Norfolk Island Regional Council - Complaints Handling Flowchart

Customer wishes to lodge a formal
complaint with Council

Complaint lodged with Council’s Complaints
Officer
(Acknowledged within 10 working days)

|

Investigation commenced. Note: this may be
referred to the Business Manager or Section
Leader and additional information may be
sought to help resolve the issue

ufficient information available
to resolve complaint?

Yes

L

Take approved action and advise
complainant of resolution
(Response within 20 workings days)

Complainant satisifed

Complaint referred to the Public
Officer for secondary investigation

I

Investigation commenced. The Public
Officer may seek further information
and clarification on items

ufficient information available
to resolve complaint?

Yes

!

Take approved action and advise
complainant of resolution
(Response within 20 workings days)

Complainant satisifed

with resolution?

Yes

Close File

with resolution?

Yes

Close File

. f: I 3 Qf
___ NORFOLK_~ISLANDY ~ya¥r

- g
REGIONAL coum:mw

Complainant can contact the
Commonwealth and ACT Ombudsman
T: 1300362072
P: GPO Box 442 Canberra ACT 2601
W:www.ombudsman.gov.au
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( External Resolution Process )
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