Provide interim
report to EPD

Yes

Receipt of complaints

Register the details and date of
receipt onto the Complaints
Log; report to ET

Investigate Complaint

Is the project the source of the
problem?

No

Yes

Is the source of complaint from
EPD?

No

Identify mitigation measures

Are mitigation measures
required to be undertaken

No Review the existing mitigation

Yes

measures & update situation,
undertake additional monitoring

Advise the Contractor & ER
accordingly

Is ET Leader satisfied?

Yes

Contractor to implement
mitigation

No

Complete Complaints Log

Reply to Complainant or
source of complaint

Record complaint Details in
monthly EM&A Report




