Complaint resolution process

Complainant contacts EWOQ

Refer_com_plgint_ to Is the complaint within
appropriate jurisdiction EWOQ'’s jurisdiction?
for action

Complainant is referred Has the complainant
back to their energy or contacted the energy or water
water company company to resolve the matter?

Complainant is offered
Referral to Higher Level (RHL)
process or an official
EWOQ investigation

Investigation process

s

energy+water
ombudsman

QUEENSLAND

RHL process

Complaint is resolved through Complainant’s details

negotiation, mediation or
concilliation

Does the complainant want
the complaint referred frivolous, vexatious or

to the Energy and Water

forwarded to energy
company

Is the complaint

unjustified

Ombudsman
NO\L

Complaint is
referred to the
Energy and Water

Ombudsman for
determination and
final order

lYES

Complainant is
provided with

a statement of
reasons

> Complaint closed ¢



