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Customer needs to wait
Up to 8 weeks for a

response. Rebuttal
Ifno response is 1fthe complaint il
recieved or the Member vec\eves
complainant is still another 1

dissatisfied, the days to suhmm vebu“al

customer may turn to
s, A Case Assessor then
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review the
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resolution,

Proposed Decision

proceed to a proposed
decision pmwded Within
20 working days.

Response

Complainant have 10
working days to accept
or ask for a feview of the

If the proposed decision

inal decision

Review
Both the Member and

decision before making
the final decision

Court Escalation
Ifthe Complainant
disagre inal
e tey ma toke
the member to court to
resalve the complaint.

Final Decision

Ifthe fn decsonis
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Complgnant then it will
be binding on the
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