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Complaints Process Flow 

Complaint Received  - Record Created 

- What is the complaint about? 
- What is the desired outcome for the complainant? 
- What have we done wrong? 

Assign the complaint and investigate 

- Assign the complaint to a complaint handler who is  
not conflicted 
- Gather all relevant information 
- Objectively investigate the complaint with a view to  
reaching a fair resolution 

Can the complaint be  
resolved within 3  
business days? 

Yes No 

Issue the customer  
with a summary  
resolution letter 

Issue the customer with  
an acknowledgement  

letter within 5 business  
of receiving the  

complaint 

Continue to investigate  
the complaint aiming to  

reach the correct  
resolutions as soon as  

possible Complaint closed 

Keep the customer regularly  
informed on the progress of  
the investigation via phone  

call, email or in writing. 

If the complaint remains  
unresolved after 4 weeks,  

send a 4-week holding letter  

Complaint  
resolved within 8  

weeks? 

Yes No 

Send a final response letter  
to the customer, detailing: 
- Findings from the  
investigation 
- Outcome (upheld/ not  
upheld/ partially upheld) 
- Explanation of outcome 
- Any redress offered 

Does the complaint refer to a 3rd party, or the  
responsibility for the complaint lie with a 3rd party? 

Full details/ basis for the  
complaint relate to a 3rd  

party and not us at all 

Refer the complaint to the  
3rd party immediately,  

providing them with full  
details 

Issue the customer with a  
final response informing  

them who you have referred  
the complaint to and why 

Complaint closed 

The complaint points relate  
to us only 

Forward the parts that don't  
relate to you to the 3rd party  

- advise of this in  
acknowledgement letter 

Handle complaint points  
relating to us BAU 

Issue a letter to the  
customer advising them  
why you're still unable to  
resolve the complaint and  
update them on progress  
and indicate when you  
expect to be able to resolve  
the complaint. 


