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Step 1-Receipt and Assisstance

Complaint received via hotline, PR Unit, Resirdent
Engineer, email, in person, etc;; staff assist complainant
to fill in the form

Step 2—Registration and Logging
Summarise complaint, enter in complaint log, record
complainant details, channel and unique ID

Step 4-Screening, Classification and

Assignment
Check if project-related, identify type of problem,
assign to responsible department/entity

Not Project-Related/ Project-Related -
Out of Scope —Record Action Implemented
& Close Communicated & Closed
Recorded for reference and, Corrective action
where appropriate, referred implemented, complainant

to relevant entity, then informed; case closed
closed in log and documented
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