
 

Customer Complaint received from Customer to CS Team,
It will be forwarded to QA/QC for logging in the register.
Acknowledgement of the receipt of the complaint to be
given by QA/QC team to customer

QA/QC will review the complaint and forward it to the
relevant department Team leader for their review and
immediate action to close the complaint

Corrective Action
requried

Immediate correction to be done by the team leader
depending on the nature of the complaint, then Corrective
action form to be raised and gather all the necessary
information related to the incident

As part of the CA, investigation has to be carried out by
the Team leader/Dept Head to find the root cause of the
problem.

Once root cause is finalized and suitable corrective action
is decided and the time needed for closure, please forward
the corrective action form along with all the information
collected as part of the investigation to QA/QC department
for review.

Proposed
Corrective action

Return the form and inform the concerned department head
to complete the CA within the target date specified in the
CA form.

Once CA proposed is completed by the respective team,
the same shall be verified by the QA/QC supervisor for its
effectiveness

Through Email/Verbal Communication; Customer
complaint register updated

Customer complaint form (AC-SAL-004) will be
raised with Tracking number and issued to the

concerned department head

Corrective action form (AC-QSF-011) would be
raised by the Concerned department head

Root cause to be identified and filled in the CA
form

Close the
customer

complaint without
CA

accepted

Not accepted

No

Yes

Corrective Action
Implementation

If the implementation of CA is evident and can be verified
for its effectiveness, QA/QC shall close the complaint and
inform the complainant with all the necessary details
related to the corrective action taken

Not satisfactory

satisfactory

If the proposed corrective action gets
rejected, the concerned team shall re-submit
CA within 2 days or inform QA/QC team if
additional time required and get permission

If the corrective action implementation is not
satisfactory, the concerned team shall re-

submit CA implementation evidence within 2
days or inform QA/QC team if additional time

required and get permission

Through Email/Verbal Communication; Customer
complaint register updated

Customer Complaint Handling Process (ISO/IEC 17025,
Clause:7.9/ISO/IEC 17020 Clause 7.5, 7.6)

Note; Acronym used
CA-Corrective Action, PA-Preventative Action,
RCA-Root cause analysis, CS- Customer
Support Team

Responsible for Implementation:
CS team, Department heads, QA/
QC Team
This workflow diagram is part of
Arabcal Procedure-AC-QSP-020,
SECTION:4.5

Complaint Handling Process


