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Important!  all notes written in green are for your reference only and should be deleted or replaced before use of this procedure 
1. Purpose

The purpose of this procedure is to define the method for identifying, gathering, classifying, maintaining, storing, preserving and disposing of records related to complaints handling regardless of the media in which the information was created. This procedure also defines the methods of ensuring the confidentiality of complainants and the protection of personally identifiable information regarding the complainant.

2. Scope

This procedure applies to all records that relate to complaints handling and pertains to all personnel whose work involves taking actions on such records. 

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-03, Complaints Handling

{NOTE: References to the following procedures are applicable here: Personnel Training, Records Control. Here you 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 9000:2000 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

Creation or receipt of records related to complaints handling may be by or on behalf of [Company Name]. Records related to complaints handling include records of complaints and records of complaints handling:

Records of complaints include any expression of dissatisfaction made to [Company Name] where a response or resolution is explicitly or implicitly expected.   

Records of complaints handling include written evidences of actions and decisions with respect to receiving, tracking, investigating, responding to, resolving, and closing of the complaint.

Records of trainings, planning, resource management, audits, surveys, management reviews, data analysis, corrective and preventive actions, and improvements in relation to the complaints handling process are controlled per [Procedures Names] {a reference to Records Control procedure is applicable here}. These records may be presented as a part of more general records, where a typical example would be an overall quality management system audit report that includes records of the complaints handling process audit.  {NOTE: Statements of this paragraph should be customized depending on the size and specific of your organization. For example, a small organization that only occasionally receives complaints may not need an audit and management review of the complaints handling process}. 
6. Identification of records

Each record has a unique identifier, which enables personnel to retrieve, classify, and analyze it. Attention should be paid to the preservation of this identifier while the record is transferred from one medium to another and from one context to another through copying, imaging, or digital transfer. 

[Company Name] identifies records related to complaints handling by the following ways:

The record of complaint is identified by its log entries, such as:

· date of receiving the complaint, and

· the complaint’s entry number. 

The record of complaints handling is identified by:

· a code, number, or title of a record’s form, and; 

· date of fulfillment, and;

· a reference number to details of the complaint. 

7. Confidentiality and status of records

Records that include personally identifiable information concerning the complainant are stamped For Internal use only in red ink unless the complainant expressly consents to its disclosure. Access to such records is restricted {NOTE: A description as to how access to the record will be restricted should be written here.  An example would be using a password for records on electronic media or locked cabinets for paper-based records where it is reasonable and practical} 

Complaints connected with health and safety issues, great loss or damage, pollution of the environment, or public relation issues that may have negative impact on the complainant, [Company Name]’ business and reputation {NOTE You may enlarge or restrict this list taking into consideration specific of your organization} as well as all records related to handling of such complaints should be stamped Top priority in red ink. 
Complaints that permit no delay in resolution and all records related to handling of such complaints are stamped urgent in red ink.   
{NOTE Here you should add a paragraph with a description of a method to identify the  confidentiality and status of such records on electronics media, which in many respects will depend on the software you use for record control}.

Individuals writing or receiving a record must make decisions regarding confidentiality and status of each record and stamp it accordingly. [Managerial Position] controls access to confidential records, ensures protection of personally identifiable information concerning the complainant from disclosure, and ensures that top priority and urgent complaints are addressed per the Complaints Handling CH-03 procedure.

8. Gathering and classifying of records

Individuals creating, processing, and/or receiving a record are responsible for accurately following the management practices described in this procedure.  

Individuals making final decisions on a complaint are responsible for gathering all records related to handling of the complaint, and filing them all together along with the complaint.  

Names of electronic or paper file folders are designed to facilitate their retrieval, analysis and disposal, and should be presented in the following format:

Сomplaint<TP>_YY1MM1_Code_YY2MM2_ Entry Number

where: - Сomplaint is a word which indicates that this file contains a complaint together with records related to the handling of this complaint;

- <TP> is an index which appears only when file contains a complaint with Top priority status. Due to this information, top priority files with longer retention time are separated from other files with shorter retention time;

- YY1MM1 is a reference to a date when the complaint was closed. This information facilitates disposal of this file after a retention time is expired;

- Code is a code that indicates the main reason for complaint (see Appendix A). This information facilitates information selection for future analysis needs;  

- YY2MM2 is a reference to a date when the complaint was received. This information facilitates rapid information retrieval;

- Entry Number is a complaint’s log entry number. This information facilitates  rapid information retrieval. 

{NOTE: Names of file folders in your company will depend on the software used and the procedures for control of records that are established within a company} 

9. Maintenance and storage of records

Records related to complaints handling must be maintained and preserved for future analysis and access during their retention time. 

Records storage. Records related to complaints handling are stored in cabinets in [Name of Department] if they are in paper, and on [Company Name]’ sever if they are on electronic media. Cabinets containing paper-based records are located in a dry and clean environment and clearly labeled to display their contents. 
Records access. Both stored paper and electronic records are available during normal business hours to all [Company Name]’s personnel for reading except in situations when the records are confidential. Access to confidential records may be gained at [Managerial Position] discretion and only with the purpose of addressing the complaint within [Company Name].

Records preservation. Preservation methods include physical and logical access controls, regular backup and recovery of records, and the provision of training for custodians and users per [Procedures Names] {references to Personnel Training and Records Control procedure are applicable here}. 
Records presentation/submission. Copies of records related to handling of the complaint are made available to a complainant or his/her agent upon request within 5 working days. 

10.  Control of records on electronic media

[Company Name] takes the utmost care in the protection of records on electronic media from loss, alteration, erasure, or any changes in the content of the record as a result of mishandling or obsolescence through: 

· the availability of computer literate and technically competent staff for controlling  records on electronic media;

· preventing information loss through regular back ups of data; 

· maintaining backup copies in a good environment;

· testing and upgrading software;

· migrating electronic records when there are major changes to the next generation of hardware or software; or

· converting records not migrated to “human readable form”.

{NOTE Strategies for capturing electronic records differ depending on the possibilities available with the hardware and software in use}. 

11.  Disposal of records

Archiving of records related to complaints handling are reviewed on an annual basis to locate and destroy records that are beyond their retention period, which is defined in Appendix B.

The disposal of records is performed by shredding if they are paper-based, or by obliteration of information if they are on electronic media. Information may be obliterated from electronic media and all back up media when the record is no longer needed. Electronic trash receptacle should be emptied after obliteration of information where it is appropriate.           
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Appendix A
Codes for Reasons of Complaints

	Code
	Reasons of Complaints

	Inform
	Incorrect/ inadequate information

	Invoice
	Incorrect invoicing

	Contract
	Terms/ coverage/ modification of contract

Poor performance of contract

Cancellation/ rescission of contract

	Delivery 
	Product not delivered

Delay in delivering product

Product delivered not in conformity with order

	Defect
	Defective product 

	Damage
	Damage suffered

	Price
	Price increase

Supplementary charges

Unjustified costs/billing

	Service
	Service not provided/partially provided

Delay in providing service

Poor service

	Complaint
	Undue delay in dealing with a complaint

Refusal to pay compensation

Inadequate compensation

	Uncoded 
	Other reasons


{NOTE: This table is given as an example and should be modified taken into consideration specifics of your product and service, and types of complaint that may arise}
Appendix B
Records Retention Time 

	Type of record
	Retention period

	Complaint Recording Log 
	5 years

	Records of complaints together with their records of complaints handling 
	5 years

	Records of top priority complaints together with their records of complaints handling
	20 years


{NOTE: This table is given as an example and should be modified taking into consideration specifics of your organization}


