
Complainant lodges a complaint via the Complaint Form on the GB CMA 

website

End of process

GB CMA Reception acknowledges receipt of complaint using email 

template. 

• Reception forwards the complaint email to appropriate Program 

Manager and copy to Corporate Program Manager.

• Lodge the complaint in the Complaint Register on portal, assigning to 

Program Manager

Does GB CMA require 

additional information from 

the complaintant? 

Does GB CMA require 

services of external party/s 

to advise on elements of 

the complaint?

The complainant to be informed the required time to investigate and 

request additional information and/or advice sought. 

5 Working 

Days

20 Working 

Days

GB CMA employee/s address complaints and inform complainant of 

findings and whether it intends to take any further actions
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Complaint on portal is 

updated and closed.
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No



Condition?

No

Yes

Data

Process

Process


	Complaints Management Process.vsdx
	Process
	Subprocess


