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Complaint received

Email

Post or phone call

y

Complainant receives an

\Via‘/

y

Complainant receives a written response

automated email response

confirming receipt (3 working days)

(may involve more info from complainant or
consult internal stakeholders)

Fact finding

A

Complaint can be
resolved

Referred to
Investigation

Complaint is investigated

Outcome communicated to complainant

(within 30 days of receipt of complaint. If a full investigation is required,
this may take longer. The Complainant will be kept updated)

Complainant can appeal the decision

(within 10 days of receipt of outcome)

Appealed

Not appealed

v

Decision reviewed

[

Outcome communicated to complainant

(within 10 days of receipt of appeal)

Complaint closed <

If the Complainant is unhappy with how IRW has dealt with their Complaint,
they can refer to one of the external bodies listed in the Complaints Policy.
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Complaint received

S9Kad! pdliwl @3

Via email

QoA WAl pe

Via post or phone call

Lls daJSa ol pe

Complainant receives an automated email response

39V oAl s GIT 15, Soctual) 2

Complainant receives a written response
confirming receipt (3 working days)

(Sas oLl 3) A3V 2 Ldad Ty (5 58 ania il

Fact finding (may involve more info from
complainant or Consult internal stakeholders)

oo Ologlaall (po 1ie asaiy U8) @laxl g
(a1l dbsanll Gilool 8)ladu! of (55SCadl adie

Outcome Ao
Complaint can be resolved Sl J> S
Referred to investigation Gl ) law
Complaint is investigated s sSal sl o

Outcome communicated to complainant

(within 30 days of receipt of complaint. If a full
investigation is required, this may take longer. The

SSina) ) Aagll 30 [
aasaill IS g oS3 Al (el 5y 30 (sl (B)
G g Jghal g @l (5 yaing 388 (1 slha JalS))

lai ill be kept updated ﬂ (f’mn‘ e

Complainant will be kept updated) oo o4 10 s L8 LA Gl Siial Ky

Complainant can appeal the decision (within 10 (Aanial) Al
days of receipt of outcome)

Appeal Bl

Appealed a3l

Not appealed il o

Decision reviewed D8l daxlye

Outcome communicated to complainant

Socteal) J] i $30] 3

(within 10 days of receipt of appeal)

(Bleidl il o oLl 10 0922 §)

Complaint closed

SoSadl @] o

If the Complainant is unhappy with how IRW has
dealt with their Complaint, they can refer to one of
the external bodies listed in the Complaints Policy.

IRW Jola3 428 ye (ol & o5l pade O 13)
Loyl Oligg) G ) ooyl diSasd colgSias ao
(S9! Al (§ dmyel
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