\/ Start

N

4

Complaint Form
Received by

Complaint
investigation team

COMPLAINT MANAGEMENT PROCESS

Complaint
information is
complete?

Complaint be
investigated by

Refer Complainant
to appropriate party

Contact
Complainant to
request outstanding
information

A

Yes

omplainan
provides Contact
nformation?

No———p

Assess complaint
exposure with
regards to the

materiality
parameters defined
in section 9 of

Hotline Protocol.

No } / End of

Investigation

Is the complaint
likely to be
material?

\ 4

Notify Management
of the need to

Investigation

Notify Complainant

about the <t
Resolution

No -

Notify Management
for Consideration

Investigate
\4
Work with
Management to -
oversee '

Management
reports to IA with

approach and
results of
investigation

IA reports status/
resolution of
investigation to
Executive
Committee of
Council






