
Appendix A1 
 

 
 

A Complaint may be made in person, by phone, by email or in 

writing (specify Ph. No, email, PO Box, SMS, personal visit) 

The complaint can be dealt in stage 1 (immediate resolution) or 

stage 2 (investigation) 

 

Stage 1: Attempt will be made to resolve the 

complaint quickly and to the customer’s 

satisfaction by the complaint dept. /staff.  

Stage 2 – Investigation – This will be handled by the 

Operations Manager 

1. Investigate why the complainant is still 

dissatisfied after communication of decision at 

stage 1 

Provide a decision on the 

complaint as soon as possible 

but within 5 working days 

unless it is an exceptional case 

Is the complainant 

satisfied with the decision? 

Complaint closed and 

outcome recorded 

Yes 

Send acknowledgement within one working day 

and provide the decision as soon as possible but 

within 14 working days, unless there is a very 

clear cut reason for extending the timeframe 

Is the complainant satisfied with the 

solution and with the way the 

complaint has been handled 

Case referred to the top 

management for their 

action 

Complaint Closed and 

outcome recorded 

Yes No 

No 


