
HANDLING OF COMPLAINTS FLOWCHART 

 Receive a complaint and 
forward it to quality officer 

Contact the accredited CAB to 
hear its explanation and verify 

the complaint validity  

Complaint 
against 

accredited 
CAB? 

NO 

YES 

Complaint is 
under DAC’s 

responsibility? 

YES 

Clarity of information shall be 
checked, registered, given a 

serial no. and confirmed 
receiving to complainant 

Complaint is 
justified? 

The corrective action plans   
shall be agreed on with the 

accredited CAB   

Explanation 
shall be 
given to 

complainant  

YES 

NO 

Study the nature of the 
complaint 

A task force shall be formed and 
complaint shall be forwarded with 
relevant documents to members  

Is a task force 
required for 
defining the 

actions needed 
to resolve the 

complaint? 

NO 

Complaint shall be 
resolved immediately 
and response shall be 
given to complainant 

YES 

The reasons behind the complaint 
shall be investigated and 

recommended on steps to be 
taken to resolve complaint  

The recommendations shall be 
decided on and a plan for 

corrective actions shall be initiated  

The complainant shall be informed 
regarding the decision and 
proposed corrective actions

The implementation of the Corrective 
Action plan shall be monitored 

Does the 
complainant 
accept the 
decision? 

NO 
Complaint shall be 

reconsidered  

YES 

END 

Corrective 
Actions closed 
within agreed 

dates? 

Appropriate follow up actions 
with responsible parties shall 

be taken 

YES 

NO 

Complainant shall be 
informed and the 

complaint shall be closed 

END 

Explanation 
shall be 
given to 

complainant  

NO 


