
Complaints and Feedback Process Flow Chart

Complaint is made.
(7 ways to make a complaint)

Minor complaint received. Higher level 
complaint received.

Send onto Complaints 
Management Team.

Complaint dealt with 
at local level. 

Manager/supervisor 
notified. Complaints Management Team 

acknowledge within two days.

Complaints Management Team to
investigate complaint. Customer and/or staff

consent to share information to be requested.

Investigation to be completed within 
14 working days. (If more complex, more time 

will be required and staff/customer will be notified).

Formal notification will be provided 
to customer and/or staff.


