
Formal (in writing) or informal complaint received

Informal
Recipient discusses and 
resolves issue with the 
agreement of General 

Manager.

Formal
Recipient takes the details of the complaint and liaises with the 
General Manager immediately .The SHEQ & Compliance Advisor 

updates the Improvement & issue log.

Recipient acknowledges receipt of complaint within 1 working 
day to the customer using appendix a (standard reply) and will 

inform the General Manager.

General Manager investigates complaints within 48 hours

Action RequiredYes No

General Manager implements 
appropriate action

General Manager contacts originator of complaint/
comment with outcome and informs SHEQ & 

Compliance Advisor who records outcome on Issues 
Log.

Rework / Credit 
Note

Other
Disciplinary 

Action
Additional 
Resources

Change in 
procedure

General Manager contacts originator of 
complaint / comment with outcome and 
informs SHEQ & Compliance Advisor who 

records outcome on Improvement and 
Issue Log.

Yes NoResolved?

Escalate to Managing Director for final 
decision 

End of process
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