Auditing Complaint Processes

Responsibilities

Any member of staff, associate or
auditor/lead auditor

Operations Manager

Proceed to Appeal, | No

if applicable ——

Receive complaint and notify
Operations Manager

l

Record and review complaint

Conduct investigation into the circumstances
of the complaint with the individual
who launched the complaint

l

Identify and carry out rectification

to overcome the immediate problem

v

Identify and carry out corrective action

to avoid recurrence.

A 4

Respond to complainant, (if applicable)
advising of the action taken

Y

Explanation accepted by complainant?

Yes

\4
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A 4

Case closed & update complaints log
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