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BUILDING CONSENT AUTHORITY FUNCTION: TECHNICAL 
PROCESS NAME:  COMPLAINTS PROCESS – CONSTRUCTION WORK
PROCESS CHART/PURPOSE: COMPLAINTS INVOLVING WORK UNDER 
CONSTRUCTION OR RECENTLY COMPLETED WORK
KEY PROCESS OWNER: TEAM LEADER BUILDING

Complaint recieved

T-03

Customer enquiry
Other

Does 
complaint affect 

Licensed Building 
Practitioner?

YES

Print details of 
registration off 

and attach to file

Complaint 
assessed by Sr 

Officer or 
appropriate staff

NO

Is site visit 
required?

YES

T-30.2 & 30.3

Inspection -
booking and
carrying out

Inspection 
completed

Is 
complaint 

valid?
NO

YES

Complaints

Customer 
complaints

Record details of 
inquiry. No further 

action required
NO

T-42.1

Go to T42.1

Call centre staff to 
assess and record 

details of 
complaint

Complaint 
assessed by 

Manager 
Customer Support

Advise Team 
Leader Building

what actions 
necessary

Determine in-
house corrective 

actions

KEY Process stage Process external 
to this document

Decision
Process stage 
described in 
narrative

Note: The licensed building practitioners provision 
does not come into effect until 30 November 2009.

Check registration 
details of person 

complained about

Arrange 
inspection
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