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How A COMPLAINT IS PROCESSED

L Letter of complaint received at Ombudsmen's Office |

v

| Letter of acknowledgement sent to complainant

¥

Ombudsman reviews complaint to determine if it is a matter which can be investigated
and, if so, through which office the complaint will be handled.

4
If the Ombudsman decides to
investigate the complaint the papers
are referred to the investigating
officer identified in the letter of

k]

acknowledgement.

¥

L]

If the Ombudsman decides not to
investigate the complaint, the
complainant will be advised in writing
of the reasons why the matter cannot
be looked at by an Ombudsman. The
complainant will also be advised of
possible alternative remedies which
may be available.

Notice of investigation sent
to complainant

Notice of investigation sent

to department or

organisation concerned.

Report and information
received from department or

organisation.

Throughout the
investigation process the
complainant will be kept
informed of progress.

¥

necessary.

Material assessed by
investigating officer and
Ombudsman and further
information obtained as

If an acceptable solution to
the complaint is proposed
in the course of the
enquiries, the Ombudsman
may discontinue the
investigation.

¥

Pravisional view formed by

Ombudsman

[

(a) Complaint is sustained

(b) Complaint is not
sustained

L7

Department or organisation
advised and invited to
comment on findings.

Complainant advised and
invited toc comment on
findings

considered.

Comments received and

Comments received and
considered

¥

¥

After considering the comments received, the Ombudsman forms a final opinion on the
complaint and advises the complainant and the Department or organisation concerned.
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