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Resolve Customer Disputes
Version 01: Developed 03 December 2024

1
Lodge Complaint

5
Evaluate Complaint

Via TRIM email

9
Resolve Complaint

17
Provide Feedback to 

TOC on IM’s 
Complaint 
Resolution

Receive feedback on 
IM’s complaint resolution

Is TOC satisfied 
with IM’s 
complaint 

resolution? 

20
Lodge dispute to 
Rail Regulator

No

Escalate 
Non-resolved

Dispute

19
Provide dispute 

resolution decision 
feedback to TOC

Yes

8
Review and 

recommend the 
validity of the 

complaint

Assess Dispute

Dispute report

Customers may lodge any complaints arising after contracting 
with the IM on various issues beyond slot application dispute or 
excluding slot application-related complaints. For such 
complaints, please follow the Resolve Applicants Dispute Process

Compliant 
deemed valid?

18
Lodge a dispute 
with the Group 

Chief Operations 
Officer/GCE 

21
Provide dispute 

resolution decision 
feedback to IM and 

Customer

Assess Dispute

Group’s Dispute
Resolution Decision

Is TOC satisfied 
with Group’s 

complaint 
resolution? 

Yes

No

Complaint Reference 
Number and Open 
Complaints Report

15
Evaluate and 

investigate the 
complaint 

16
Provide dispute 

resolution decision 
feedback to TOC

Yes

Receive Feedback on
Complaint Resolution

Accept IM 
Feedback?

Yes

14
Lodge a dispute 
with the TRIM 

CEO

No

BS: Categorize dispute according to the 
customer complaints categories on the 

Standard Operating Procedure 

Provide Feedback 
on Complaint Resolution

PROCESS SIGN-OFF – TFR Confidential

IMPORTANT NOTICE: This Process Sign-Off Block contains personal information as defined in the Protection of Personal Information Act , 2013 (POPIA). By Completing and Signing this Form, 
you consent to the processing of your personal information in accordance with the requirements of POPIA . Consent cannot be unreasonably be withheld. The purpose of collecting your 
personal information contained here is to record proper process authorisation and sign-off – to ensure that all  published TFR processes are properly approved.

APPROVAL SIGNATURES

Role

BPM Quality Assurer

Process Owner

Process Compiler

Printed Name

Version

Process Name

Department GM 

Department Signature Date

Server Address: \\A0044060\Process_Management\ODP\Process_Re-Engineering\Process_Repository_v1.11

6
Escalate the 

Complaint to the 
relevant department 

SMEs based on 
Catergory 

7
Evaluate Complaint

13

Provide Feedback 

to customer on 

Complaints  

resolution  

2
Log complaint 
on relevant 

system

3
Acknowledge 

Receipt of 
complaint to 

customer

Applicant 
Contracting

 The IM may suggest alternative solutions 
to resolve complaints 

 These suggestions aim to find a mutually 
agreeable solution for both parties 
involved. 

Receive notification 
of dispute

4
Receive Complaint
 acknowledgement 

and Reference 
number

10
 Escalate Complaint 
to the Head and GM 

of Department

No

11
Evaluate and 

investigate the 
complaint 

12
Provide dispute 

resolution decision 
feedback to TOC

22
Regulator Dispute 

resolution feedback 
provided to 
Customer

SAP CRM

Receive Regulator 
dispute resolution

Include the criteria for 
assessing the validity of 

complaint

The Regulator’s decision is final and binding on 
all parties, unless the IM can compellingly 
argue that its proposed solution(s) are overall 
more optimal for maximizing capacity 

utilization

The Regulator’s decision is final 

and binding on all parties
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