
YES Record outcomes 
Close file

Record outcomes
Close file

Screening 
Is agency in jurisdiction?

Assessment of complaint (ART/IRT)
Determine broad issues of complaint
Can we investigate? (Assess jurisdiction)
Should we exercise discretion to investigate?
Should we exercise discretion not to investigate?

Written Complaint Received
New File Created

Initial examination 
Is complaint high risk, high priority or a PID? 

Can complaint be assessed within ART timeframes?

Investigation of complaint
(see Investigation flow chart)

If complaint is high risk, high priority or a PID, 
escalate as required for assessment.
If complaint cannot be assessed within ART 
timeframes, refer to IRT for assessment.

Screening and Assessment of Complaints

Advise complainant
Refer to alternative complaint-

taking body if appropriate 

AT ANY STAGE:
Undertake risk assessment and escalate as required 
Consider referring important public administration issues to the Administrative Improvement Team 
Complaint may be withdrawn – if there are outstanding issues consider conducting an own motion investigation

REVIEW - If a complaint is closed at the assessment stage, the complainant has a right of review – see Review flow chart

NO

Out of 
jurisdiction/ 
discretion 

exercised not 
to investigate

If the complaint is in 
jurisdiction, the allocated case 
officer makes the final decision 

whether or not to investigate

Advise complainant
Refer back to original agency 
or to a more suitable agency 

if appropriate


