
Manager logs complaint 
details, notifies HRD

Response drafted with decision 
outcome: Upheld, Not Upheld, 

Partially Upheld

RMO Manager Investigates

Receiving Complaints
(up to 5 Working Days)

Stage 1 Service Investigation
(up to 10 Working Days)

Manager sends template 
acknowledgement 

within 5 working days

Response sent within 10 working 
days of acknowledgement

If learning is 
identified – to 
be recorded, 
shared and 

action taken. 

Manager saves response, updates 
records, notifies HRD

Complaint received by 
RMO staff

Complainant 
unhappy

No further contact 
– case closed

Stage 2 Service Investigation
(up to 5 Working Days + 20 Working Days)

Senior Manager at 
Wandsworth reviews

HRD acknowledges 
within 5 working 

days

Response sent  
within 20 working 

days of 
acknowledgement

Complainant 
unhappy

RMO to send to HRD

Refer to 
Ombudsman

Info Wandsworth

Response RMO

Complainant KEY

No further 
contact – 

case 
closed
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Up to 10 
Working Days



Manager reviews 
complaint to identify 

service

If for RMO, Manager 
logs complaint 
details, assigns 

unique reference

Manager sends copy 
of complaint and 

acknowledgement to 
HRD to record

Response drafted

RMO Manager Investigates

Receiving Complaints

(up to 5 Working Days)

Staff send to 
Manager directly or 
by taking notes for 
verbal complaint

If complaint is regarding 
RMO Manager – RMO 
Chair to investigate

HRD reviews and 
assigns to RMO

If for Wandsworth 
Manager sends 

complaint to HRD

HRD inform 
complaint passed 

to RMO

Response drafted

Stage 1 Service Investigation

(up to 10 Working Days)

Manager sends 
template 

acknowledgement 
within 5 working 

days

Chair saves response, 
logs and records decision 

outcome: Upheld, Not 
Upheld, Partially Upheld

Response sent within 10 working days of the 
acknowledgement, must be signed and contain unique 

reference and outcome using Stage 1 response 
template

If learning is 
identified – to be 

recorded and action 
taken. Learning 

shared with HRD 

Copy of complaint 
response sent to HRD to 

record along with decision

Manager saves response, 
logs and records decision 

outcome: Upheld, Not 
Upheld, Partially Upheld

Chair logs complaint 
details, assigns 

unique reference

Chair sends 
template 

acknowledgement 
within 5 working 

days

Complaint 
received by RMO 

staff

Complaint 
received by 
HRD staff

Complainant 
unhappy

No further contact – case 
closed

Stage 2 Service 
Investigation simplified 

(up to 5 + up to 20 
Working Days)

Senior Manager at 
Wandsworth reviews

HRD send template 
acknowledgement 

within 5 working days

Response sent  within 
20 working days of 
acknowledgement

Complainant 
unhappy

RMO to send to HRD

Copy of 
complaint 
response 

sent to 
RMO to 
record 

along with 
decision

Refer to Ombudsman

Info

WandsworthResponse

RMO

Complainant

KEY

No further 
contact – 

case 
closed
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