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Formal Complaint assessed by 
Complaints Officer (in 

consultation with relevant 
manager 

Complaint 
assesses 
INVALID 

Complaints Register 
reviewed by Management 

team and recommendations 
for continuous improvement 

actions made.

Formal complaint 
acknowledged in writing 
by Complaints Officer 

Complaint 
assesses 

VALID 

Informal feedback, 
suggestion or concern 

forwarded to Complaints 
Officer and registered on 

Complaints Register. 

3 days 3 days 

Feedback, suggestion, concern or complaint received, 
recorded and forwarded to Complaints Officer.   

30 days

Ongoing 
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Report 
prepared for 

CEO 

Complaint 
investigated 
by delegate 
and report 

submitted to 
General 

Manager/ 
CEO 

CEO makes 
final 

determination 

Final 
determination 

made 

Advice sent to 
complainant 

with 
information on 

Appeal 
process and 

result 
registered 

Advice sent to 
complainant 
(including 

Appeal process) 
and result 
registered 

Actions to be recorded in 
Continuous Improvement 

Register 

3 days 

7 Days 

3 days 

5 days 

3 days 

15 days

Same day 

Timeframes are estimates only.  
Days refers to working days. 


