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Case Management System (CMS) Workflow

Related

Decline or forward
Request/issue/enquiry to the
relevant department(s).
authorities, etc.

ESGL (PIC) seek an
assistance form the relevant
department before replying
to any of the enquiry.

1. ESGL to Register complaint
using Complaint/Grievance form
2. Select case type which
determine time frame

Acknowledgement
1.ESGL to respond to the

complainant

2.Update WhatsApp Group
(Respond Time)

3.ESGL to escalate the
complaint to the respective
department

4.Monitor case update in Excel
SHEES

5.Monitor case resolution

Case Not
Resolved
Within
Timeline

The respective
department to
provide
clarification

Resolved Within
Timeline

Resolution

1.ESGL to compile the
resolution & to get an
approval from the respective
department
(PM/CM/AM/Engineer)
2.ESGL to contact
complainant and to explain
on the resolution

3.Update WhatsApp Group
(Resolution Time)

Case Closed
1.Update Excel Sheet
2.Case Status-Closed
3.Resolution timeframe
stopped and recorded

Closed Case
Final data base cross check
and verification




