
 

Complaints procedure flow chart 

Stage 3 - Follow up complaint (FOD only) 

 

Red and Amber complaints. B5 
makes FU enquires with 
dutyholder  & records action on 
COIN  Step 3.1 

  

Inform complainant. 
Record outcome on 
COIN and close. 
Retain relevant 
written material 
about complaint.  
Step 3.2 

Is dutyholder’s  
response  satisfactory? 
B4 review  

Yes

Has more info. 
been sought?  
Record on    
COIN Step 3.3 

Pass to Inspector 
Step 3.6 

Refer back 
to CO with 
instructions 

 

Further action 

No

Yes

No further action 

Obtain 
further 
information 

B2 decides should    
CO carry out next 
action ? 

No 

Yes 

Refer to band 2 for decision on 
further action or closing off 
complaint   Step 3.5 

No


