
CLIENT and STAKEHOLDER

FEEDBACK MANAGEMENT

Operations administration  inform CEO 

and acknowledge complaint or 

improvement request in writing within 7 

working days

Operations administration

file complaint or improvement request 

communication and add entry to feedback 

database. Operations/CEO inform 

Governing Board of any new complaint

Compliments, Testimonials 

Complaints, or Requests for 

Improvement received from 

Clients or Stakeholders

Operations administration inform CEO and 

acknowledge compliment in writing or 

email within 7 working days

CEO communicates compliment to team 

member / team / governing board at the 

next appropriate meeting

Operations administration

file compliment communication and add 

entry to feedback database

Compliments or Testimonials
Complaints and Improvement 

Requests

CEO contacts client or team member/s as 

appropriate to develop and implement 

corrective action plan  

Corrective action 

complete?

No

Yes

CEO informs client that issue has been 

addressed and establishes 

acknowledgement. CEO communicates 

complaint or improvement status to 

Governing Board at next meeting 


