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Complaints procedure flow chart

Stage 4 - The appeals process (FOD only)

Caller states they are not satisfied with the
decision following assessment of their
concern or the outcome

\4

Band 5 or Band 3 obtain as much information
as possible about why caller is dissatisfied
and explain process to them

Step 4.1

\4

Pass details with notifiers concern form
to Independent B2 Appeals manager for
them to review decision

Step 4.2

Is further
action
required
on the
complaint?

Yes

v
Inform complaints
officer of further lines of
enquiry to take.

A\ 4

Inform caller of decision
and outcome. Record
decision on COIN

Step 4.3

Inform caller of decision and the
reasons why. Inform them what
action they can take if still dis-
satisfied. Record outcome on COIN &
inform team of decision.

Step 4.3




