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COMPLAINTS PROCEDURE 
Recording and Investigation 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Company receives a complaint 

Enter detail within Complaints 
Log retaining all relevant 

documentation within the File 

Yes Implement remedial 
action and confirm in 
writing to 

customer/originator 

Can the 
complaint be 
resolved within 1 
working day? 

Forward acknowledgement 
letter to customer/originator 

Forward copy of all documentation 
to personnel investigating. 

Personnel investigating commence 
investigation. 

Investigation 

Advise customer/originator of 
findings, conclusions, 

resolutions etc in a timely 
manner. 

 

Note: Where the investigation is 
prolonged, advise the originator on a 

regular basis of progress. 
Resolved? 

Close-down and file all 
documentation in Log File 

Yes 

No 

No 
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Monitoring 

 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Complaints Log reviewed by 
Proprietor / Chief Executive on a 
Monthly or Three-monthly basis 

Are there entries 
for preceding 

month? 

Yes 

Are they 
outstanding in 

excess of 10 
working days? 

Yes 

Reviewer chases personnel 
investigating for resolution 

No 

Enter date of review and 
initials 

No 

Make entry in Log as 
“None” 

Are there any 
repetitive entries? 

Yes 

Reviewer implements 
corrective action and/or 

advises the Chief Executive 

No 

Satisfactory? 

Yes 

Amend procedures where relevant 

Monitor effectiveness 

No 


