
Incident Occurs

Process Map 1 - 
Complaints Process

Employer Contractor
Employer s Property 

Team

Call / email / raise incident  
online with Helpdesk and 

provide description of 
complaint

Log and collate call data using 
a predefined script

Re-use a  complaint  Service 
Request associating it with 

existing work orders / 
planned works / Assets as 

appropriate

Investigate complaint 

Inform Employer of ticket  
number and SLA times N.B. 

Standard response times can 
be agreed e.g. Complaints 

dealt with in 5 working days.
Confirm receipt and 

acceptance of SLA times and 
make necessary operational 

changes to accommodate 
rectification

Complete work ticket

Inform Employer that work 
has been completed

Has the complaint been 
addressed satisfactorily? 

Commence the addressing of 
the complaint

Inform Employer of progress

Yes

No

Helpdesk to collate call data 
using predefined script

Update locally 
stored 

performance 
data

Helpdesk 
MI collated 
and stored

Close Complaint

Acknowledge complaint 
investigation is in progress

Inform Employer of 
commencement of complaint 

investigation

Acknowledge complaint has 
been rectified

Inform Contracting Boday 
that work has been 

completed

CCS FM Procurement 
Management Function

Confirm escalation of 
complaint and compile report 

for issue to Employer

Investigate 
complaint and 
compile report

Update Employer on 
escalation progress

Should the 
complaint be 

escalated?

Inform Contractor 
and Employer that 
complaint will not 

be investigated

Yes No

Review complaint escalation 
report

Does the complaint 
require escalating?

No

Yes
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