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Figure A.1 — Interrelationship of 150 10001. this docoment. 150 10003 and 150 10004
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* T« RECEIPT OF COMPLAINTS +

T4 ACKNOWLEDGEMENT .
OF COMPLAINTS

L

7.5 INITIAL ASSESSMENT
OF COMPLAINTS

7.6 INVESTIGATION
OF COMPLAINTS

COMPLAINTS

Tod RESPONSE TO COMPLAINTS

7.3 TRACKING OF COMPLAINTS

k.

7.8 COMMUMNICATING -
THE DECISION

7.9 CLOSING COMPLAINTS

Figure E.1 — Complaints-handling flowchart
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(bl )
Escalation flowchart

Figure G.\ illustrates an escalation flowchart.

l INTERNAL RESOLUTION EERNAL
NESOLUTION

I FIRST LEVEL RESOLUTION I | FURTHER LEVEL RESOLUTION

[—D Seek information
3

No |

Fnough
nfoematicn
vadabie?

Yes

Able 10
reaave?

External resolution
based upon SO 10003

0
:

Figure G.\ — Escalation flowchart
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