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COMPLAINT HANDLING PROCESS 
Complaints Procedure (D209): Section 2.5 

CUSTOMER 

COMPLAINT

COMPLAINT 

RECEIVED BY 

PHONE or EMAIL

WE WILL REQUIRE THE 

FOLLOWING DETAILS:

1. The Service Provided

2. The Date of the Works

3. Report Reference (where relative)

4. Specific Test(s) (as appropriate)

5. Any further details relevant to your 

Complaint.

END

Any operational activities 

conducted through the 

investigation of the 

complaint shall be 

performed by personnel 

independent of the 

original works.

THE DETAILS PROVIDED WILL BE 

PASSED TO OUR QUALITY 

MANAGEMENT TEAM WHO WILL 

RAISE INTERNAL RECORDS AND 

ORGANISE AND MANAGE AN 

INITIAL INVESTIGATION OF THE 

COMPLAINT.

FOLLOWING THIS INITIAL 

INVESTIGATION (within 3 working 

days) YOU WILL RECEIVE FORMAL 

ACKNOWLEDGMENT OF THE 

COMPLAINT AND TIMESCALES 

FOR FEEDBACK.. 

Any request for further information, 

site meetings and agreement of 

required actions will be made at this 

time. 

 INVESTIGATION OF THE  

COMPLAINT AND DECISIONS ON 

ANY REQUIRED ACTIONS & 

CONCLUSIONS ON THE OUTCOME 

SHALL BE THE RESPONSIBILITY 

OF TECHNICAL AND / OR QUALITY 

MANAGEMENT. 

A FORMAL RESPONSE INCLUDING 

DETAILS OF ACTIONS TAKEN AND 

CONCLUSIONS OF THE OUTCOME 

SHALL BE PROVIDED TO THE 

CUSTOMER BY QUALITY 

MANAGEMENT.

A FORMAL RESPONSE FROM THE 

CUSTOMER WILL BE REQUESTED 

TO PROVIDE ASSURANCE THAT 

THE ACTIONS AND CONCLUSIONS 

ARE ACCEPTED AND THE 

COMPLAINT CAN BE CLOSED 

DOWN. 

 
 


