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ATTACHMENT K – ENQUIRY AND COMPLAINTS PROCESS 

Community member

State, council or other 
agency

24-hour contact line

Stakeholder and 

community relations 
team member

Community relations 
manager

General manager 
stakeholder and 

community relations

Independent mediator

Enquiry complaint 

received

Receive call and 

send on to 
AquaSure D&C

Is the call answered 
within 15 seconds?

External call centre
Record brief details 

and contacts

Identify type of call 

and enter into 

database

Check frequently 

asked questions 

sheet

Enquiry

Complaint

Refer process to 
manage community 

issues’

Can an immediate 

response be 

provided?

Can enquiry only be 

resolved through 
amendments to 

design 
documentation or 

construction 

methodology?

Contact appropriate 
staff members to 

deal with issue

Is the issue able to 
be resolved?

Is the issue able to 

be resolved?

Is the issue able to 

be resolved?

Is the issue able to 
be resolved?

Contact customer, 
provide response 

and update 
database

Is a formal written 
response required?

Print/post/send 
email

Is it resolved now?
Finalise entry into 
contact database

Sign off on 
response Determine further 

action to take

Review all 
complaints, prepare 

report

Review report, send 
to AquaSure

No

Must answer or advise of 

further action within five days

Yes

Yes

No

No

Yes

No

No

No

Yes

Yes

Yes

Yes

Yes No

Yes

Community member

State, council or other 
agency

24-hour contact line

Stakeholder and 

community relations 
team member

Community relations 
manager

General manager 
stakeholder and 

community relations

Independent mediator

Enquiry complaint 

received

Receive call and 

send on to 
AquaSure D&C

Is the call answered 
within 15 seconds?

External call centre
Record brief details 

and contacts

Identify type of call 

and enter into 

database

Check frequently 

asked questions 

sheet

Enquiry

Complaint

Refer process to 
manage community 

issues’

Can an immediate 

response be 

provided?

Can enquiry only be 

resolved through 
amendments to 

design 
documentation or 

construction 

methodology?

Contact appropriate 
staff members to 

deal with issue

Is the issue able to 
be resolved?

Is the issue able to 

be resolved?

Is the issue able to 

be resolved?

Is the issue able to 
be resolved?

Contact customer, 
provide response 

and update 
database

Is a formal written 
response required?

Print/post/send 
email

Is it resolved now?
Finalise entry into 
contact database

Sign off on 
response Determine further 

action to take

Review all 
complaints, prepare 

report

Review report, send 
to AquaSure

No

Must answer or advise of 

further action within five days

Yes

Yes

No

No

Yes

No

No

No

Yes

Yes

Yes

Yes

Yes No

Yes

 


