
MERISTEM RESOLUTION FLOWCHART FOR COMPLAINTS 

 

Complaints may be sent to us verbally, by mail 
or our online platforms through the following 
channels – 0800-MERISTEM,  
clientfeedback@meristemng.com or 
www.meritrade.com/guest-feedback.php and 
www.meristemstockbrokers.com/contact   

 

All complaints received through our 
channels will firstly be logged on our CRM 
under client’s portfolio to help us keep 
track. This will be done before Close of 
Business of the day the complaint gets to us 

 

Clients who have made 
complaints would also get 
an automated 
acknowledgment/ticket of 
their complaint.  

 

 

Once logged, the Group 
Customer Service Officer (GCSO) 
is notified of the complaint and 
assesses the situation.  

 

 

 

The MD also assesses the 
complaint to determine 
Resolution Owner” (RO) of 
the case.  

 

 

 

Resolution Owner is informed about the 
complaint and commences immediate 
resolution. The RO carries the GCSO  
along per all the actions taken. 

 

 

 

Steps 1 - 2 to 
be concluded 
within 24 hours 
or less. 

 

 

The Resolution Owner clearly 
identifies the issues and 
criteria for resolution. Severity 
of complaint to be rated here.  

 

Where necessary, RO proceeds 
to identify relevant 
persons/units & communicates 
request for assistance to them. 
To Cc GCSO & MD 

 

RO proceeds to gather 
information as well as 
gather applicable 
standards/policies. 

 

Where any, RO is to also identify 
and state disputed facts, 
inconsistencies, gaps in 
information, systemic and 
human factors. 

 

 

 

Based on data gathered, the RO 
is to make recommendations to 
address all identified gaps, 
whether systemic or human 

 

RO to discuss 
recommendations MD and 
get approval to administer 
same 

 

RO to clearly 
communicate outcome 
to client by mail & log all 
correspondence on CRM. 

 

Steps 3-4 to be concluded within 48 
hours. Where this is 3rd party 
dependent & may require more time, 
client to is to be carried along. 

 

 

 

RO must state actions taken, while GCSO is to evaluate actions and make a final call to 
client to confirm ultimate satisfaction/ assure of impeccable service henceforth. 

 

  
Final Follow-up mail/call is done 
within 24 hours. Case Closed!!! 

 

Step 1     Receive, Register and Acknowledge 
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Step 2        Delegate 

Step 3        Assessment & Investigation 

Step 4        Resolution 

Step 5        Follow-up Actions 

mailto:clientfeedback@meristemng.com
http://www.meritrade.com/guest-feedback.php
http://www.meristemstockbrokers.com/contact


MERISTEM RESOLUTION FLOWCHART FOR COMPLAINTS 

 

KEY NOTES: 

1. Where client is unsatisfied with the resolution proffered, then the case is re-opened and further discussed. All hands WILL be on 

deck to resolve outstanding issue(s) until client is fully satisfied. 

2. Where the issue(s) at hand will require more than 48 hours for resolution, we implore that clients understand this and allow us 

enough time to bring the case to a conclusive end. 

3. We require maximum cooperation from clients to achieve a total resolution of all issues. Where necessary, we will appreciate 

that you provide us with any information that will hasten total resolution. 

Our central aim is to ensure that you do not have reasons to complain about our service renditions to you. However, in the event that 

you do have issues with any of our actions/services, we are more than willing to resolve such issues and get your ultimate satisfaction 

restored.  

We therefore encourage you to get your feedback across to us to help us give you a delightful customer experience while exceeding 

your expectations.  


