
Service based complaints  
on-line questionnaire

CIOB complaint process

START

NO

NO

YES

YES

1
Complaint identified as 

service related

2
Refer complaint
to Head of Dept.

3
Can the complaint be 

resolved within  
5 working days?

4
Send response to  

complainant

5
Is complainant happy 

with response?

6
Investigate  

further

7
Refer to Chief 

Operating Officer
END

END

3.1
Send acknowledgement

to complainant

3.2.
Investigate
complaint


