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1. Purpose

The purpose of this procedure is to define the requirements for receiving, tracking, investigating, responding to, resolving, and closing complaints about any aspect of product, service, or personnel of [Company Name]. 

2. Scope
This procedure applies to all departments, functions, levels and personnel who have contact with complainants and/or complaints within [Company Name]. 

3. Reference documents

The following referenced documents are indispensable for the application of this document: 

ISO 9000:2008, Quality management systems — Fundamentals and vocabulary

ISO 10002:2004, Quality management — Customer satisfaction — Guidelines for complaints handling in organizations

Procedure CH-05, Complaints Handling Records 

Responsibility Matrix RM-01, Complaints Handling 
{NOTE: Number complaints handling procedures according to requirements of your Document Control system. 

NOTE: References to the following QMS procedures are applicable here: Internal Communication, Corrective & Preventive System, and Data Analysis. Here you should also make references to any other applicable internal or/and external documents}

4. Terms and definitions

For the purposes of this document, the terms and definitions given in ISO 9000:2008 and ISO 10002:2004 apply.

{NOTE In addition to or substitution for the references to the ISO 9000:2000 and ISO 10002:2004 you may make here references to any applicable documents that give terms and definitions. You may also list below some terms and definitions from referenced documents or in addition to them.}

5. General

[Company Name] encourages customers’ feedback including complaints and regards it as an important part of the continuous improvement of the quality of [Company Name]’s products, services and processes. 
Information on making complaints (see Appendix A) is placed on the product’s packaging, on printed informational and supporting materials, and on the company’s website. Complaints handling flowcharts (see Appendix B) are developed with the intent to inform complainants of what and when they can expect in response to their complaints, and to give them a concise picture of the complaints handling process. The flowcharts are available on the web, in Customer Service Centers, and are mailed to complainants upon their requests. {NOTE: Here you should describe your methods of disseminating information regarding the making and resolving of complaints to your customers and other interested parties}. [Company Name] recognizes that complainants are not required to know or follow this procedure and are always free to take independent action to enforce their rights. Information on making and resolving complaints is available in both normal and alternative formats (large print, Braille, and audiotape) so that all complainants, even those with disabilities and special needs, are not disadvantaged. 

Responsibilities and authorities with respect to complaints handling are defined per Responsibility Matrix RM-01, Complaints Handling and communicated within [Company Name] per [Procedure Name] {a reference to Internal Communication procedure is applicable here}.
6. Receipt and registration of complaint 

A complaint can be made orally (in person or by telephone) or lodged as a written complaint (letter, facsimile, email, or on-line via [Company Name]’s web-site). [Company Name] encourages customers to lodge complaints on-line with the use of a Form for Complainant (see Appendix C) that facilitates a speedier resolution. 
The member of staff who receives an oral complaint should complete the Form for Complainant (see Appendix C), ensuring that all necessary information is included. In cases when the situation is particularly complex, the member of staff may ask the complainant to put his/her complaint in writing. Occasionally, a member of the staff may have to deal with embarrassed, angry, or resentful complainants. Whatever the situation, the member of staff should remain calm when dealing with customers, treat them with courtesy and respect, and avoid fear and defensiveness.

A written complaint may be submitted either via the Form for Complainant (when it is made on-line) or without (most letters, facsimiles, and emails). When the complainant hasn’t used the Form for Complainant, a member of staff receiving the written complaint should complete the Form for Complainant on his/her own and ensure that the primary information required for handling the complaint is included.  {NOTE: Completing the Form for Complainant is advisable because from some written complaints it may be difficult to extract the primary information. Alternatively, instead of having the staff member fill in the form, it may be practical to underline or highlight the primary information.} The member of the staff should call or write to the complainant for any needed clarification or if some information is missing. 

The member of staff receiving the complaint must sign and date the Form for Complainant and attach the written complaint to this form in the event that the complaint was submitted in writing. The complaint should be logged into the Complaint Receipt Recording Log (see Appendix D). Thereafter, the complaint is identified and referred to by its log entries, such as date of receiving and log entry number. 
All complaints should be recorded, even those which seem insignificant, were resolved upon receipt, or which arose from a complainant’s mistake or misunderstanding. Complaints of such kind serve as a good source of information for continuous improvement for they indicate insufficient information, complicated language, or some other kind of hidden problem.

Forms for Complainant and complaints are controlled per Complaints Handling Records CH-05 procedure. 

7. Acknowledgement and initial assessment of complaint  

The member of staff receiving a complaint must send an acknowledgement of receipt in writing, preferably via e-mail on the same day. When the e-mail address of the complainant is not available, the acknowledgement may be sent by letter, facsimile, or by telephone. An acknowledgement letter must include an estimate of when the complainant can expect the matter to be resolved and a reference to a procedure on resolving complaints, with an indication of location where such procedure is publicly available (see Clause 5). Acknowledgements of receipt are controlled per Complaints Handling Records CH-05 procedure. 
Upon receiving a complaint the member of staff must perform the initial assessment of the complaint on the following criteria: 

a) Complexity. Two factors must be considered when evaluating complexity. The first factor is whether the complaint can be resolved immediately upon receipt. An immediate resolution refers to a situation where a complainant is completely satisfied with an apology and/or the proposed remedy at the time of his/her first contact with the complaint. The second factor is whether a follow-up investigation is needed. An investigation may not be needed when the cause of a complaint is obvious. When an investigation is not needed and the complaint can be closed upon receipt, the completed, Form for Complainant, together with the written complaint attached (if  any) should be stored for future analysis per Complaints Handling Records CH-05 procedure. Otherwise, clause 8 of this procedure must be applied for investigation and/or resolution. 

b) Severity and Impact. This criterion involves an evaluation of the degree of significance that was raised in the complaint and an estimation of its possible impact.  Complaints connected with health and safety issues, great loss or damage, pollution of the environment, public relation issues, and negative impact on [Company Name]’ reputation {NOTE; You may enlarge or restrict this list considering specific of your organization} should be given with a top priority status and marked per Complaints Handling Records CH-05 procedure. [Representative of Top Management Team] should be immediately notified if a top priority complaint has occurred. Upon the discretion of the Top Management Team, a special committee can be established to investigate and resolve the top priority complaint to ensure minimal negative impact on the complainant, [Company Name]’ business, and other parties involved.  
c) Urgency. The aim of this assessment is to identify complaints that should be handled without delay. Urgent status should be given to: top priority complaints, complaints that are connected with continuing damage or some other incessant problem and complaints where actions/decisions are needed to prevent the occurrence of another problem. Urgent complaints are marked per Complaints Handling Records CH-04 procedure. All personnel involved in handling of complaints must be instructed that no delays are to be tolerated regarding actions and decisions with urgent complaints.

Details of complaint assessment are recorded in the Complaint Follow-up Form (see Annex E) that is controlled per Complaints Handling Records CH-04 procedure. 

8. Investigation, resolution and closing of complain
Where the results of initial assessment indicate the necessity of investigation and resolution (see Clause 7, a criteria of Complexity), the completed Form for Complainant with Complaint Follow-up Form is forwarded to [Managerial Position] who is responsible for the handling of complaints. The [Managerial Position] must identify a person (or a section) that will be resolving the complaint and investigate its root causes, and send him/her the Form for Complainant along with Complaint Follow-up Form. The [Managerial Position] must keep a record of the progress of the investigation and the resolution of the complaint.  The [Managerial Position] can investigate and resolve the complaint on his/her own where it is reasonable. {NOTE: The member of staff who receives, resolves, and investigates the root causes may be the same person if the organization is small. Medium and large organizations will find it appropriate to assign different employees to perform each of these tasks}

Urgent complaints must be investigated as soon as possible, with a resolution given within two working days.  Other complaints will be investigated and issued with a resolution within five working days. If the target of working days cannot be met, the complainant receives an interim response conveying the reasons of delay and new expected date of resolution.

As soon as the matter has been investigated and the remedy  identified, the complainant must be issued a full response, which includes:  

· date of receiving and log number of the complaint;
· [Company Name]’s conclusion about the complaint; 

· an apology and an explanation of what went wrong if [Company Name] accepts the fault;

· proposed remedy for resolution if a complaint is justified;  

· reasons for all of actions and decisions; 
· the name, telephone number, and e-mail of the person dealing with the complaint. 
When the complainant has accepted the proposed remedy, actions to resolve the complaint should be taken, recorded, and communicated to the complainant and to the personnel involved, after which the complaint is closed. 

The complaint remains open if the complainant does not accept the proposed remedy. This fact should be recorded and the person resolving the complaint should inform the complainant of alternative methods of internal and external recourse available, and should continue attempts to resolve the complaint. When all reasonable internal and external options of recourse are exhausted and the complainant is not satisfied yet, this fact should be recorded and [Managerial Position] should arrange a meeting where both parties will be able to put forward their argument and find possible avenues to resolve the complaint.  If the complaint cannot be resolved to satisfaction of the complainant in this manner, it escalates further as is shown on escalation flowchart (see Appendix G).  This fact should be recorded in the Complaint Follow-up Form, and communicated to both the complainant and the personnel involved.   

If complainant is dissatisfied with any aspect of handling of his/her complaint, the [Managerial Position] may arrange a separate review of the complaint. 

Tracking of complaint, both accepted and rejected decisions, and taken actions are recorded in the Complaint Follow-up Form that is controlled per Complaints Handling Records CH-04 procedure. 

9. Corrective and preventive actions 

As a result of the investigation of the complaint, corrective and preventive actions should be taken in order to eliminate its causes and prevent occurrence in the future. Determination of needed corrective and/or preventive actions is at the discretion of [Managerial Position], and is based on the seriousness, frequency of occurrence, and severity of the complaint.  Corrective and/or preventive actions are documented for future reference and are implemented to a degree appropriate to the magnitude of problems and commensurate with the risks encountered. 

{NOTE: Use following paragraph if your company maintains Corrective & Preventive System procedure and delete it if it does not}

Implementation, recording, and evaluation the effectiveness of corrective & preventive actions is done per [Procedure Name] {a reference to the Corrective & Preventive System procedure is applicable here}. 
{NOTE Use following paragraph if your company does not maintain a Corrective & Preventive System procedure and delete it if it does}

Individuals who investigate root causes of a complaint (see Clause 8) bring about the suggestions for corrective & preventive actions, which are agreed to by [Managerial Position]. A time frame for the corrective and preventive actions to be completed is agreed based on complicity of planned actions and other factors involved. Details of a complaint requiring corrective and preventative actions, identified causes, actions to be taken, and results of effectiveness review are recorded on the Corrective and Preventive Action Report (see Appendix F). [Managerial Position] conducts follow-up of corrective and preventive actions taken and close off the completed Corrective and Preventive Action Report. [Managerial Position] ensures that all necessary changes resulting from the corrective and preventive action are implemented and recorded prior to closing the complaint. 

Results of corrective and preventive actions are discussed at the weekly management meetings. The Corrective and Preventive Action Report is controlled per [Procedures Names] {a reference to Records Control procedure is applicable here}. 

10.  Analysis of complaints 

Complaints are classified and then analyzed to identify systematic, recurring and single incident problems and trends, and to eliminate the underlying causes of complaints.

{NOTE Use following paragraph if your company maintains a Data Analysis Procedure XE "Data Analysis Procedure"  and delete it if it does not}

Complaints are classified and analyzed per [Procedure Name] {a reference to Data Analysis procedure is applicable here}. 

{NOTE Use following paragraph if your company does not maintain a Data Analysis Procedure XE "Data Analysis Procedure"  and delete it if it does}

[Managerial Position] or his/her designee classifies and then analyzes all complaints on a quarterly {monthly, annual, etc.} basis. [Managerial Position] is responsible for the preparation and contents of the Complaint Analysis Report, which should provide a complete, accurate, concise, and clear record of the analysis, and should include the following:

a) date and signature of issuing authority;
b) indication of the period of time that was covered by analysis;

c) percentage of complaints investigated and responded to within the specified time;

d) percentage of top priority complaints;

e) percentage of complaints resolved to the satisfaction of complainants;

f) percentage of systematic/recurring complaints;

g) description of systematic/recurring complaints and their root causes;

h) identified trends;

i) recommendations for improvements.

Complaint Analysis Report is controlled per [Procedures Names] {a reference to Records Control procedure is applicable here}. 
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Appendix A
Publicly available Information on making complaints 
Dear customers! 

We appreciate your feedback! Please, contact us by any of the following means:

E-mail [email address]
Web [web link]
Toll-free Customer Service Phone [phone number]
Fax [fax number]
Letter  [writing address]

If your feedback includes a complaint, please lodge it using our online form for complainant [web link] or phone us.

On our website [web link] you may find, in concise flowchart format, our procedure for resolving complaints and an escalation flowchart, so that you may know what and when you can expect to hear from us in response to your complaint and what to do if your complaint isn’t resolved to your satisfaction.  

Both contact information and the procedure for resolving complaints are available in alternative formats, such as large print, Braille, and audiotape upon request.

Appendix B
Publicly available complaints handling flowcharts

 B1. Receipt and initial assessment of complaint  
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 B2. Investigation and resolution of complaint  
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Appendix C
 Form for Complainant 

{NOTE Left blank intentionally. An example of a complaint follow-up form can be taken from ISO 10002:2004, Appendix B}

Appendix D
 Complaint Receipt Recording Log 

	Details of complaint receipt 

	Date of complaint
	Log number
	Name of recipient
	Receipt acknowledged (Yes/No)



	Details of initial assessment

	Resolved upon receipt (Yes/No)
	Severity/Impact (Great/Moderate/None)
	Urgent

(Yes/No)


	Special notes

	Details of further submission 

	Forwarded to: 

Full name, Title                                    Department                                               Date 

Full name, Title                                    Department                                               Date




Appendix E
Complaint Follow-up Form 

{NOTE Left blank intentionally. An example of a complaint follow-up form can be taken from ISO 10002:2004, Appendix D}

Appendix F
Corrective & Preventive Action Report Form

	Corrective & Preventive Action Report 

	CPAR No.

_______
	Date:

___/___/___
	Department/process:

________________________
	Initiator (name, title):

_________________________

	Details of nonconformity (complaint):



	Root causes:

Root causes investigated by:________________________      Date:___/___/___

Verified by: ____________________________________         Date:___/___/___                                                                                         

	Recommended Actions:

Approved by: ____________________________________      Date:___/___/___                                                                                         

	Action Taken:

Taken by:________________________                               Date:___/___/___     

	Follow up comments:

Written by:________________________________                     Date:___/___/___     


Appendix G
Publicly available Escalation Flowchart

{NOTE Left blank intentionally. An example of a complaint follow-up form can be taken from ISO 10002:2004, Appendix F}
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