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Customer Complaint Flowchart 
 

 

 

 

 

 

 

 

 

 

If the complainant is 
dissatisfied, they may 

submit their complaint for 
internal review. 

Complainant Satisfied 

If the complainant is 
dissatisfied, they may 

submit their complaint 
for review to State 

Ombudsman 

Complainant Satisfied 

Complaint received and recorded in Councils eDRMS 
system and assigned to relevant department 

Council provide acknowledgement of receipt of 
complaint within 2 days 

Council assess the compliant and either resolves or 
escalates the complaint. 

Management reviews the assessment and decides 
solution. 

Council provides a response to the complainant 

 


