
Appendix 10.1 COMPLAINT HANDLING PROCEDURE

Complaint Received from 

public/ EPD/ other parties

ER/ET/Contractor to obtain 

details of the complaint

ER/Contractor to register in the 

Complaint Log to be kept on-site

ER/ET/Contractor to conduct 

complaint investigation

Is the project the source of the problem?

Are additional

mitigation measures required?

ER/ET to Advise the Contractor 

the mitigation measures

Contractor to implement mitigation measures

ER/ET to review the implemented 

mitigation measure and update 

situation, until the complaint resolved

ET to complete the complaint report 

and the close Complaint

ET to record complaints in 

Monthly EM&A Report
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