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COMPLAINT PROCESS FLOW

Coustomer Complaints Escalation Procedure

Customer contacts Alliance to raise complaint using 
various source of contacts ( walkin, telePHONE, e-mail, 
health authority and Alliance website) 

Complaint will be acknowledged and registered on 
the same day

Complaint officer takes ownership and ivestigate 
complaint with the help of TPA or other units

Write back to the client within 1-2 working days

Satisfied

Option to escalate the complaint to 
Manager

Manager investigates the complaint 
and writes back to the client within 
1- 2 working days

Satisfied
Complaint closed

Option to escalate to 
higher management


