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Complaints Management Process - Flowchart

A complainant can refer a complaint about goods and services procurement to the CPO for review if not
satisfied with the findings and actions of the organisation for the procurement activity.

Complainant lodges complaint with the
organisation’s Chief Procurement
Officer (CPO) or Chief Executive Officer
(CEO)
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Within 3 working days

The CPO issues an acknowledgement confirming
receipt that documents have been received and
may request additional information from the
complainant
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Within 28 working days

Complaint is investigated by a review panel that
comprises a procurement officer and other
persons that hold relevant experience related to
the complaint. Outcomes are reported back to the
CPO for endorsement

Based on the
number of working
days between the
request for, and receipt of,

Extension additional information and/
of time or external advice may be

sought

Extension of time agreed
between the organisation
and.the complainant
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If the complaint is upheld, the CPO will consider
next steps and provide recommendations in
response to the complainant and the party that is
the subject of the complaint outlining the decision
and actions taken.

[Response to complainant must provide
information about alternative available appeals
mechanisms]
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If the complaint is rejected by the CPO,
Letters are forwarded to the
complainant and the party that is the
subject of the complaint stating that the
complaint has been rejected.
[Response to complainant must provide
information about alternative available
appeals mechanisms]
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Complainant accepts the finding.
Outcome is recorded in the organisation’s register
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Complainant chooses to pursue the
matter further with an external
Government Body, for example: the

Ombudsman
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If complaint is taken to Ombudsman,
or alternative, the organisation must

End of process <
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follow that respective organisation’s
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