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1.
Objective

This procedure provides the guidelines on the handling of public complaints to ensure these complaints are efficiently and effectively dealt with and corrective actions (if any) are undertaken.
2.
Scope


This procedure is applicable to any complaints or enquiries on issues related to EIA made to the NREB Headquarters only. 
3.
Definition
COMPLAINT is something that is received in verbal or written from public which is related to EIA issues.
SECTION HEAD is a person who is in charge of a section. In the absence of the section head, Secondary Responsible Officer will take charge of the section.

UNIT HEAD is a person who is in charge of an unit including their subordinate(s). 

OFFICER IN-CHARGED (OIC) is a person who is responsible for the particular activity/task.
4.
Abbreviation
i. CEQ
-
Controller of Environmental Quality

ii. DC
-
Deputy Controller 
iii. NREB
-
Natural Resources and Environment Board
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5.
Details of Procedure
	No.
	Action


	Responsibility

	a.
	Receive complaint through the various media:

· Telephone

· Official Letter

· Email

· Faxcimile

· In person
· Talikhidmat

Forward to Investigation and Public Complaint Unit for registration.


	All

	b.
	Register the incoming complaint by filling in the Complaint Registration Form (CRF) (Appendix II) and forward the hardcopy to Section Head or OIC for decision.


	Unit Head

	c.
	Decide on the complaint:

· If within NREB’s jurisdiction, assign Unit Head to investigate

· If outside NREB’s jurisdiction, re-route to relevant department/ agencies. 

	Section Head/ OIC

	d
	Inform the complainant the progress/status of the complaint

	Unit Head

	e.
	Investigate the complaint and complete the Complaint Investigation Form (Appendix III).

Upon completion of investigation, forward the forms to Section Head or OIC for decision/recommendation.


	Unit Head

	f.
	Decide on the investigation:

· If satisfied, give recommendation and go to step (g).

· If not satisfied, direct the Unit Head to reinvestigate the complaint [repeat step (e)].
	Section Head/ OIC

	g.
	Make decision based on the recommendation:
· If it is recommended for a compound or prosecution, Section Head or OIC will refer the case to CEQ for decision.

· If not, direct Unit Head to refer to step (i).

	Section Head/ OIC
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	No.
	Action


	Responsibility

	h.
	Decide to issue compound or prosecution:

· If yes, prepare the Offer to Compound offence (OTC) to CEQ/DC to sign and the payment will be monitored by the Unit Head. When payment is received proceed to step (k).

· If not, direct Unit Head to refer step (i).


	CEQ/DC

	i.
	Carry out and complete the follow up action, including the other directives and report to Section Head or OIC. 


	Unit Head

	j.
	Confirm on date when the case is closed.

 
	Section Head or OIC

	k.
	File the forms, inform the complainant and compile the correspondence in the file.


	Unit Head


6.
Quality Records
	No.
	Name of Record
	Retention Time
	Location



	a.

b.

c.

d.
e.
	Public Complaint Register
Complaint Registration Form
Complaint Investigation Form
Compound 

Official letter from complainant


	5 years

	18th Floor 




7.
Appendices

i. Appendix I

-
Flow Chart on Handling Public Complaints
ii. Appendix II

-
Complaint Registration Form
iii. Appendix III

-
Complaint Investigation Form
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