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SUBJECT HANDLING CUSTOMER COMPLAINTS

1.0 Objective

To ensure that all customer feedback requiring proper and prompt actions are attended to.

2.0 Scope

This procedure covers all activities from receipt of customer complaints to the implementation
of appropriate action/s on the complaint/s.

3.0 Definition of Terms

Customer feedback

Customer Feedback Committee

refers to customer complaints, suggestions, issues and concerns
requiring attention and immediate action by PCHRD.
refers to the Committee that develops customer feedback
strategic plan, tools, generates and analyses results, among
others

4.0 Records

Accomplished RICUO-IPS-F7, "Customer Feedback (CF) Form"
Accomplished QMS-F2, "Nonconformity and Corrective Action Report (NCAR)"
Received Letter of Complaint from Customer
Transmitted Letter of Reply to Customer

5.0 References

QM-PCHRD-05-06, "Management Review"
PM-PCHRD-06-04, "Control of Nonconforming Work"
PM-PCHRD-06-05, "Corrective Action"
WI-FAD-REC-04-02, "Handling of Internal and External Communication"
PM-FAD- REC-04- 09, "Handling of Incoming Communications"
PM-FAD- REC-04- 10, "Handling of Outgoing Communications"
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SUBJECT HANDLING CUSTOMER COMPLAINTS

6.0 Procedure

FLOW PERSON DETAILS

• Complaints received through email,
Customer Feedback phone calls, feedback website, or

Receive Complaint Committee accomplished RICUD-IPS-F7,
"Customer Feedback Form" for
either verbal or written complaints
Isuggestions will be documented.

Customer Feedback
Log Complaint Committee

• Validate if the contact information
Validate Complaint Customer Feedback provided of the complainant is

Committee reachable.

NO

• If the contact information is
unavailable, the Customer
Feedback Committee (CFC) will
document the complaint as 'not
validated' and forward to concerned
division.

Customer Feedback
Committee

Tag eomplaintas not
validated

Forward eomplainllo
Top Management or
concerned Division

Customer Feedback
Committee

Approved by:Prepared by:

f- c ~
Executive Director



DEPARTMENT OF SCIENCE AND TECHNOLOGY
Philippine Council for Health Research

and Development

DOCUMENT
CODE PM-PCHRD-06-06

REVISION 2

PROCEDU RES MAN UALt-'~~~~~:~~~~M-B-ER-----t-3-0-F-3 ------j

SECTION MEASUREMENT, ANALYSIS AND EFFECTIVITY

IMPROVEMENT DATE
01 January 2017

SUBJECT HANDLING CUSTOMER COMPLAINTS

cknowle<lge fee eipt Customer Feedback • If the contact information is
of the Complaint Committee available, CFC will inform the

customer that the complaint has
been received.

a9 complaint as Customer Feedback • CFC will document the complaint as
validated Committee 'validated' .

Customer Feedback • CFC will forward complaint to
FolWard to Top concerned division.
Management or Committee

concerned Division

• The concerned division will address
Concerned the complaint and respond to the
Division/Personnel complainant, with a copy to CFC.

Customer Feedback
Committee

• CFC documents response of
concerned division to clients.Log Repty 10

Custo -r

• CFC will monitor action taken by
the concerned division and evaluate
if the complaint has been
addressed/ closed.

Customer Feedback
Committee

Monibr and Evaluate
clion Taken

Customer Feedback
Committee

• Fill-in QMS-F2, "Nonconformity and
Corrective Action Report (NCAR)" if
necessary.
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