
Complaint received, obtain

details of complaint

Register in the complaint log

Inform ER and IEC

Investigate complaint

Is the project the source of

the problem?

Identify mitigation measures

Yes

If complaint is transferred from EPD

No

Discuss the details with ER,

Contractor and IEC for

implementation

Contractor to implement

mitigation measures

Review the Contractor's response on

the identified mitigation measures,

and the updated situation

Submit interim report to

EPD within the assigned

time frame Report the investigation results

and the subsequent actions to

the source of complaint for

responding to complainant

Complete complaint log

Record the complaint,

investigation, the subsequent

actions and results in monthly

EM&A report

Undertake additional monitoring

and audit if necessary, and review

that any valid reason for complaint

does not recur

If  source of complaint is EPD

Report the results to

EPD within the assigned

time frame


