, WHB, 
Shower 2m² 223 
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Gregg House Bedroom 12m² 1 Y 
Toilet, WHB, 
Shower 2m² 225 

Gregg House Bedroom 12m² 1 Y 
Toilet, WHB, 
Shower 2m² 227 

Gregg House Bedroom 12m² 1 Y 
Toilet, WHB, 
Shower 2m² 228 

Gregg House Bedroom 12m² 1 Y 
Toilet, WHB, 
Shower 2m² 226 

Gregg House Bedroom 12m² 1 Y 
Toilet, WHB, 
Shower 2m² 224 

Gregg House Bedroom 12m² 1 Y 
Toilet, WHB, 
Shower 2m² 222 

Gregg House Dining Room 31m² N/A N N/A N/A N/A 

Gregg House HMC 6m² N/A N N/A N/A N/A 

Gregg House Bedroom 17m² 2 Y 
Toilet, WHB, 
Shower 3m² 229A and 229B 

Gregg House Bedroom 15m² 1 Y 
Toilet, WHB, 
Shower 3m² 230 

Gregg House Staff WC 3m² N/A N N/A N/A GRH-C 

Gregg House Dirty Utility 6m² N/A N N/A N/A N/A 

Gregg House Boiler Room 7m² N/A N N/A N/A N/A 

Gregg House Bin Store 6m² N/A N N/A N/A N/A 

        

        

        

Wise House Storeroom 9m² N/A N N/A N/A N/A 

Wise House Kitchenette 16m² N/A N N/A N/A N/A 

Wise House Bedroom 17m² 2 Y 
Toilet, WHB, 
Shower 3m² 309-310 

Wise House Treatment Room 14m² N/A N N/A N/A N/A 
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Wise House Service Room 7m² N/A N N/A N/A N/A 

Wise House Staff Room 9m² N/A N N/A N/A N/A 

Wise House Bedroom 12m² 1 Y 
Toilet, WHB, 
Shower 2m² 307 

Wise House Bedroom 12m² 1 Y 
Toilet, WHB, 
Shower 2m² 305 

Wise House Bedroom 12m² 1 Y 
Toilet, WHB, 
Shower 2m² 303 

Wise House Bedroom 12m² 1 Y 
Toilet, WHB, 
Shower 2m² 301 

Wise House Bedroom 12m² 1 Y 
Toilet, WHB, 
Shower 2m² 302 

Wise House Bedroom 12m² 1 Y 
Toilet, WHB, 
Shower 2m² 304 

Wise House Bedroom 12m² 1 Y 
Toilet, WHB, 
Shower 2m² 306 

Wise House Bedroom 12m² 1 Y 
Toilet, WHB, 
Shower 2m² 308 

Wise House Living Room 31m² N/A N N/A N/A N/A 

Wise House WC 8m² N/A N N/A N/A WIH-A 

Wise House Bedroom 38m² 4 Y 
Toilet, WHB, 
Shower 4m² 311-314 

Wise House Bedroom 12m² 1 Y 
Toilet, WHB, 
Shower 2m² 315 

Wise House Bedroom 12m² 1 Y 
Toilet, WHB, 
Shower 2m² 316 

Wise House Bedroom 38m² 4 Y 
Toilet, WHB, 
Shower 4m² 317-320 

Wise House WC/Shower 8m² N/A N N/A N/A WIH-B 

Wise House Living Room 31m² N/A N N/A N/A N/A 

Wise House Bedroom 12m² 1 Y 
Toilet, WHB, 
Shower 2m² 321 
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Wise House Bedroom 12m² 1 Y 
Toilet, WHB, 
Shower 2m² 323 

Wise House Bedroom 12m² 1 Y 
Toilet, WHB, 
Shower 2m² 325 

Wise House Bedroom 12m² 1 Y 
Toilet, WHB, 
Shower 2m² 327 

Wise House Bedroom 12m² 1 Y 
Toilet, WHB, 
Shower 2m² 328 

Wise House Bedroom 12m² 1 Y 
Toilet, WHB, 
Shower 2m² 326 

Wise House Bedroom 12m² 1 Y 
Toilet, WHB, 
Shower 2m² 324 

Wise House Bedroom 12m² 1 Y 
Toilet, WHB, 
Shower 2m² 322 

Wise House Dining Room 31m² N/A N N/A N/A N/A 

Wise House HMC 6m² N/A N N/A N/A N/A 

Wise House Bedroom 17m² 2 Y 
Toilet, WHB, 
Shower 3m² 329-330 

Wise House Staff WC 3m² N/A N N/A N/A WIH-C 

Wise House Dirty Utility 6m² N/A N N/A N/A N/A 

Wise House Boiler Room 7m² N/A N N/A N/A N/A 

Wise House Bin Store 6m² N/A N N/A N/A N/A 

        

        

        

Maguire House Staff Room 11m² N/A N N/A N/A N/A 

Maguire House Treatment Room 9m² N/A N N/A N/A N/A 

Maguire House Boiler Room 6m² N/A N N/A N/A N/A 

Maguire House Staff WC 3m² N/A N N/A N/A MAH-A 

Maguire House Storeroom 3m² N/A N N/A N/A N/A 
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Maguire House Storeroom 12m² N/A N N/A N/A N/A 

Maguire House Dirty Utility 11m² N/A N N/A N/A N/A 

Maguire House Activities Room 32m² N/A N N/A N/A N/A 

Maguire House Snug 11m² N/A N N/A N/A N/A 

Maguire House Bedroom 12m² 1 Y 
Toilet, WHB, 
Shower 2m² 401 

Maguire House Bedroom 12m² 1 Y 
Toilet, WHB, 
Shower 2m² 402 

Maguire House HMC 5m² N/A N N/A N/A N/A 

Maguire House Hairdresser 8m² N/A N N/A N/A N/A 

Maguire House Bedroom 16m² 1 Y 
Toilet, WHB, 
Shower 6m² 403 

Maguire House Public WC 4m² N/A N N/A N/A MAH-B 

Maguire House Bedroom 16m² 1 Y 
Toilet, WHB, 
Shower 6m² 404 

Maguire House Bedroom 15m² 1 Y 
Toilet, WHB, 
Shower 6m² 405 

Maguire House Bedroom 15m² 1 Y 
Toilet, WHB, 
Shower 6m² 406 

Maguire House Bedroom 12m² 1 Y 
Toilet, WHB, 
Shower 2m² 407 

Maguire House Bedroom 12m² 1 Y 
Toilet, WHB, 
Shower 2m² 410 

Maguire House Bedroom 12m² 1 Y 
Toilet, WHB, 
Shower 2m² 412 

Maguire House Bedroom 12m² 1 Y 
Toilet, WHB, 
Shower 2m² 414 

Maguire House Bedroom 12m² 1 Y 
Toilet, WHB, 
Shower 2m² 416 

Maguire House Bedroom 12m² 1 Y 
Toilet, WHB, 
Shower 2m² 418 
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Maguire House Bedroom 17m² 2 Y 
Toilet, WHB, 
Shower 4m² 408 & 409 

Maguire House Bedroom 12m² 1 Y 
Toilet, WHB, 
Shower 2m² 411 

Maguire House Bedroom 12m² 1 Y 
Toilet, WHB, 
Shower 2m² 413 

Maguire House Bedroom 12m² 1 Y 
Toilet, WHB, 
Shower 2m² 415 

Maguire House Bedroom 12m² 1 Y 
Toilet, WHB, 
Shower 2m² 417 

Maguire House Bedroom 21m² 2 Y 
Toilet, WHB, 
Shower 4m² 419-420 

Maguire House Nurses Station 4m² N/A N N/A N/A N/A 

Maguire House Day Care Area 21m² N/A N N/A N/A N/A 

Maguire House Storeroom 14m² N/A N N/A N/A N/A 

Maguire House Treatment Room 5m² N/A N N/A N/A N/A 

Maguire House Sluice Room 11m² N/A N N/A N/A N/A 

Maguire House Switch Room 5m² N/A N N/A N/A N/A 

Maguire House Kitchen Dining Area 34m² N/A N N/A N/A N/A 

Maguire House Bedroom 12m² 1 Y 
Toilet, WHB, 
Shower 2m² 431 

Maguire House Bedroom 12m² 1 Y 
Toilet, WHB, 
Shower 2m² 432 

Maguire House Bedroom 39m² 2 Y 
Toilet, WHB, 
Shower 4m² 433-434 

Maguire House Dining Area 67m² N/A N N/A N/A N/A 

Maguire House Kitchen 21m² N/A N N/A N/A N/A 

Maguire House Bedroom 12m² 1 Y 
Toilet, WHB, 
Shower 2m² 435 

Maguire House Bedroom 12m² 1 Y 
Toilet, WHB, 
Shower 2m² 436 
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Maguire House Bedroom 39m² 2 Y 
Toilet, WHB, 
Shower 4m² 437-438 

Maguire House Bedroom 16m² 1 Y 
Toilet, WHB, 
Shower 6m² 421 

Maguire House Bedroom 16m² 1 Y 
Toilet, WHB, 
Shower 6m² 422 

Maguire House Assisted Bathroom 10m² N/A N N/A N/A MAH-C 

Maguire House HMC 4m² N/A N N/A N/A N/A 

Maguire House Bedroom 15m² 1 Y 
Toilet, WHB, 
Shower 6m² 423 

Maguire House Bedroom 15m² 1 Y 
Toilet, WHB, 
Shower 6m² 424 

Maguire House Bedroom 15m² 1 Y 
Toilet, WHB, 
Shower 6m² 425 

Maguire House Bedroom 15m² 1 Y 
Toilet, WHB, 
Shower 6m² 426 

Maguire House Bedroom 15m² 1 Y 
Toilet, WHB, 
Shower 6m² 427 

Maguire House Bedroom 15m² 1 Y 
Toilet, WHB, 
Shower 6m² 428 

Maguire House Bedroom 15m² 1 Y 
Toilet, WHB, 
Shower 6m² 429 

Maguire House Bedroom 14m² 1 Y 
Toilet, WHB, 
Shower 6m² 430 

Maguire House Staff WC 4m² N/A N N/A N/A MAH-D 

Maguire House Kitchen Dining Area 26m² N/A N N/A N/A N/A 

Maguire House Day Care Area 25m² N/A N N/A N/A N/A 
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Admin Public WC 3m² N/A N N/A N/A AD-C 

Admin Storeroom 17m² N/A N N/A N/A N/A 

Admin Public WC 3m² N/A N N/A N/A AD-D 

Admin Assisted Bathroom 3m² N/A N N/A N/A AD-E 

Admin Reception Office 25m² N/A N N/A N/A N/A 

Admin Office 10m² N/A N N/A N/A N/A 

Admin Office 12m² N/A N N/A N/A N/A 

Admin Office 11m² N/A N N/A N/A N/A 

Admin Office 17m² N/A N N/A N/A N/A 

Admin Activities Room 21m² N/A N N/A N/A N/A 

Admin Hairdressers 18m² N/A N N/A N/A N/A 

Admin Conservatory 92m² N/A N N/A N/A N/A 

Admin TV Room 21m² N/A N N/A N/A N/A 

Admin Office 12m² N/A N N/A N/A N/A 

Admin Family Room 13.4m² N/A Y N/A N/A N/A 

Admin Restaurant 199m² N/A N N/A N/A N/A 

Admin Kitchen 147m² N/A N N/A N/A N/A 

Admin Veg Store 12m² N/A N N/A N/A N/A 

Admin HMC 2m² N/A N N/A N/A N/A 

Admin WC 2m² N/A N N/A N/A AD-F 

Admin WC 2m² N/A N N/A N/A AD-G 

Admin Storeroom 27m² N/A N N/A N/A N/A 

Admin Storeroom 16m² N/A N N/A N/A N/A 

Admin Public WC 2m² N/A N N/A N/A AD-H 

Admin Public Toilets 6m² N/A N N/A N/A AD-I 
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Admin Public Toilets 6m² N/A N N/A N/A AD-J 

Admin Chapel 101m² N/A N N/A N/A N/A 

Admin Vestry 6m² N/A N N/A N/A N/A 

Admin Mortuary 17m² N/A N N/A N/A N/A 

Admin Maintenance Area 104m² N/A N N/A N/A N/A 

First Floor               

Admin Office 21m² N/A N N/A N/A N/A 

Admin Office 15m² N/A N N/A N/A N/A 

Admin Office 24m² N/A N N/A N/A N/A 

Admin Office 13m² N/A N N/A N/A N/A 

Admin Office 10m² N/A N N/A N/A N/A 

Admin Office 15m² N/A N N/A N/A N/A 

Admin Office 18m² N/A N N/A N/A N/A 

Admin Office 16m² N/A N N/A N/A N/A 

Admin Meeting Room 11m² N/A N N/A N/A N/A 

Admin Meeting Room 33m² N/A N N/A N/A N/A 

Admin Office 20m² N/A N N/A N/A N/A 

Admin Office 16m² N/A N N/A N/A N/A 

Admin Female Changing 73m² N/A N N/A N/A N/A 

Admin Male Changing 43m² N/A N N/A N/A N/A 

Admin Storeroom 8m² N/A N N/A N/A N/A 

Outer Storage        

Outer Storage Shed 10m² N/A N N/A N/A N/A 

Outer Storage Shed 5m² N/A N N/A N/A N/A 

Outer Storage Container 14m² N/A N N/A N/A N/A 

Outer Storage Container 14m² N/A N N/A N/A N/A 
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Outer Storage Container 14m² N/A N N/A N/A N/A 

Outer Storage Container 14m² N/A N N/A N/A N/A 

 

 

 

 


