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1.0 Policy
1.1 SML documents all customer complaints or complaints from other parties, investigates the root causes and implements remedial actions, corrective actions as needed to resolve them. All complaints, investigations and resolutions are recorded.      
2.0 SCOPE
2.1 This SOP covers all activities of SML.    

3.0 RESPONSIBILITY
3.1 All SML employees are responsible to: 
· Listen patiently to the complainant

· Empathize with, and encourage the complainant to give as many details as possible, such as date, time, personnel involved, and the exact nature of the problem and any corroborating evidence (such as documents, photos etc. if available)

· Assist the management with the resolution of the complaint
3.2 SML Quality Assurance is responsible to:

· Acknowledge the receipt of the complaint to the complainant by the next business day
3.3
Department Supervisor assigned to investigate the complaint:
· Excuse themself from the process if the complaint is against him/her. Designating it over to the Operations Manager, avoiding any conflict of interest
· Document the above proceedings and make them available for internal and external audits

3.4 SML Top Management is responsible to: 

· To be informed about the complaint
· Encourage complete cooperation with any authorities such as law enforcement authorities or authorities having jurisdiction if necessary

· Review and approve the root cause analysis, corrective action, and any preventive actions
· Provide necessary resources for timely complaint resolution

· Track the progress until the complaint is fully resolved and documented

4.0
REQUIREMENTS

4.1
Customer service is a priority at Standard Meter Lab, so the processing of customer returns must take priority over normal day to day job tasks. All functions involved in processing customer complaints should keep this in mind when prioritizing their daily workload.

5.0
DEFINITIONS
5.1
Complaint:  A complaint is an expression of dissatisfaction, made either verbally or in writing, about the standard of service, actions, or lack of action by the company or its employee(s), affecting an individual customer or group of customers.

5.2
Root Cause Investigation:  An analysis done to find out what could have caused the complaint. Items such as poor communications, errors in test reports, delayed deliveries, perception of inadequate personnel training, unprofessional behavior are some examples.
5.3
Remedial Actions: include steps taken by management to correct immediately the problem at hand. For example, if the complaint is that the calibration report is delayed, putting an employee to work overtime to get the report completed and issued to the customer expeditiously, is remedial action.

5.4
Corrective Actions: include steps taken by the management to correct the operating system in areas which caused the complaint. For example, if the delay in calibration reports is a recurring problem, the management allocates the necessary resources to the report writer(s) so that the delays are eliminated.

5.5
Preventive Action:  includes proactive steps taken by management systemwide, including a reexamination of the entire SML management and quality system, so that any area that could potentially cause repeat complaints (sometimes in another format) is prevented from re-occurring. For example, if the problem is delays in calibration reports, the preventive actions may include creating a proper customer perception (during the sales operation) of the realistic time frame for the report delivery; creation of electronic templates for reports; obtaining proper machinery and software for faster processing of tests and results; investing in more training such as cross training more employees in the creation of the test report. These changes are systemwide and made to improve the entire system. 

5.6
Continuous Improvement: utilizing employee and customer feedback, survey data, audit data and complaint data on an ongoing basis throughout the year to reset the operational systems. The annual internal audit and management review is a part of the continuous improvement process.
6.0
RECORDS

	  RECORD
	  DESCRIPTION
	  LOCATION
	  RETENTION

	Cust. Complaint Log

(SML-155)

Cust. Complaint and resolution record form

(SML-152)
	Record of Customer complaints logged.
Record of Complaint, root cause, remedial action and 
Resolution.
	Customer complaint & Resolution Binder.
SML QMS Server
Customer Complaint &
Resolution Binder.
SML QMS Server
	2 Years Minimum
2 Years Minimum



7.
METHOD
7.1
Any employee who receives a customer complaint must log that complaint into the system by noting the CUSTOMER COMPLAINT LOG (SML-155) log number, customer name, and date opened.
7.2
They must also complete the top portion of the CUSTOMER COMPLAINT FORM (SML-152), referencing the log number, date of complaint, customer name, company, phone number, email address and a description of the complaint.
7.3
A printed copy of the form is placed in the Customer Complaint & Resolution binder (pending Section) and a copy of the form emailed to both the Quality Assurance Coordinator and the Operations Manager.

7.4
They will assign the logical Supervisor to perform the root cause analysis, define the remedial action(s) necessary, and complete that section of the complaint form.
7.5
Prior to implementing those actions the assigned Supervisor will present a written list of remedial actions, corrective actions, preventive actions, including resources needed for resolution to Top Management for approval;

7.6
Once approved the assigned Supervisor will implement the resolution in a timely manner;

7.8
then forward the completed form to Top Management for signature/closure.

7.7
Top Management will communicate with the complainant to ensure that all issues are satisfactorily resolved;
7.9
Then place the completed Customer Complaint Form into the completed section of the Complaint and Resolution binder and dispose of the copy in the pending section.

Notes: For complaints resulting in the issuance of an RMA, or a Corrective Action, the root cause analysis, remedial actions, verification of effective resolution approvals, and closure will be handled on those forms.
	Standard Meter Lab.
	



