
 

NO 

YES 

NO 

YES 

Mediation provided 

at JPKE office 

between the 

complainant and 

the opposite party 

Complaint received through 

telephone/email/direct to 

JPKE office 

Complaint recorded in a 

complaint form 

Is it under the jurisdiction of 

CPFTO, 2011? 

Preliminary investigation 

Consultation and negotiation 

with the opposite party on 

behalf of the complainant 

Is it successful? 

Case resolved 

Small Claims 

Tribunal/ 

Court 

Complaint 

forwarded to the 

relevant agencies 

and the 

complainant will 

be informed 

 

Evaluation report on 

complaint received 

Complaint recorded into a 

logbook and computer 

NO 

YES 
Is it successful? 

TPOR: 

 Complainant will be acknowledged with 

regards to the complaint lodged within a 

period of five (5) working days 

 Duration for a complaint to be resolved will 

depend on the nature of the contents of the 

complaint lodged 


