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 Immediate resolution
at the point of contact 

Time-frames:
Acknowledge
 verbal Complaints 
immediately or within
 24hrs of receipt 

Complex 
Investigation
Internal Investigation 

Time-frames:
15 working days

Internal Review

Time frames:
10 working days

COMPLAINTS 
MANAGEMENT 
PROCESS FLOW 
CHART

Verbal complaint by complainant

Frontline staff a�empt to 

resolve at point of contact

YES - End Inves�ga�on NO – Refer the   Complaint 

Verbal complaint becomes a formal 
wri�en complaint

Formal wri�en complaint 
received through call 

centre/recep�on referred to 
Complaint Officer

Complaints Officer acknowledge 
receipt within 5 working days 
with a reference number and 

contact details

Complaint resolved within 15 
working days?

YES -

 close inves�ga�on
NO 

Escalate for 

internal review

No�fy the complainant 

in wri�ng reasons for 

extension of 15 days

Complaint reviewed by designated 
review officer/HoD

Complaint resolved?

No – Advise complainant to seek

 relevant statutory media�ng body

Yes –close 

inves�ga�on

Complaint Officer commence with 

inves�ga�on










