
 

 

Complaints and Appeals Process 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Comment/Complaint received 
and logged with client details 

Issue Validated. Further 
action needed? 

No Yes 

Notify Quality 
Manager 

Issue resolved to 
Customer satisfaction 

on initial contact 

Yes No 

Record Actions on 
the log and notify 
Quality Manager 

Record complaint 
details on log and 

notify Quality Manager 

Investigate complaint using selected auditor.  Notify 
customer of actions being taken and timescale 

Issue resolved to 
Customer 

satisfaction 

Yes No 


