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Service User 
completes the 

Complaint Report form 
Additional copies 

available from Local 
Manager 

Service User sends 
Complaint Report form 

to Head Office 

Local Manager informs the 
Contract Compliance 

Manager (CCM) within 24hr 

CCM issues or completes 
a Complaints Report to 

assist in collation of 
information 

 

FLOWCHART 1 
COMPLAINTS 

PROCESS 
 Service User or Third 

Party contacts            
Head Office                   

(via telephone, email or 
letter) 

Service User or Third 
Party contacts Local 

Manager 

The CCM will establish an 
action plan to resolve the 

Complaint within 5 working 
days and notify accordingly 

CCM log’s the complaint 
details on the 

Complaints Log 

LM informs the SU 
that the complaint will 
be resolved within 5 

working days 

CCM completes a 
Complaints Report, 

based on information 
obtained 

CCM updates the 
Complaints Log with the 
outcome and closes the 

Complaint 

NOTE – All Complaints 
must be submitted to the 

Contract Compliance 

Manager 


