






Receive 
Complaint

Contact complainant and obtain 
details of complaint (ask complainant 

if they are prepared to attend 
interview / swear / stat. dec. if 

required)

Contact member, put 
allegations & request response 
(ask for CCTV to be retained)

Contact DOI & request infringement 
notice stayed for 1 month

Receive & assess member 
response

Notify 
Complainant

If response satisfactory to 
complainant / reasonable to 

PTO

If response not satisfactory to 
complainant and/or  PTO (if 
contrary version of events)

Close case, notify member & 
include details in quarterly  

report to O.V

Request Onelink to check for faults 
reports (if not done already)

If Onelink check 
confirms fault

If Onelink check does 
not confirm fault

Request operator to 
have infringement 
notice withdrawn

If infringement notice 
withdrawn & complainant 

satisfied

If infringement notice not 
withdrwn & complainant not 

satisfied

Close case, notify member & 
include details in quarterly  

report to O.V

Ask complainant to attend interview if unwilling / 
unable request stat. dec.

Provide operator with copy of interview / 
stat. dec. and request:

1. Opportunity to interview AO / RPO
2. Copy of AO’s / RPO’s notes (including 
supervisors notes)
3. Copy of RONC / Report
4. Copy of ticket

If Member refuses 
to co-operate , 

enlist assistance 
from O.V

Assess materials when received

No further investigation Recommend resolution 
to member

Close case, notify member & 
include details in quarterly 

report to O.V

If Accepted If Not Accepted

Close case, notify member & 
include details in quarterly  

report to O.V

Escalate case to Dispute & 
warn of possibility of binding 

decision

Systemics
Identification

Notification

MemberO.V

Own motion Remedy / Not 
Remedy
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