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Written or verbal complaint received by CCT 
(Advocacy Service, family or friend advocate on the 

complainants behalf)

Formal 
Investigation

Informal 
Resolution

Concerns  discussed, 
appropriate staff 
consulted and an 
agreed verbal or 

written plan is made 
to fix the problem

Satisfactory Resolution
No Further Action Required

NO

CCT will :
· Investigate complaint
· Keep the complainant informed of process 

and timelines
· Consult / discuss with individuals / parties
· Keep an accurate written account of 

proceedings

CCT and complainant agree on expected outcome

Satisfactory Resolution
No Further Action Required

Complainant advised to contact the 
Health and Disability Commissioner 

The complaint will now follow their 
process to final outcome.

NO

CCT Complaints Procedure Flowchart
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