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COMPLAINTS PROCESS FOR THE BUILT ENVIRONMENT 

 

The Council for the Built Environment (CBE) is a Schedule 3A Public Entity under the Department 

of Public Works and Infrastructure, established for the purpose of regulating the Built Environment 

sector and exercising oversight on the Councils for the Built Environment Professions (CBEP)1.  

The CBE has a Complaints Management Process (or commonly an Appeals Process) to handle 

complaints in order to improve its service and ensure customer satisfaction. Section 21 of the 

Council for the Built Environment Act mandates the CBE to perform this function in order to protect 

the interest of the public in all matters related to the Built Environment. 

Complaints (or commonly appeals) submitted to CBE may fall into any of these three types:  

1. Any member of the public whose interests and rights are affected by the decision made by 

any of CBEP 

2. A person whose registration has been declined, cancelled or not renewed by the CBEP  

3. A registered person, found guilty of improper conduct by a CBEP, who is aggrieved by this 

decision 

Figure 1 below illustrates the types of complaints. 

 

The CBE must, upon receiving a complaint (or appeal), appoint an Appeal Committee to conduct 

and complete the hearing within sixty days from the date it was lodged.  Figure 2, which outlines 

the CBE’s Complaint Process, seeks to: 

• Ensure that you understand the CBE’s complaint processes and time frames 

• Ensure an effective, fair and speedy resolution of all complaints, and that they are properly 

administered and controlled 

• Ensure that the CBE complies with applicable legislation in addressing the complaint 

The CBE encourages open and honest communication in taking steps to improve the customer 

experience of the Complaints Process.  Using this process helps in maintaining high standards of 

integrity, professionalism and ethical behaviour in dealings with all parties involved in the 

complaint. In the event of a complaint, you may easily download the Appeal Form on the CBE 

website: www.cbe.org.za or contact meltonia@cbe.org.za.   

 
1 The six Councils for the Built Environment Professions are: Architecture, Landscape Architecture, 
Engineering, Property Valuers, Construction Management Professions, Quantity Surveying. 

http://www.cbe.org.za/
mailto:meltonia@cbe.org.za
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Complaint Scenario 1 
 

 

 

Complaint Scenario 2 
 

 

 

Complaint Scenario 3 
 

 
 

Figure 1: Types of Complaints 

 

Once the CBE receives the Appeal, the following process is put into motion: 

 

 

 

Any person aggrieved by the decision 

of a Council for the Built Environment 

(CBEP) 

Request Reasons 
Lodge an appeal with the CBE 

Professional Registration 

declined / cancelled / not 

renewed 

1. Follow CBEP Grievance 

Procedure  

2. Appeal to the Council of the 

CBEP 

Aggrieved by 

the outcome 
Appeal to the CBE 

Allegation of 

improper 

conduct 

Investigation 

by the CBEP 

Hearing by disciplinary 

tribunal of the CBEP 

Appeal against the 

outcome of the hearing to 

the Council of the CBEP 

Aggrieved by 

the decision 

Appeal to 

the CBE 
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Figure 2: The Complaints Process 

Appeal Committee to furnish decision 

to the Legal officer before the lapsing 

of the prescribed period of 60 days.   

Legal Officer to issue the final order to 

the appeal parties. 

 

If either party is not satisfied 

with the decision, they may 

apply for review in the High 

Court. 

 

Record keeping  

Respondent/s to file 

Notice to Oppose 

within ten days on 

receipt of Notice of 

Appeal. 

Within two days of receipt 

of the notice of appeal the 

Legal Officer must do the 

evaluation of the validity 

of the appeal. 

Appeal hearing  

• Appeal pack must be issued to all parties 
including the appeal committee. 

• The appeal hearing must be recorded. 

• Legal Officer must be present at the 
hearing to ensure fair proceedings. 

Legal Officer to monitor 

adherence to the order of the 

Appeal outcome and report to 

Council Sub Committee 

(FHLC) and Council. 

Parties to submit Heads of Argument.        

The Appellant may furnish brief Heads of Argument to 

the CBE and the Respondents simultaneously, not 

later than ten days and the Respondent must do the 

same not later than five days before date of the 

hearing. 

Legal office to furnish the appeal committee with the 

heads of argument from both parties. 

Receive Notice of Appeal 

Within five working days after the 

evaluation of the validity of the appeal 

the Legal Officer must acknowledge 

receipt of the notice of appeal then 

serve the notice of appeal to the 

Respondent/s. 

Within ten days of receipt of the 

Notice to oppose, Legal officer must 

compile an appeal record and 

appoint appeal committee members 

to service on the appeal hearing.  

The Legal office must- 

- Issue the Notice of Set Down. Notice of set down 
must be served to all parties 15 days before the 
hearing. 

- Prepare index and paginate appeal pack five 
days before the hearing.  

- Arrange travel and accommodation for the 
appeal committee seven days before the appeal 
hearing. 

- Council approves the standard appeal committee 
(Chairperson and Generalist) for a year and they are 
appointed on a rotation basis. 

- The Legal Officer to source an expert of the appeal 
through relevant voluntary association. 

- The Legal Officer must draft a recommendation to the 
COO and for approval by the CEO. 

- The Legal office to draft appointment letter of the 
expert after the recommendation has been approved by 
the CEO. The appointment letter must be signed by the 
CEO. 

 

After the evaluation if the 

determination is that no valid 

appeal or council decision the 

process ends. 


