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Member Enquiry Process Map  
 

Member Enquiry received by 
CS_Firmstep 

Enquiry sent to responding officer 
[typically TM level] – to be written 

as though from Director of 
Operations 

 

Responding Officer compiles 
responses and sends to Ops Manager 

or Group Head for approval  

Once approved TM or nominated 
officer sends approved responses to 

CS_Firmstep 

CS_Firmstep sends to Director of 
Operations for approval  

If the Enquiry is not for your team 
please let CS_Firmstep know ASAP 

Responding officer has 10 working 
days to complete the responses  

Not approved – sent back to 
responding officer rework then they 

send it back to CS_Firmstep   

Approved CS_Firmstep closes the 
Enquiry  


