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. Purpose:

To ensure complaints and claims are handled properly and on time

2. Responsibility:

Sales, production and Quality Assurance department

3. Instructions:

Customer complaints would be shared by sales with QA by keeping production in copy. The flowchart

to be followed is as below:

I) complaint formats recommended by customer or presentations of corrective action plans, in

b2

such cases its not necessary to include these complaints on intranet system also.

4. PROCESS FLOW OF COMPLAINT HANDLING:
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Customer will share the

complaint with sales

I.Sales will share the complaint

with QA by keeping production in > Sales QA & production will investigate the
copy ; fact that why this defect passed on to
2. Sales will provide complete . the customer and add preventive
details including traceability. actions
quantity. samples etc QA (ISSUE RESOLUTION 1) Initial
investigations will be shared in 5 days
v with sales if all the details are shared,
Production visit to be aligned in a week after the
complaint after alignment with the
QA would share the response v c?{sjjomer de]p(?nlding upon the criticality
Tk b e of the complain
:I‘l']‘]':““n": toam as PESREEEEE. |9 ot (ISSUE RESOLUTION 2) if there is a

need to visit then CAPA will be shared
in 7 to 10 working days after inspecting

S

Sales ——— Suie the issue on customer line, if there is a
SRS WO ST e issue that needs further investigation
with customer
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maximum time to resolve the issue
would be 10 to 15 days
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