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CUSTOMER COMPLAINT MANAGEMENT

Receiving the complaint

Survey

The person who receives the complaint creates a record in Quality Management Software and provides information to the 

Customer Relations Manager. An e-mail is sent to the customer notifying them that the complaint has been recorded.

Verbal Notice Telephone E-mail Internet Fax

Forward the complaint to the Customer Relations 

Manager

Analysis of the complaint and search for solution

Who is responsible

for the solution?

Discuss

with Operation

Discuss

with Finance

Search for 

another 

solution

Discuss with 

Agent

Discuss with 

Supplier

Solve the complaint

Give information to Customer

Has the solution

been accepted?

Close the complaint

Yes

No
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