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1. Introduction to Complaints Management 0:00
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e Overview of the video purpose:
o Learn how to raise complaints via the GR Portal support page.
o Track progress of complaints.
o Review feedback on complaints.

2. Accessing the GMS Portal 0:34
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e Navigate to the GR Portal.
e Select 'More' and then 'Support' to access the Help and Support page.

3. Creating a Complaint Case 0:48
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On the Help and Support page, select 'Case Type' as 'Complaint'.
e Click on the button to create a new complaint case.
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4. Viewing Existing Support Cases 1:02
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e Existing support cases are displayed in a table.
e Differentiate case types using the 'Type' field.

5. Understanding Record Types 1:16
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e Two record types related to complaints:
o 'Complaint' for raised complaints.
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o 'Message Escalation' for chat messages escalated to cases.

6. Tracking Case Status 1:29

Birmingham City Consoritum LG-9876

Batchs

Select a case type
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No Record Selected
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View the status of all cases at a glance.

Example: Status 'escalated' indicates the case is under investigation by a Scheme
lead.

7. Types of Escalations 2:28
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Two types of escalations:

o From PSO to DESNZ (status 'escalated'’).
o From chat message to formal complaint case (not necessarily escalated to

DESNZ).
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Example of an email received when a complaint case is closed:
o Notification states the complaint has been updated.
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o Instructions to log in to the portal for updates.

9. Summary of Key Points 3:59
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e Reviewed how to:
o Raise complaints in the GR Portal.
o Track progress of existing complaints.
o Review feedback from internal users.
e Discussed email notifications for closed complaints.
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