Complaints Handling Process
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Request additional information
from complainant if required;
advise potential case closure if
not received within specified
timeframe

Refer to the project planning
approval for any additional

approval for any additional actions actions

Prepare response and send
within agreed timeframe; advise
complainant of options for review

Initiate internal escalation and
explain timeframes
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external escalation options
and alternative pathways to

resolution
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outcomes are accurately
documented
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