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1.0 OBJECTIVE
To establish a process on how to receive, document and respond to customer

complaints

2.0 SCOPE

This covers all complaints received from the electric cooperatives concernin

agency'’s delivery of services

3.0 TOTAL/MAXIMUM DURATION OF PROCESS

Not applicable

4.0 DEFINITION OF TERMS

None

5.0 REFERENCES

ISO 9001:2015 Clause 8.2.1 Customer Commu%@n

6.0 PROCEDURE

ACTIVITY

Receive complaint from

customer
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Fill up Customer
Complaint Form
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NOTES

The Concerned Department/
Office shall ensure that the
details of the complaint are
recorded in the Logbook, that all
necessary information be
recorded including, but not
limited to, the following:

e Date of receipt of complaint
e Client Information

e Nature of complaint

2. Use NEA-QMS-SP-1.05 F1

Customer Complaint Form.
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ACTIVITY RESPONSIBILITY NOTES
Investigate Complaint Concerned
Department/Office

Complaint
valid?
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3. Complaint is valid when 0
cause of the complaint is d@
agency’s
services. Complaint |s?&} lid if

a

NS

person

reason/s for the-* int is
beyond the (@ the
organization. @
Concerned 4. A lett r®1all be sent to the
Inform |Department/Office cus{ explaining the results
Customer investigation.

to NEA-QMS-SP-1.08

Concerned '\ 5. Refer - -SP-
Apply necessary Department/ Corrective Action Procedure.
corrective actions

!

Send reply to

customer

7.0 ATTAcy@N;

ORDS
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Qg erned
ent/Office

The Concerned Department/
Office shall send communication
to the customer detailing the
action taken to address their
complaint.

Qg NEA-QMS-SP-1.05 F1 Customer Complaints Form
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