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Incident/Complaint Reporting Procedure 

Approved by: PDYP 
Effective date: September 2019 

Project user reports an incident/complaint to member of staff via 
complaint form (found on www.pdyp.org) 

All incidents MUST be recorded on  complaint Report form, regardless of whether the 
staff member feels the incident/complaint is ‘trivial/non-urgent’ or 

‘important/emergency’. 
RH/015 

The Incident 
should be dealt 
with 
accordingly and 
the Project 
user given 
f  

All Incidents should 
be immediately 
reported to the 
Project Manager, 
via the completed 
form. 

The Project Manager should 
review the Incident and take 
further action if required (if 

incident involves project 
manager, this will be handled 
by the trustees), noting details 

on Incident form. 
 

The Project Manager MUST report all incidents/complaints on same day as 
incident occurred.   

The complaint Form should be handed into office. 
RH/015 

All Incident Report forms should be placed into the Incident report file and 
allocated a number, and then the Chief Officer will review. 
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On Review - 
further action 

may be required, 
which will be 

highlighted and 
dealt with 

between trustees 
and Project 

 

Once satisfied that the Incident/complaint 
has been successfully dealt with and action 
taken – plus the Project user if necessary 

has been given feedback, then the form will 
be filed and marked on the incident report 

file as ‘completed’. 
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