
 

 
 
Summary Stage 1 
 
 
 
 
          
 
 
 
          
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Complaint received by the 
Complaints Manager 

Acknowledge within 2 days 

Inform the Complaints 
Manager 

Exploring resolution with the 

Acknowledge within 2 days 

Complaint received by a 
Manager 

 
 
 
 
 
 

Refer to appropriate 
Manager
complainant 

Draft letter to Complaints 
Manager 

Advice on response 
letter 

Final letter to complainant 
within 10 working days 


