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1. Complaint Management Registration  

The Complaint Management module enables members of the public and other stakeholders to 
report food safety concerns through the FCAU IIMS. The system supports complaint registration, 
assignment, investigation, monitoring, resolution, and communication throughout the 
complaint lifecycle. 

 

2. Complaint Submission 

Complaints can be submitted through the public web portal by providing the required complaint 
details and supporting information. 

Depending on the system configuration, complainants may choose to submit complaints 
anonymously. 

To ensure the integrity of submissions and prevent automated or fraudulent entries, CAPTCHA 
validation is performed before a complaint can be submitted. 

Upon successful submission: 

1.​ A unique Complaint Reference Number is generated. 
2.​ The complaint is recorded in the system. 
3.​ The initial complaint status is set to OPEN. 
4.​ A confirmation notification is sent to the complainant containing the complaint 

reference details. 
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Figure 1 Complaint Submission Screen 
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Figure 2 Complaint success interface 
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3. Complaint Registration and Tracking 

Once the complaint is registered, it becomes available for review and processing by authorized 
FCAU personnel. 

The generated Complaint Reference Number can be used to identify and track the complaint 
throughout its lifecycle. 

All complaint information, attachments, and supporting details are securely maintained within 
the system. 

 

Figure 3 FCAU admin dashboard complaint tab 

 

Figure 4 FCAU admin complaint dashboard 
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Figure 5 FCAU admin dashboard complaint grid 

 

Figure 6 FCAU admin dashboard complaint list 
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Figure 7 Complaint overview page 

 

Figure 8 Preview and action 
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Figure 9 Action page for complaint preview 
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Figure 10 Re assign page 

 

Figure 11 all list export option 

 

Figure 12 Excel outcome 

 

11 



User Training Guide V1.2 for Interoperable Risk based Food Safety Inspection  
Information Management System 

 

 
Figure 13 Complaint list page able to add new complaint 

4. Complaint Assignment 

The system automatically identifies the relevant Grama Niladhari (GN) Division and associated 
Medical Officer of Health (MOH) area based on the complaint location. 

An authorized FCAU officer reviews the complaint and assigns it to the appropriate MOH area 
for further action. 

Where required, the MOH may assign the complaint to a Public Health Inspector (PHI) or 
another responsible officer for investigation. 
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MOH side view option 

 

Figure 14 MOH assign complaint list 

 

Figure 15 Compliant overview 
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Figure 16 MOH Action page to assign PHI for complaint  
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Figure 17 PHI re assign option 

PHI side view option 

 

Figure 18 PHI view option for Complaints  
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Figure 19 PHI side overview and visit schedule 
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5. Complaint Prioritization 

Each complaint is assigned a priority level based on the severity of the reported issue and the 
potential public health risk. 

The available priority levels are: 

●​ Low 
●​ Medium 
●​ High 
●​ Critical 

The assigned priority assists officers in determining the urgency and order in which complaints 
should be addressed. 

6. Complaint Investigation 

Following assignment, the responsible officer initiates the investigation process. 

The complaint progresses through the following workflow statuses: 

OPEN → ASSIGNED → IN PROGRESS → RESOLVED → CLOSED 

Additional statuses may be used where appropriate: 

●​ REJECTED – The complaint does not meet validation requirements or falls outside the 
scope of FCAU responsibilities. 

●​ DUPLICATE – The complaint has been identified as a duplicate of an existing complaint 
record. 

All status changes are recorded within the system for monitoring and audit purposes. 

7. Regulatory Investigation Activities 

During the investigation process, the assigned officer may perform one or more regulatory 
activities depending on the nature of the complaint. 

These activities may include: 

●​ Premises inspections and assessments. 
●​ Product sampling. 
●​ Laboratory testing. 
●​ Compliance verification activities. 
●​ Enforcement actions. 
●​ Legal or prosecution-related activities where applicable. 
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Investigation findings, observations, and supporting evidence are recorded within the system. 

 

 

Figure 20 PHI side Complaint list 

 
Figure 21 PHI complaint inspection schedule 
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Figure 22 Location capture GPS 

 

8. Investigation Outcome 

If the Complaint is Resolved 

When the investigation has been completed and the issue has been addressed: 

1.​ Investigation findings are recorded. 
2.​ Actions taken and resolution details are documented. 
3.​ The complaint status is updated to RESOLVED. 
4.​ After all required activities are completed, the complaint status is updated to CLOSED. 
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Figure 23 Action button enable after report generate in the portal and able to Resolve   

 

 

Figure 39 Final resolved option submit 

If Enforcement Action is Required 

Where regulatory violations or legal action are identified: 

1.​ The complaint is escalated through the relevant enforcement or prosecution workflow. 
2.​ Enforcement activities and follow-up actions are tracked within the system. 
3.​ Related inspection, sampling, laboratory, and legal records may be linked to the 

complaint for traceability. 

 

9. Notifications and Communication 

The system provides automated notifications to keep complainants informed throughout the 
complaint lifecycle. 
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Notifications may be issued at the following stages: 

●​ Complaint submission confirmation. 
●​ Complaint reference number generation. 
●​ Complaint assignment. 
●​ Status updates. 
●​ Investigation progress updates, where applicable. 
●​ Final resolution notification. 

The availability of notifications may depend on whether the complainant has provided contact 
information and whether the complaint was submitted anonymously. 

 
Figure 42 Compliant received email for Complainer side 
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Figure 43 Compliant assign to MOH update email for Complainer side  
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Figure 44 Compliant assign to PHI update email for Complainer side 
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10. Record Retention and Audit Trail 

All complaint records, investigation details, supporting documents, evidence, actions taken, and 
status changes are maintained within the system. 

These records support: 

●​ Regulatory monitoring. 
●​ Complaint tracking. 
●​ Management reporting. 
●​ Audit and compliance requirements. 
●​ Historical reference and traceability. 

Authorized users may search, review, and generate reports on complaint activities according to 
their assigned permissions. 

 
Figure 45 Complaint tracking in public UI login  

 
Figure 46 Complaint search option 
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