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                                     Appendix C - Current Complaints Process 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Customer makes formal 

complaint 

Escalate to Stage 2 

complaint 

Complaint investigated as 

Stage 1. Outcome letter is 

sent to customer 

END 

Is customer 

satisfied with 

outcome? 

Complaint reviewed as 

Stage 2 by Head of Service / 

Senior Manager. Outcome 

letter is sent to customer 

Is customer 

satisfied with 

outcome? 
END 

Signpost to the LGO for 

independent review 

Yes 

No 

Yes No 


