
 

Arrange meeting with 

complainant to try and 

resolve within 5 days

Is the complaint 

resolved within 

12 working days 

of its receipt?

Issue an improvement notice/

amend practices to ensure similar 

complaints are eliminated

 

YES

Complaint received 

from complainant

Enter complaint into iPass & 

send acknowledgement letter 

within 2 working days of its 

receipt 

Is the complaint 

resolved within 12 

working days of 

its receipt?

Is it still possible to 

resolve complaint?

NO

Request 

extension from 

EGCC and 

advise 

complainant

NO

Send resolution letter, obtain 

acknowledgement of 

resolution from stakeholder 

and update iPass.

YES

Is dispute resolved within 

extended timeframe?

YES

Issue an improvement notice/

amend practices to ensure 

similar complaints are 

eliminated

NO

NOTE: 

If at any stage during the process the complaint is resolved, then stop the process 

and issue a resolution letter. 

If at any stage during the complaints process the complaint reaches deadlock, 

escalate the complaint to LRPG.

YES

YES

Who should handle 

the complaint?

Contractor
Landowner Relations 

and Property Group

Grid Asset Management 

– Field Services

Transpower’s In-House Complaints Process

Is complaint 

resolved within 18 

working days of 

receipt of 

complaint?

Send Deadlock 

letter to 

complainant & 

update iPass.  

The EGCC will 

then advise if they 

receive a 

complaint 

Not Transpower

Pass on to appropriate company 

within 1 working day, notify 

complainant and note in iPass

Send resolution 

letter, obtain 

acknowledgement of 

resolution from 

stakeholder and 

update iPass.

NO

Resolve within 7 working days of 

its receipt (Send 7 day letter 

generated by iPass, unless 

already sent by another party)

January 2012

Will complaint 

be resolved 

quickly?

Resolve within 7 working days 

of its receipt (Send 7 day letter 

generated by iPass)

YES

Extension 

granted?
YES NO

Escalate 

to LRPG
NO

Escalate 

to LRPG

NO
Escalate 

to LRPG

Issue an improvement notice/

amend practices to ensure similar 

complaints are eliminated

Send resolution 

letter, obtain 

acknowledgement of 

resolution from 

stakeholder and 

update iPass.

Issue an improvement 

notice/amend practices 

to ensure similar 

complaints are 

eliminated

Send resolution 

letter, obtain 

acknowledgement of 

resolution from 

stakeholder and 

update iPass.

Enter complaint into iPass & 

send acknowledgement letter 

within 2 working days of its 

receipt 

Enter complaint into iPass & 

send acknowledgement letter 

within 2 working days of its 

receipt 

NOTE: 

If jurisdiction is 

unclear contact 

LRPG to confirm


