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Responsibility Matrix RM-01 for Complaints Handling 

This responsibility matrix defines the roles responsible for complaints handling 

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

	1.  Receipt, registration and assessment 
	
	
	

	1.1 Checking that the complaint has adequate information 
	
	E
	I

	1.2 Notifying top management of any significant complaints
	R
	I
	I

	1.3 Logging the complaint into the Complaint Receipt Recording Log 
	
	E
	I

	1.4 Acknowledging the receipt 
	
	E
	I

	1.5 Initial assessment and forwarding of the complaint 
	
	E
	I

	2. Investigation, resolution and closing 
	
	
	

	2.1 Investigation 
	E
	I
	S, I

	2.2 Selection of a remedy 
	E
	I
	S, I

	2.3 Responding to the complainant
	
	E, I
	I

	2.4 Recording and reporting 
	E
	E, I
	I

	2.5 Resolution and closing
	E
	I
	S, I

	3. Corrective and preventive actions 
	
	
	

	3.1 Identification 
	E
	E, I
	I

	3.2 Approval 
	E, I
	I
	

	3.3 Implementation 
	P
	E, I
	I

	3.4 Evaluation of the effectiveness 
	E
	I
	

	3.5 Follow up
	E
	I
	

	4. Analysis of complaints 
	
	
	

	4.1 Analysis performing 
	E
	I
	S

	4.2 Recording and reporting 
	R
	I
	


Legend

	E – ensure, control

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

S – supply with information & data
	R – receive









