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Complaint received from 
stakeholder

Determine who should 
handle the complaint

Does complaint need to be 
redirected to Transpower

Enter complaint into iPass system 
& acknowledge complaint within 2 

working days of receipt of 
complaint (acknowledgement 

letter generated by iPass)

Arrange meeting with stakeholder 
to try and resolve complaint within 

7 working days of receipt of 
complaint (7 day letter generated 

by iPass)

Is complaint resolved within 12 
working days of receipt of 

complaint

Update iPass, send resolution 
letter & obtain acknowledgement 

of resolution from stakeholder

Send letter advising 
good reasons for not 

having resolved 
complaint, within 20 

working days of receipt 
of complaint

Issue an improvement 
notice/amend practices to 
ensure similar complaints 

are eliminated

NO

YES

NOTE: If at any stage during the complaints process the complaint is resolved or reaches 
deadlock, then stop other steps in process and issue a resolution or deadlock letter

Note: If can’t decide 
for iPass entry if 
complaint is within 
EGCC scheme 
jurisdiction, escalate 
to Field Services/EP 
Group to decide

Note: Field Services 
are automatically 
notified of an entry in 
iPass

Complaint received from 
stakeholder

Determine who should 
handle the complaint

Does complaint need to be 
redirected to Contractor or EP 

Group
YES

Enter complaint into iPass system 
& acknowledge complaint within 2 

working days of receipt of 
complaint (acknowledgement 

letter generated by iPass)

Arrange meeting with stakeholder, 
or other investigation to try and 

resolve complaint within 7 working 
days of receipt of complaint from 

contractor/first receipt of complaint 
(7 day letter generated by iPass, 

unless already sent by contractor)

Is complaint resolved within 20 
working days of receipt of 

complaint

NO

Is it still possible to resolve 
complaint

NO

YES

Send Deadlock 
letter to 

stakeholder & 
update iPass

YES NO

Wait for advice from 
EGCC that complaint 

has been made to them 
(where complaint in 
scheme jurisdiction)

Is complaint resolved 
within 30 working days 
of receipt of complaint

YES

Complaint received from 
stakeholder

Determine who should 
handle the complaint

Does complaint need to be 
redirected to Contractor or Field 

Services
YES

Enter complaint into iPass system 
& acknowledge complaint within 2 

working days of receipt of 
complaint (acknowledgement 

letter generated by iPass)

NO

Arrange meeting with stakeholder, or 
other investigation to try and resolve 

complaint within 7 working days of receipt 
of complaint from Field Services/first 

receipt of complaint (7 day letter 
generated by iPass, unless already sent 

by Field Services)

Is complaint resolved within 20 
working days of receipt of 

complaint

Is it still possible to resolve 
complaint

NO

Send letter advising 
good reasons for not 

having resolved 
complaint, within 20 

working days of receipt 
of complaint

Send Deadlock 
letter to 

stakeholder & 
update iPass

Wait for advice from 
EGCC that complaint 

has been made to 
them (where 

complaint in scheme 
jurisdiction)

NO

YES
Update iPass, send 
resolution letter & 

obtain 
acknowledgement of 

resolution from 
stakeholder

YES

Is dispute resolved 
within 40 working 
days of receipt of 

complaint
YES NO

Issue an improvement 
notice/amend practices to 
ensure similar complaints 

are eliminated

NO

UNSURE 

(escalate to EP)

NO
(EP Group should make 
further contact to try & 

resolve)

(escalate to Field 
Services)

NOTE: If at any stage during the 
complaints process the 

complaint is resolved, then stop 
process and issue a resolution 

letter.  If at any stage during the 
complaints process the 

complaint reaches deadlock, 
escalate the complaint to Field 

Services


