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1 OBJECTIVE 

To ensure that any complaints to Radioactive Waste Management Limited (RWM) from 
external organisations or individuals are recorded, investigated and responded to in a 
fair, objective and timely manner. 

 
2 SCOPE 

This procedure applies to all complaints received by RWM from any individual or 
organisation. 
A complaint is defined as any instance where an individual or organisation expresses a 
clear dissatisfaction with an RWM activity, service or decision, or requests for 
compensation from the company.  
The procedure covers two scenarios: 

Complaints received centrally by the Managing Director (3.1). 
Complaints addressed directly to members of staff during the course of their 

relations with stakeholders (3.2). 
 
3 PROCEDURE 

3.1 Complaints received centrally 

 
Notes & Additional 

Information 
 Action Responsibilities and 

References 

    
  Stakeholders or members of the 

public who express a wish to 
complain should be instructed to 
write to RWM Managing 
director. 

 

     
  Receive complaint from any 

source. 
Managing Director 

      
 Enter summary details of 

complaint in Complaints Log. 
LL 21647701 RWM 
Complaints Log 

      
  Yes Does complaint concern access 

to information? 
 

    No   
. 
Follow procedure RWPR72 
Requests for information 

    

      
  Determine most appropriate 

Director to investigate problem 
and who should respond to 
complainant. 

Managing Director 
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   If investigation and response is 

likely to take more than 5 
working days, send 
acknowledgement letter giving 
timescale for response. 

Managing director or 
nominated Director 

     
The HSSE Director must be informed 
of any complaint regarding 
environmental matters, e.g., noise, 
waste, emissions, land access, etc. 

Inform other staff who may have 
an involvement. 

 

   

  Carry out investigation of 
problem to collate facts and 
history of issue. 

Nominated Director. 

     
Consideration should be given to the 
action necessary to prevent 
occurrence of similar problems in the 
future. 

Determine appropriate action 
required and prepare proposed 
response to complainant. 

 

     
   Brief Managing Director on 

proposed action and response 
to complainant. 

 

     
  Review action/response for 

adequacy and fairness. 
Managing Director 

     
  Send letter to complainant 

detailing response and action to 
be taken. 

Managing Director or 
nominated Director. 

     
  Update Complaint log with 

action taken. 
Managing Director or 
nominated Director  

     
  No Does complainant accept 

response? 
 

   Yes  
Review complainant’s 
response and any new 
information. 

    

      
Either revise or confirm 
proposed action 

    

      
  Ensure agreed action is 

implemented 
Nominated Director 

     
  File correspondence and related 

documentation,  in complaints 
folder (Livelink) 
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3.2 Complaints Received Directly by a Member of Staff 

 
Complaints concerning 
access to information follow 
procedure RWPR72 
Requests for information. 

 Receive complaint direct from 
stakeholder. 

Any employee  

     
The HSSE Director must be informed 
of any complaint regarding 
environmental matters, e.g., noise, 
waste, emissions, land access, etc. 

Inform appropriate Functional 
Head or Director and other staff, 
as necessary. 

 

     
The Director or Functional Head may 
decide to escalate the complaint to 
the Managing Director. 

Review details of complaint and 
determine most appropriate 
member(s) of staff to prepare 
response. 

Director or Functional 
Head 

     
  Yes Is investigation likely to take 

more than 5 working days? 
 

    No  
Send letter of 
acknowledgement giving 
timescale for response. 

    

     
  Inform Managing Director of 

receipt of complaint and 
intended course of action. 

 

      
 Enter summary details of 

complaint in central Complaint 
Log. 

LL 21647701 RWM 
Complaints Log 

     
  Carry out investigation of 

problem to collate facts/history 
of issue. 

As nominated by 
Functional Head or 
Director 

     
Consideration should be given to the 
action necessary to prevent 
occurrence of similar problems. 

Based on results of investigation 
determine proposed action and 
response. 

 

     
  Review proposed action and 

response for adequacy and 
fairness. 

Director or Functional 
Head 

     
  Write to complainant detailing 

results of investigation, 
response and proposed action. 

Director, Functional Head 
or nominated member of 
staff. 

     
  No  Does complainant accept 

response? 
 

    Yes  
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Response not accepted  Response accepted  

      
Review case and determine 
whether escalation to 
Managing Director is 
appropriate 

    

  
 

    

  Implement agreed action 
 

 

     
  Copy correspondence, related 

documentation and details of 
action taken to central 
complaints folder.  

 

     
  Update Complaints Log with 

details of closure 
 

 
4 RECORDS 
 

Document/Record Responsible Where kept Retention Period 
Complaints Log Managing Director  Permanent 
Complaint documentation 
(correspondence, etc.) 

Managing Director  Six years review before 
destruction 
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