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0. Amendment Sheet

Issue Rev Date Amended Description of Amendment
Pages
Dl Sadnd ] Ul Glaial) Suaatll Chuag
- Conversion to English-Arabic format
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- Complete revision of the procedure
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1.0 Objective

This procedure demonstrates the steps required to deal with
customer complaints received from customers, to conduct
careful analysis of the complaints, and take appropriate
corrective actions.

2.0 Scope of Implementation

This procedure applies to all types of complaints, directly or
indirectly, involving the customer / client.

3.0

3.1

3.2

5.1

5.2

5.3

6.1

6.1.

Definitions

Customer — a person / organization who pays for the
product / services provided to them

Complaint — point raised by an internal / external
customer in the form of product defect, service
ineffectiveness and/or personnel inefficiencies.

Cross References

QSP8.5.2-01 — Corrective Actions
QSP8.5.3-01 — Preventive Actions
QSP6.2.2-04 — Employee Relations

Responsibility of Action

The QAD is responsible for ensuring that all customer
complaints are recorded, received at the concerned
department and followed-up effectively for closure.

The HRD shall be responsible for all internal customer
complaints related to employee grievances.

The concerned departments are responsible to
document / record complaints, wherever applicable and

review and initiate corrections and/or corrective actions
to close the complaint.

PROCESS

Complaints Receiving

1 Customer complaints shall be directed to the QA/QC
Dept through any of the following:

Using Corporate Website Tool:

Customer may utilize the corporate website ‘Customer
Care’ page, where they can directly fill in the
Complaints Registration Form QF7.2.3-01-01, and
simply send it. QAD receives all such emails directly and
initiates action within 48 hours.

Link to our Customer Care Page: www.cgc-kw.com
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6.1.2

6.2

6.2.1

6.2.2

6.2.3

6.2.4

6.2.5

6.2.6

By Email, Letter, Fax or Phone:

Customer may also send his complaints via email, hard
copy letter, fax or even simply call the relevant
department for registering a complaint.

Customer Visit:

Customer may directly visit the company premises to
make a complaint related to projects, person or service.
Alternatively, our company representative (mostly from
QAD) may visit the customer to discuss an informal
complaint from the customer.

In all cases, QAD shall document the complaints on the
Complaint Registration and Follow-Up Form, including
mandatorily the subject of the complaint, date and name
of client.

Complaint Review and Forwarding

Once the complaint is received, the QAD shall review the
complaint and forward the same to concerned
department for corrections and/or corrective action. The
QAD shall respond to customer within 48 hours
regarding the progress of the complaint.

The concerned department shall, in confidence with
QAD, determine the estimated time required to take
corrective action. Irrespective of the type of complaint,
the estimated time shall not exceed three weeks.

The concerned dept. manager shall delegate a
representative from the department to study the
complaint, conduct root cause analysis and issue
appropriate corrective action.

On approval by dept. manager, the representative shall
begin implementation of the corrective action and where
required, may visit client for any further details. The
meeting with the client shall be documented in QF7.2.3-
01-01.

On completion, the concerned dept. manager shall
forward all documents related to the complaint including
corrections and corrective actions to the QAD for review
and verification of the effectiveness of the corrective
actions.

QAD shall comment on the same and if found OK, shall
close out the complaint, after calling the client to ensure
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his satisfaction on the corrective action implementation.

6.2.7 Depending on the criticality of the complaint, the same
shall be discussed at Management Reviews for
awareness and information to all regarding the
implemented corrective action.

6.3 Customer Complaints Analysis

6.3.1 The QAD shall conduct a comprehensive analysis of the
customer complaints received and registered, every
quarter, to help focus on frequent and critical
complaints. This analysis shall also identify recurring
complaints and initiate the need to issue
corrective/preventive actions. This analysis shall also
help in identifying trends in complaints; execute changes
in the quality management system and improvement in
customer satisfaction.

6.3.2 The QAD shall maintain a Customer Complaints Log
— QF7.2.3-01-02, with a summary of all customer
complaints listed.

6.3.3 QAD shall summarize all customer complaints and their
analysis on a Customer Complaints Quarterly
Report — QF7.2.3-01-03, to be submitted to the
Managing Director for his review and information.

7 Records Retention

7.1  Records necessary to implement this procedure shall be
kept with the department manager for a period not less
than 3 years.

8 Document Filing

The original copy of this procedure along with rest of
the other procedures shall be kept with the Management
Representative. This procedure shall relate to reference
number: QSP7.2.3-01.

9 Forms

—  QF7.2.3-01-01 - Complaint Registration and Follow-up
QF7.2.3-01-02 — Customer Complaints Log
—  QF7.2.3-01-03 — Customer Complaints Quarterly Report
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