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Customer Complaints Process

Department/Activity:

All Departments / Customer Complaints

Process Owner:

Quality Systems Manager

NBV_& Subsidiaries
Customer Complaints Process

Customer Wishes to Make an
Official Complaint

A 4

Member of NBV Staff shall

e Explain the Customer Complaint Procedure
e Ask customer to Complete a Complaint Form
e Ensure the customer is given or sent by post or e-mail:

- A copy of the Complaint Procedure
- A Complaint Form

A 4

Completed Complaint Form received,
by post, e-mail or via website.

A 4

QSM shall
Log Complaint on Central Complaints Log
Complete Received Date and Reference on the Complain Form
Forward details to the relevant Manager / Senior Manager
Call or e-mail customer to acknowledge receipt of complaint
Monitor

A 4

Manager shall
Investigate complaint
Liaise with QSM with regard to response and any corrective
actions.

A 4

Manager or QSM shall
Provide a response or update to the customer within 5 days of
receipt acknowledgement
If update provided to the customer, provide a complete re-
sponse as soon as possible, keeping the customer informed

v

Complaint resolved to

No

customer’s satisfaction

Yes

\ 4

Central Complaint Log updated by QSM, actions and
corrective actions recorded

Complaint referred to NBV
Executive Management Team

A

'

Monthly Report Referred to SMT for discussion.
Trends highlighted, areas for improvement identified.

'

Areas for improvement fed back into relevant processes.
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