
 

                                 NCC OMBUDSMAN 
                                              COMPLAINT-HANDLING PROCESS

COMPLAINT RECEIVED 

IS THE COMPLAINT WITHIN THE 
OMBUDSMAN’S MANDATE?

REFER TO THE 
APPROPRIATE 
RESOURCES

HAVE ALL OTHER REDRESS AVENUES 
INTERNAL TO THE NCC BEEN EXHAUSTED?

No

Yes

REFER TO 
NCC PUBLIC 

AFFAIRS 
No

PREPARE OPENING 
REPORT

Yes

EARLY RESOLUTION?Yes

INVESTIGATION

No

ADVISE THE 
RESPONSIBLE    

NCC VP
(COPY TO THE 

CHAIR AND CEO)

WRITTEN CLOSING REPORT 
TO THE COMPLAINANT AND 

RESPONSIBLE  NCC VP
(COPY TO THE BOARD

AND CEO)

YES WRITTEN CLOSING REPORT 
AND RECOMMENDATION,  
WHERE WARRANTED, TO 
THE COMPLAINANT AND 
RESPONSIBLE  NCC VP
(COPY TO THE BOARD

AND CEO)

CLOSE COMPLAINT FILE

RECOMMENDATION, WHERE 
WARRANTED

LE
VE

L 
1

LE
VE

L 
2

LE
VE

L 
3

CLOSE COMPLAINT FILE

INTERVENTION

RESOLVED?

No

CLOSE COMPLAINT FILE

SUBMISSION STUDY:  
SUFFICIENT FACTS? YesNo

OPEN COMPLAINT FILE

ADVISE THE 
RESPONSIBLE    

NCC VP
(COPY TO THE 

CHAIR AND CEO)

 
 
 


