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COMPLAINTS HANDLING PROCEDURE AT UGANDA RE

A complaint is an expression of dissatisfaction by a customer both internal and external.

A complaint may arise from any of the following:

COMPLAINTS HANDLING PROCESS

Failure to provide a service
Inadequate quality or standard of service
A request for a service or information which has not been actioned or answered
Quality and unavailability of facilities

Accessibility of buildings or services

Behaviour of a staff member or contractor
Disagreement with a decision
Failure to follow the proper administrative process

COMPLAINANT
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Download and
complete the
complaints form

Online
Complaint via
email/website

.

COMPLAINT LODGED

Delivered at Received via
reception email/online
STAGE 1

resolved

Front desk resolution

(simple complaints)

STAGE 2

Stronger allegations which
need investigation
escalated to senior
management/department
where the complaint is
resolved.

STAGE 3

Failure to resolve at
senior management,
External intervention
and a consensus is
reached, complaint
resolved.

NB. Complaints and actions taken are filed and registered to improve our services.
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