Complaints management process

Immediately (same

Within five business days

business day)

Complaint received
(written or verbal)

v

CLO notifies Contract Administrator and TMR Senior Communications Officer of complaint details

v

TMR Senior Communications Officer assesses complaint as low, medium or high risk (final risk level
must be endorsed by the TMR project manager)

CLO makes contact with the

complainant to:

- acknowledge the complaint

- provide advice on the process
for investigation

- provide a time-frame within
which further contact will be
made to discuss the
investigation outcomes.

Medium risk complaint

CLO or TMR Senior Communications Officer

(to be determined by TMR Senior

Communications Officer) makes contact with

the complainant to:

- acknowledge the complaint

- provide advice on the process for
investigation

= provide a time-frame within which further
contact will be made to discuss the
investigation outcomes.

CLO records details of the complaint
and initial response in the
stakeholder database/management
system.

\_

CLO/ TMR Senior Communications
Officer records details of the complaint
and initial response in the stakeholder
database/management system.
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CLO nvestigates and develops
recommendations in response to the
complaint.

\_

\
CLO/ TMR Senior Communications Officer
to investigate and develop

recommendations in response to, the
complaint.
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High risk complaint

-~

TMR Senior Communications Officer

makes contact with the complainant to:

- acknowledge the complaint

- provide advice on the process for
investigation

- provide a time-frame within which
further contact will be made to
discuss the investigation
outcomes.

TMR Senior Communications Officer
records details of the complaint and initial
response in the stakeholder
database/management system.

-

v

CLO to investigate and develop
recommendations in response to, the
complaint.

v

4 )
CLO advises TMR Senior
Communications Officer of proposed
complaint response and actions.

4 A
CRM advises TMR Senior Communications
Officer of proposed complaint response and
actions.

r
CRM advises TMR Senior Communications
Officer of proposed complaint response and
actions.
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TMR Senior Communications Officer TMR Senior Communications Officer TMR Senior Communications Officer seeks
provides approval to proceed with provides approval to proceed with TMR approval to proceed with recommended
recommended complaint response. recommended complaint response. complaint response.
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CLO advises complainant of outcomes CRA or TMR Senior Communications Officer ( . L ) ; )
of investigations and any actions to be (to be determined by TMR Senior TMR Senior Communications Officer advises
. Communications Officer) advises coz\plamam of outcg:mei of investigations
\_ y complainant of outcomes of investigations AT &1y GBS (D a2 ELEm
¢ and any actions to be taken. ) \. J/

Contract Administrator provides a
summary (via email) to the TMR
Senior Communications Officer of
the complaint investigation and
outcomes, including actions taken
and the response to the

\ complainant.

Contract Administrator or TMR Senior
Communications Officer provide a
summary (via email) of the complaint
investigation and outcomes, including
actions taken and the response to the
complainant.
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CRA updates stakeholder
management system with outcomes
of complaint responses.

\_
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CRA/ TMR Senior Communications
Officer updates stakeholder
management system with outcomes of
complaint responses.

21

~
TMR Senior Communications Officer
updates stakeholder management system
with outcomes of complaint responses.
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