Complaint Procedures
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Complaint Received This procedure is used for ALL
Mail - email - phone - in person complaints, including Title VI
¢ and ADA complaints.

Log the Complaint

Enter in complaint log with date received

. A
Valid S_ubmssmn. Attempt to Get Contact Info
Complainant name and '—a

contset info provided If unable, note it in the log

o

Send Written Acknowledgment
Within 10 business days

Interview Complainant
Request needed info — 15 business
days to respond or may be closed

Interview Employees & Witnesses
Review trip records and other evidence

Is the Complaint Valid?

Determination within m

60 days of receipt

YES

Propose & Implement Resolution Advise Complainant in Writing

Corrective action, training, Letter of finding or closure letter;
or discipline right to file with NCDOT or FTA

Close and File .

Update log - retain records

KEY TIMELINES

180 days 10 business days 15 business days 60 days

to file a complaint to acknowledge for complainant reply to reach a determination

Sunway Charters Complaint Procedures | Rev. 09/2026



