
Receive enquiry or feedback 

All Staff, Office Manager, 
Communications and Memberships 

team acknowledges, responds or 
forwards to the relevant staff to 
respond as soon as reasonably 

practicable, or within 5 business days

Is it 
an enquiry?

Is the 
feedback 
positive?

All Staff, Office Manager, 
Communications and Memberships 

team responds or forwards to the 
relevant Department Manager to 
respond within 5 business days

YES

All Staff, Office Manager, 
Communications and Memberships 
team acknowledges and forwards to 
the authorised AbSec staff to action

Is the 
complaint 
formal?

Authorised AbSec staff actions, 
responds and documents within 10 

business days*

AbSec’s work
Relevant Department 

Executive, CEO or 
Board, if required

Employee
Relevant Manager

CEO
AbSec Board

Closed
(no further action)

Is an 
investigation 

required?

Document using the Complaint 
Management Record and provide 
outcome within 10 business days*

Investigate within 20* business days

NO

Authorised AbSec 
staff respond to 

complaint

Closed
(no further action)

Document using Complaint 
Management Record and keep 

complainant updated

Provide a written response

Closed
(no further action)

Closed
(no further action)

Closed 
(no further action)
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*Target 
timeframe.
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