
Complaints Register (RCR) 

Staff Operation 

 

Introduction 

The complaints register is designed to be an easy to use system for staff while providing 

management with tools to oversee, manage and report on complaints received by the 

organization. 

 

The system manages complaints by ensuring that staff set follow-ups, and that 

management can see if there are any follow-up that has not had further action taken.  

RCS uses Microsoft Outlook to store reminders, and generate emails where required. 

 

Operation 

 

First Time User 

The first time a user opens the system, it recognizes them as a new users and displays the 

following: 

 
RCR obtains their PC or Network when it opens, and asks them to input their email 

address, and name details.  These are then registered in the database for future use. 

 

Entering a Complaint 

When the system opens two buttons appear near the top of the screen: 

 
Clicking on Enter a New Complaint opens up the relevant input boxes: 



 
- The staff member enters the relevant details for the complaint, above the blue 

line. 

- The system will not allow the complaint to be saved until all fields are 

completed.  

- The Area of Complaint and How Received drop down boxes can be set up to 

suit the individual organization needs. 

- Action taken (below the blue line), must be completed before the Complaint is 

saved.  Basically, once the complaint has been received, something must be 

done. 

- The Type of Action Taken, includes, Will Follow Up, Referred to, and 

Resolved - Close Call.  If any action other than Resolved, is chosen, then a 

follow up date MUST be set, using the calendar provided. 

- If referred to other staff is chosen, then the Send Email To drop down box 

appears, and the email recipient is chosen. 

- Notes regarding the action must be entered. 

- When the Update the Database button is clicked, if all data has been entered 

correctly, the database is updated and: 

. A reminder is set in Outlook for the operator to remind the to follow up 

. If referring to another staff member RCR access Outlook and might show 

 the following. 



 
Click Yes to allow Outlook to show the email. 

 
- Emails automatically generated by RCR, include details of the complaint. 

 

The process for entering the complaint is completed and the operator can exit the system. 

 

Viewing or Updating a Complaint. 

When View or Update a Complaint is clicked, the following appears: 

 
Entering the Member Number or the Last Name (or part thereof) relating to the specific 

complaint required, and clicking Find the Complaint will display a list of items that 

match the search criteria: 

 
Clicking on relevant entry will display all details for that entry. 



 
Basic details of the complaint are shown and the box on the right hand side, shows all 

history of the complaint to date. 

 

As can be seen from the example above, the box backgrounds are light grey.  The data 

(historical) cannot be altered. 

 

Details of the complaint can then be updated, as described for a new complaint. 
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