
CSIM COMPLAINTS AND GRIEVANCES PROCEDURE

1. Complaint Received

• Must be written
• Signed
• Specify grounds
• Include evidence
• Show prior steps taken

If NOT Valid If Valid 

3. Process Discontinued /
Request for More Evidence

4. Documentation Validated

• Within 20 working days

Process Closed 

4. Documentation Validated

• Within 20 working days

6. Investigation Report
Completed 

• In 15 working days

7. Complaints Committee Meeting

• Within 20 working days to make decision

8. Results Communicated to
Complainant 

NO 
laint about 

erformance 

Escalate to 
Accreditation Body 

OR 
Proceed to 

Dispute 
Resolution 

10. Dispute Resolution
through Third Party

(Arbitral Body or Court) 

• Costs shared


