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STEPS/FLOW/SEQUENCE
Step Fvent/AcﬁviW/Action Time/ No of Actor
Days
1. | Corporate 1 day Manager Corporate
Communications Communications and Public
and Public Relations
Relations

division receives
complaints sent:-

e verbally, or in writing

e Put in suggestion

boxes,

e e-mail , Website or
through normal
correspondence

2. [Register complaint and |l day Manager Corporate
give it a receipt number for Communications and Public




follow up Relations

2. | Acknowledge the 7 days Corporate Communications and
complaints through letter Public Relations Officer
or e-mail

3. |i. Investigation of 15 working days Selected investigation team
complaint (s)
ii. Appeal case 30 days

4. |i. Communicate to 1 day Manager Corporate Communications
complainant and if and Public Relations

satisfied close the case

ii. If not satisfied

complainant may send the

complaint to Commission

on Administrative Justice
EXCEPTIONS TO THE NORMAL FLOWS

Title No. Description ‘Time Actor

N/A 1. N/A

Process Maps/Visuals ,

Business process flowcharts/ swim lanes/screen shots

Register complaint
and allocate it a
receipt number for
follow up

Corporate
communications
and PR Division

receives
complaint

MCC&PR Acknowledgement
Letter

acknowledges receipt
of complaint

Team constituted to Investigation
Investigation Investigate within 15 Report
required ? days and report

Yes

No Communicate to
Appeal within Yes Any Complainant and if

Appeal? ‘ satisfied Close case or

refer to CAJ

30 days




