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[bookmark: _Toc158747607]Purpose
Describe the systematic procedure to follow in case a complaint is delivered by any means to 3Cert from any of its stakeholders.
[bookmark: _Toc158747608]Process Workflow
 Complaints
	[bookmark: _Toc68618715][bookmark: _Hlk16164807]
	Input
	Process
	Output
	Role
	RACI

	2.1.1
	1. Phone call, email, verbal communication, survey answer, social media message, or any other documented form of communication from the complainant. 

	Record. The receiver reads the new complaint and registers it in the Jira Complaint Process board.
Confirm with the client upon receival of the complaint and keep constant communication during every step of the process.
	1. New Jira task with:
· Complainant data.
· Complaint details.
· Relevant documentation (attached if applicable). 
	Any position
	R

	2.1.2
	1. New Jira task with:
· Complainant data
· Complaint details.
· Relevant documentation.
	Assign. Review the nature of the complaint and the process that has to do with the complaint. 
If the complaint has to do with a certified client, refer to the client for response and consider in the effectiveness of the management system in the next audit.
If has to do with the certification, assign a person in 3Cert that is different from anyone related to the complaint and have the authority to trigger corrective actions.
	1. Jira task assignation
2. Email to customer
3. Email to complainant about the nature of complaint
	MD
PL
Complainant
	A
R
I

	2.1.3
	1. Jira task assignation
	Analyze. Gather information from the customer and all parties involved if missing and perform a root cause analysis.
	1. Jira task with:
· Root cause analysis
· Corrective action
	MD
Any position
	A
R

	2.1.4
	1. Jira task with:
· Root cause analysis
· Corrective action
	Act. Create and trigger an action plan to address the root cause of the complaint.
	1. Jira task with.
· Evidence of corrective action.
· Evidence of action plan.
	Any position
	R

	2.1.5
	1. Jira information completion.
· Evidence of corrective action
· Evidence of action plan
	Answer. Give a response/answer to the customer on the analysis performed and the actions that will be taken to address their complaint.
Keep communications on the progress of the complaint process
	1. Email with findings, corrective action, and action plan is communicated to the customer.
2. Emails with progress.
3. Jira record and evidence of every part of the process, including desire to make public. 
	MD
PL
Client and complainant
	I
R
I

	2.1.6
	Jira task as “Close”
	Close. Give a formal response to the client with the final closure of the complaint.
	Email with communication with customer
	PL
MD
Client
	R
I
I



[bookmark: _Toc68618552][bookmark: _Toc158747619][bookmark: _Toc68618716][bookmark: _Hlk16165001]Additional Process Requirements
Complaint details
Every complaint must be detailed with the 5w+2h methodology: what, when, where, who, why, how, and how much. 
Root cause analysis.
The root cause analysis must follow a recognized methodology. The following methods can be used for root cause analysis: 
· Ishikawa
· Five whys
· Brainstorm
· Pareto
Complaint publicity 
The publicity of the complaints is limited to the subject and its resolution. This information will be published on 3Cert website only if requested and agreed upon by client, 3Cert and complainant. 
[bookmark: _Toc158747639]Change History
	Version
	Change description

	1
	Initial procedure that replaces NCSOP02_Complaints and Appeals

	2
	Include all items of ISO 17021-1:2015, 9.8, regarding assignation of the person responsible for managing the complaint and communications with complainant. 
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