
Process Flowchart for Customer Complaint Handling at Branches 
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Customer 

Make a complaint  

1.Verbal complaint - Over the 

phone or by visiting the branch. 

(Branch officer will complete the 

customer complaint form) 

2.Written Complaint - Drop box, 

post or by personally visiting the 

branch 

Record the complaint in branch 

complaint register. Make further 

investigations on the matter  

Closed 

immediately or 

within 24 hours? 

Branch look into the matter to 

provide an answer, 

recommendation or resolution 

Closed within 5 

working days? 

Compile all supporting 

documents pertaining to the 

complaint   

Communicate the outcome to 

the customer  

End 

Forward the complaint to central 

complaint handling unit (CCHU) 

at Head Office for further action  

1 

1 

Resolution from Head Office 

on customer complaint  

 

Record resolution in complaint 

register.  

Initiate appropriate action at 

branch level as recommended 

by Head Office  

 


