
 

 

                                       Complaint Resolution Process- Actions 
 
 

 

 

 
Valid Complaint Received 

 

 
 

Complaints Director Reviews 
Complaint 

 
 

Encourage Communication 
between the Parties 

 

 
Complaint Director        
Selects Action(s) 

 

 

With Consent of Both Parties, 
attempt to Mediate a Resolution 

 

 
 

Refer to Alternative Complaint 
Resolution 

 
 

Request an 
Expert Report 

 

Conduct or appoint an Investigator 
to Conduct an Investigation 

 

 
 

Dismiss if Trivial or Vexatious 
 

 

Dismiss if Insufficient or no 
Evidence of Unprofessional 

Conduct 

 

Refer for Incapacity Assessment 
as per Section 118 of the HPA 

 


