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COMPLAINT MANAGEMENT PROCESS FLOW

eceive all complaints from various channels including: corporate Office, DOH,
Ticket Syste, Google Review, Social Media or Direct Walk In Customer

N7

Receiving Recording and Acknowleging

The complainant shall be
telephoned 3 times at different
times — if failed document date
and time of calls in the system

2. Advise the complainant of complaint management process, expected

Contact the complainant within 1 — 3 days to confirm the receipt of complaint

Complaint & Complement Team Staffimmediately attend and attempt to
resolve the raised issue/concern

omplainant opt to log a
written complaint?

1. Facilitate the completion of written complaint Log received complaint assigning a
unique tracking number

timeframes and procedures for resolution

Team Leader shall
ensure that the
complaint is assigned
to a CCM staff within

12 hours

and verify available information

Complex

Head of Department provides investigation

report within 25 working days

Assessment and Investigation of Complaint

Complaint is assessed Routin

CCM Staff / Head of Department provides
feedback within 3 working days

Head of Department provides investigation

o ,
report within 7 working days Complaint is Severe?

If Complex cases requiring
prolonged investigation the CCM
Team / HOD contact the
complainant every 10 days to keep
them updated

Resolution and Feedback

HCF Provides complainant Feedback
e Within 5 working days if Routine
e Within 10 working days if Severe
e  Within 45 days if case is complex

CCM Staff update the complaint management
tracker with the result of investigation and
actions if any

Complainant satisfied?

Cases where no solution is

CCM Staff consider resolution options such as

implementation of action plan to Quality
Director and /relevant Head of Department /
Senior Management
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< escalate to the legal advisor or ;
= . : . level as per the Complaint Management
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