NATURE OF COMPLAINT

TIER 1

Complaints about the
quality, delay, or failure
to deliver a service

COMPLAINT PROCEDURE

We wiill record your
complaint and
provide a reference
number either by
email or over the
phone.

We will record your
complaint and
provide a reference
number either by
email or over the
phone.

We will record your
complaint and
provide a reference
number either by
email or over the
phone.

TIMEFRAME

0-28 DAYS

City Council

ACTION PERSON RESPONSIBLE

We will investigate your complaint and attempt
to resolve it within 28 days where possible.

0-28 DAYS

We'll contact you within 28 days to let you know we've
resolved the complaint or that we'll need extra time to
investigate.

After the Complaint is resolved: You can complain
about the way your complaint has been investigated
or resoloved. This will be handled at Teir 2.

We will investigate your complaint and attempt

to resolve it within 28 days where possible
Team

Leaders &

REVIEW
PERIOD

We'll contact you within 28 days to let you know we've Managers
resolved the complaint or that we’ll need extra time to
investigate.

After the Complaint is resolved: You can complain
about the way your complaint has been investigated
or resoloved. This will be handled at Teir 3.

We will review our previous actions/results from Tiers 1 & 2
to ensure they were conducted and resolved fairly and
consistently.

Complaint
Resolution
Coordinator

We'll contact you to let you know we've completed the
review and update you on our findings.



