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Flowchart of AF-O17 (v12.0)   

 

From all 
channels. 

Senior Staff 
receives complaint. 

Treat as a 
feedback. 

Can the 
person be 
contacted?

Acknowledge receiving the complaint and request person 
to fill the Feedback Form and sign if it is not signed.        

(within 3 working days) 

Accepted? 

No 

Yes 

Yes No 

Level 1 Senior Staff handles/ 
investigates complaint, takes action 

and proposes resolution.    
(within 3 working days) 

Yes 

No 

Level 2 TM takes over case, takes 
action and proposes resolution.    

(within 7 working days) 
Accepted 

Yes 

No 

Level 3 Management Committee takes over 
case, takes action and proposes resolution.   

(within 7 working days) 
Accepted 

No 
(Total of 21 working days at this stage) 

Send in Appeal.  
(within 7 working days) 

Level 4 Refer case to CPE’s  
Dispute Resolution Scheme for 

mediation by Singapore Mediation 
Centre and arbitration by 

Singapore Institute of Arbitrators. 

Final decision. 
Case 

closed 

Record decisions and resolutions.  
Analyse for continual improvement. 

Yes 


