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According to the information received from the GM,
QAM closes the CAF and fills out the LAB-F15-01

Customer complaint

form.
The customer is The complaint is
informed by GM resolved according
via e-mail. to LAB-PR-15
Customer Service
Procedure and the
result is given to the
customer by GM.
Yes No

Will it take more than 15
days for the complaint to
be concluded?

l

After the complaint is forwarded to the
sales unit by the customer, the sales
unit contacts the laboratory via e-mail
and TM notifies the customer by e-mail
that the complaint has been accepted.
It is recorded with the LAB-F15-01
Customer Complaint Form and the
review begins by TM and ER.

—) Procedure.

The sample is examined and after the checks, QAM gives a
breaking order to the warehouse for the non-conforming
product and follows up. The QAM opens a CPA (LAB-F16-02
CPA Form) and reports to the GM on the status of the
complaint. The progress of the process is recorded with the
LAB-F15-03 Complaint Progress Report and the customer is

QAM: Quality Assurance Manager
TM: Technical Manager

ER: Experiment Responsible

GM: General Manager

Customer complaints are
evaluated according to LAB-
PR-15 Customer Service

l

Laboratory records of the
complained product are
examined and TM contacts the
warehouse/shipment
department for stock control
and a sample is sent to the
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informed. When the complaint is concluded, GM notifies the laboratory by the warehouse.
customer in accordance with the decision taken by GM.
Product returns, invoicing, etc. information about the
situation is given.
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