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COMPLAINT HANDLING PROCEDURE FLOWCHART
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Complaint Received





Record on Register





Respond





Investigate





Decide





Record on Register





Respond





Investigate ie obtain 


reports, info etc





Responsible Officer


ie C.R.O.





Acknowledge to complainant





Complete BPM or 


work-sheet entry





Under $25,000





Redirect to C.R.O.





Record on register





Decide





Complete BPM or workflow entry





$25,000 or more





Establish possible loss/exposure





Acknowledge to complainant





National Manager


 Customer Relations





Responsible Area





Redirect if appropriate





Administration Manager, etc





Managing Director or Direct Report





Branch Sales Manager or Direct Report











