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START  

Complaint is received, recorded and acknowledged. 

 Determine whether it requires First Level or Second Level Resolution 

First Level (Front line) 
Resolution  

 
The complaint is reviewed 
and resolved within 7 days  

Outcome communicated to 
Complainant timely. 

Complainant satisfied? 

END 
Complaint closed, 

and outcome 
recorded 

Second Level (Investigation) Resolution  
 

a) Investigate reason the Complainant is 
dissatisfied by Front line resolution and 
determine the issues therein 

b) Determine the complexity of complaint 
and the investigation/ referral required 

Provide the decision within 30 
working days 

Refer the complaint to respective 
department for resolution 

END  
Complaint closed and 

outcome recorded 

Refer the 
complaint to CAJ 

Complainant satisfied? 


