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Responsibility Matrix RM-02 for Complaints Handling Process

This responsibility matrix defines the roles responsible for the complaints handling process and summarizes the process.

	
	Top Management Team
	Complaints Handling Management Representative
	Managers in the Complaints Handling process
	Personnel in contact with customers & complainants

	1. Complaints Handling framework 
	
	
	
	

	1.1 Establishment of the complaints handling policy 
	E
	I
	
	

	1.2 Establishment of the complaints handling objectives and procedures 
	E
	I
	I
	

	1.3 Appointment of the complaints handling management representative 
	I
	
	
	

	2. The complaints-handling process 
	
	
	
	

	2.1 Planning and designing 
	E, I
	I
	I
	

	2.2 Implementation and maintenance 
	E
	E, I
	I
	I

	2.3 Reporting 
	E
	E, I 
	I
	I

	2.4 Management of complaints handling records 
	E
	E, I 
	I
	I

	2.5 Communication of information 
	E
	E, I
	I
	I

	2.6 Promotion of awareness 
	E
	E, I
	I
	

	3. Resource management
	
	
	
	

	3.1 Identification of needed resources 
	E
	I
	I
	

	2.6 Allocation of resources 
	E, I
	
	
	

	3.2 Training on complaints handling 
	E, R 
	E, R 
	R
	R

	4. Measurement, analysis and continuous improvement 
	
	
	
	

	4.1 Monitoring and surveys 
	
	E
	I
	P

	4.2 Auditing 
	E
	S
	S
	S

	4.3 Management review 
	I
	I, S
	S
	S

	4.4 Improvement projects
	E
	E, I
	I
	I


Legend

	E – ensure, control

I – implement, put into effect
	P – promote and actively support 

S – supply with information & data
	R – receive




