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Complaint System Process
1. Complaint Submission

Day

Complainant submits Complaint Initiation Form to Arkley (and
1 includes all supporting documentation).

2. Initial Review of Complaints

Within Arkley will review the complaint and determine whether the complaint is in-
scope or not-in-scope:

20

business days of Arkley will notify the complainant that  Arkley will notify the complainant that
receipt of complaint  their complaint is in scope and that a  their complaint is not-in-scope, a
substantive review of the complaint substantive review will not be
(Business Day: 20) will be conducted. conducted, and the complaint file will
be closed. The decision is final.

Arkley will conduct a substantive review of the in-scope complaint,
including any and all supporting documentation provided by the
complainant.

Within Upon completion, Arkley will determine whether the complaint can
o or cannot be substantiated:

g x If complaint cannot be

business days of substantiated...
receipt of complaint ~ Arkley will: Arkley will notify the complainant that
after a substantive review, the
(Business Day: 90) « determine the number of Breach complaint cannot be substantiated,
Points; and and the complaint file will be closed.

« notify the ACT of the complaint The decision is final.
and decision via Decision Letter

by email.
Within
The ACT may request a reconsideration of Arkley's decision by submitting a
3 o Request for Reconsideration Letter via email.

business days of

Decision Letter to ACT The ACT will be required to provide documentation to support the new facts

or evidence that may alter the decision.

(Business Day: 120)

Arkley will notify the ACT to advise:

Within
3 O « whether the ACT's request for reconsideration is accepted rejected;
and
. « whether the Breach Points/consequence in the original decision
business days of remains in effect or is reduced.

receipt of Request for
Reconsideration Letter

Arkley will notify the complainant about the final decision wi

in 2 business
(Business Day: 150) days of notifying the ACT.




