
RDA Group Complaint Process Flow –  Handling A Complaint

Attempt an 

informal 

resolution

Formal written 

complaint received by 

group. The issue 

should be clearly 

documented in no 

more than 1000 

words. The complaint 

should be directed to 

the chair of trustees.

Is there a conflict 

of interest with 

the chair of 

trustees handling 

the complaint?

The board of trustees are 

to handle the complaint 

and nominate a contact for 

the complainant.

Stop

Resolution 
Reached

Resolution 

Not 
Reached

Write or email the 

complaint rejection letter.

Yes

Check the validity of the 

complaint:

• Is it more than 3 months 

since the incident 

happened?

• Not raised on someone 

else's behalf other than a 

dependent child or adult 

at risk?

• The complaint has 

already been closed / 

appealed?

• The complaint is the 

same or closely related 

to one previously raised 

under any other RDA UK 

policy,

Complaint Closed

Acknowledge the complaint in 

writing confirming:

• What is being investigated.

• Who will be managing the 

complaint. 

If required appoint third party to 

investigate complaint

Undertake investigation regarding the 

complaint

Complete investigation and document 

decision on complaint outcome 

including any lessons learnt and 

actions required.

Log and implement any actions 

required.

Report complaint summary to RDA UK 

using ‘ Complaint reporting form’.

This is to ensure RDA UK can look at 

wider lessons learnt and knowledge 

gaps to support with wider training and 

support across the federation.

Complaint Closed

No

To support the 

ongoing good 

management of 

complaints the 

person managing the 

complaint should:

• Keep the trustee 

team up to date 

with the complaint 

and ensure all are 

aware of lessons 

learnt and actions 

• Update the 

complainant 

regularly (at least 

every 2 weeks)

• Ensure 

confidentiality, 

where appropriate. Not valid

Valid
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https://forms.office.com/e/S8TdDVB9Yc


RDA Group Complaint Process Flow –  Managing Escalations

Has the 

complaint 

being initially 

raised and 

investigated 

by group?

Complainant to 

forward the original 

complaint and the 

investigation outcome, 

within fifteen working 

days of hearing of the 

outcome from the 

Group to RDA UK.

The initial 

complaint should 

first be made to 

the group.

No

Yes
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RDA UK will forward 

this complaint to an 

appointed Regional 

Chair. The Regional 

Chair will review the 

complaint and 

investigation with the 

Group and consider 

any further steps, if 

needed. 

An agreed 

outcome 

has been 

achieved

Complaint 

Closed

Yes

No

Complainant to 

forward the original 

complaint, the 

outcomes of group 

response and the 

outcome of the 

regional escalation to 

RDA UK within 

fifteen working days 

of being notified of the 

outcome from the 

Regional Chair 

Escalation.

Complaint closed, 

outcome 

communicated to 

complainant.

RDA UK  to complete 

final investigation and 

work with the group to 

address any key 

issues, as required.
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