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1. Purpose: 
The purpose of this procedure is to define the responsibilities for logging, investigating and closing out the internal and external complaints related to Quality / Lab Management System.
2. Scope:
This procedure is applicable to all the areas under the scope of ISO 9001 2015
3. Definitions:
· Internal Customer Complaints:

“Internal customer complaints are those complaints which one business unit (BU)/department can issue against the defective product of other business unit/department”

· External Customer Complaints:

“External customer complaints are those complaints which are received from external customers of Packages Convertors Ltd.”

4. Procedure:
1) After posting the complaint by customer department or Respective Sales personnel an email will be sent to the supplier department/BU head and SHEQ representative.

2) Defective samples of customer complaint shall be issued to Business Unit/ Div. Manager of related line and SHEQ representative with proper identification (if possible).
3) SHEQ representative will retain defective samples for maximum three months.
4) Receiving/supplier department will investigate the complaint within five working days and propose

a) the actions taken to correct the problem

b) root cause and proposed corrective action

As per Annexure 2


5) Departmental head will decide if proposed actions are appropriate or not. In case Departmental head is not satisfied with proposed actions, he/she will send it back to concerned department.

6) Complaints with effective corrective actions will be closed out after verification by Departmental head and email will be sent to relevant complaint logging person through system.
7) In case of external complaint respective sales personnel will share the agreed actions with external customer.
8) Complaints analysis data will be shared departmental SHEQ/QA
9) Some customers have own company specified complaint formats & they want update in already planned review meetings and concern Business Units are replying these complaints on complaint formats recommended by customer or presentations of corrective action plans. 
                                        Annexure 2
PROCESS FLOW OF COMPLAINT HANDLING:
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Amendment History

	REV # 
	DATE 
	PART/ SECTION 
	NATURE OF AMENDMENT 
	DONE BY 

	2
	October 2013
	Section 7, 10 & Annexure 2
	Updating the procedure as per current scenario of complaint management system and including new improvement regarding intimation after closing of complaints.
	Asadullah Khan

	 3
	January 2015
	Section1, 2 & end of document
	ISO 17025 Lab Management System requirements has been included in this procedure
	Asadullah Khan

	4
	January 2021
	Header
	Packages Ltd to Packages Convertors Ltd
	Hina Jamil

	5
	April 2024
	Footer /removal of ISO 17025 
	Packages Ltd to Packages Convertors Ltd also removal of intranet protocol
	Hina Jamil
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Div. Manager/ Business Unit Managers





Customer Complaint from Mkt/ Business Unit to respective department





Investigations and Action Plans








Verification of Investigations and Action Plans
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NO





Is the investigation and Action Plans Satisfactory?
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Defective Samples with proper identification
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