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Customer complaint received by  

Customer Service Team. 

Call noted on 
consumer 

account and 

no further 

action. 

Y 

N 

Complaint resolved immediately. 

Escalate to Retail Business Manager 
(request may be made for complaint 

to be put in writing).  

Complaint 
logged as 

queue 

request. 

Y 

N 

Complaint resolved within 10 working 

days of original receipt? 

N 

Customer 
advised and 

Queue 
closed.   No 

further 

action. 

Y 

If complaint cannot be resolved 

within 10 working days of original 

receipt, it is escalated to CEO. 

Complaint resolved within 20 working 

days. 
of original receipt? 

Customer 
advised and 

Queue 
closed.   No 

further 
action. N 

If complaint cannot be resolved 
within 20 working days of 

 receipt,  the customer has the 
option to refer complaint to the 

EGCC Complaints Scheme. 

N 

N 

Complaint acknowledged within 2 

working days. 

Y 


