
Complaints and Community Input Procedure flow chart
Complaint/ Community input / Enquiry received
•In person (Community walk-in centre or in field) 
•By telephone
•By facsimile 
•By letter
•By e-mail

First contact employee registers matter on standard form
Has the matter been resolved and is the complainant 
satisfied with the response?

YES NO

First contact employee records action taken
No further action required

Referral to Tier 2
Tier 2 officer receives matter and starts 
investigation and communicates to complainant 
Has the matter been resolved and is the 
complainant satisfied with the response?

Referral to Tier 3
Tier 3 officer receives matter and starts 
investigation and communicates to complainant 
Has the matter been resolved and is the 
complainant satisfied with the response

First contact employee 
decides whether to refer 
to Tier 2 or Tier 3 officer
Advise the complainant 
on progress and the 
process to be followed

YES

Tier 2 officer records action taken
No further action required NO

YES

Tier 3 officer records action taken
No further action required

NO

Tier 3 officer prepares a proposed resolution for 
the Adjudication panel
Adjudication panel convenes monthly consider 
proposals and takes decisions 
Has the matter been resolved and is the 
complainant satisfied with the response

YES

Tier 3 officer records action taken and closes file

NO

Complainant is advised of review mechanisms




