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Complaint
Received

1. 
Send Complaint to 

Chief Executive

Complaint 
Concluded

3.
Nominate a Senior 

Manager to 
Investigate

2.
Record Complaint 
Details and Send 

Acknowledgement to 
Complainant

5.
Agree a Date to 
Feedback with 
Complainant

6.
Conduct 

Complaint 
Investigation and 
Complete Report

4a.
Review ComplaintEnd

Yes

4.
Send Complaint to 

Joint Chairs

7.
Review the 

Investigation 
Report and Draft 

Response

8.
Provide 

Investigation 
Feedback to 
Complainant

9. 
Record Details of 

Appeal and 
Forward to Joint 

Chairs

10.
Conduct Further 
Investigation and 
Complete Report 

with a New 
Nominated 

Manager 11.
Provide Appeal 

Feedback to 
Complainant, 

Senior Manager 
and Chief 
Executive

Appeal?Appeal?

Actions 1-5 to be
 completed within 

2 working days
from receipt
of complaint

14 working days
from receipt
of complaint

12.
Update Complaint 
Record and Close 

Complaint

No

13.
Send Notification

of Complaint 
Closure to 

Complainant

The investigation 
can be delegate 
to a Manager or 

Head under 
responsibility of 
Senior Manager 
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