Appendix I

FLOW CHART FOR HANDLING PUBLIC’S COMPLAINTS
A. PROCEDURE HANDLING PUBLIC COMPLAINTS
































START








Responsibility





Receive complaint through the various media and forward to Unit Head for registration.


 





All





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








Unit Head





Decide on the complaint:





Section Head or OIC





No





NREB’s Jurisdiction





Forward the complaint to relevant department/ agencies





Yes





Unit Head





Inform the Complainant the progress/ status of the complaint





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





Decide on the investigation:





Section Head or OIC





No





Direct the Unit Head to reinvestigate the complaint.








Satisfied?





Yes





A





Responsibility





A





Based on the recommendation made:








Prepare the Offer to Compound offence (OTC) to CEQ/DC to sign and the payment will be monitored by the Unit Head.





Section Head/OIC





CEQ/DC





Unit Head





Section Head or OIC





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





END





Confirm on date when the case is closed.








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





Yes





No





Recommend for follow up action





Refer the case to CEQ for decision:





Compound/ Prosecution?





Yes




















PK-NREB-008(MA) – HANDLING PUBLIC COMPLAINT

