
COMPLAINTS POLICY FLOW CHART 

STAGE ONE 

HANDLING A COMPLAINT AT THE OFFICER / SECTION LEVEL 
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Complaint received 

Is the appropriate 
officer available? 

Take: name, address, email, phone number. 

Inform: about the complaints procedure 

Ask: what is the desired outcome of the complaint 

Advise: complainant of timeframe for officer to 
contact back (within 24 hours to 3 days) and 

advise officer accordingly 

Appropriate officer to use LATTE (Listen, 
Acknowledge the problem, Take 

problem-solving action, Thank them, 
Explain what you have done) 

Is the complainant satisfied 
that the complaint has 

been resolved? 

Thank them again 

Record in the complaints log immediately  

Inform your direct manager or supervisor as 
soon as possible 

 

 

Advise the complainant that 
they should submit a written 

complaint to the Head of 
Department for Internal Review 



COMPLAINTS POLICY FLOW CHART 

STAGE TWO 

INTERNAL REVIEW BY HEAD OF DEPARTMENT 
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 YES 

  

 

 

 

Acknowledge the complaint within 5 working days 

Advise complainant of: who is handling the 
complaint, potential steps that will be taken to 
investigate, and estimated time for resolution 

Provide complainant with a copy of the complaints 
procedure 

Inform complainant that 
officer will be advised of the 

complaint. 

Inform officer and give them a 
fair opportunity to respond  

Does complaint relate 
to a specific officer? 

Thank them again 

Record the final resolution of the internal review in the 
complaints log immediately and retain a hard copy 

 

 

 

Delegate the complaint to relevant section 
head if possible after reviewing case 

Written complaint received 
by the Head of Department  

 

Open the complaint in the complaints log, decide on 
appropriate action, inform the complainant in writing 
within 21 days of acknowledging the complaint with the 
resolution (or issue a progress report if it will take 
longer)  

Is the complainant 
happy with the 

resolution? 

Advise complainant to appeal 
to the Permanent Secretary 



COMPLAINTS POLICY FLOW CHART 

STAGE THREE 

APPEALS PROCESS BY PERMANENT SECRETARY  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 YES 

 

 NO 

Appeal received by the 
Permanent Secretary 

Acknowledge the complaint within 5 
working days 

Advise complainant of: potential steps 
that will be taken to investigate, and 

estimated time for resolution 

Open the complaint in the 
complaints log 

Decide on appropriate action 

Inform the complainant in writing 
within 21 days of acknowledging the 

complaint with the resolution (or 
issue a progress report if it will take 

longer)  

 
Is the complainant 

happy with the 
resolution? 

Prepare file for Ombudsman of 
Bermuda or the relevant regulatory 
authority should the complainant 

decide to contact either 

Thank them again 

Record the final resolution 
of the appeal in the 

complaints log immediately 
and retain a hard copy 

 


