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PURPOSE
To ensure customer complaints are acted upon immediately and resolved to the satisfaction of
the customer.  Further, to ensure that appropriate corrective actions are taken on trends of
complaints to prevent their recurrence.

SCOPE
Applicable to complaints received at all Units of OEC Records Management Company.

REFERENCE
None

RESPONSIBILITY
Customer service executive is responsible for receiving plus logging the complaint and informing
the customer service manager and operations head.

Customer service manager and the operations head are responsible for assigning the complaint,
and analysing complaints on a periodic basis to take appropriate preventive/corrective action.

The complaint handler is responsible for taking action on the complaint and confirm whether the
resolution of the complaint was satisfactory.

PROCEDURE / DESCRIPTION OF ACTIVITIES
Refer to the flow chart for the detailed activity steps

FORMATS / EXHIBITS

Record
Number

Record Title File Name Location of
Record

Responsibility Retention
Period

OEC-
CSD-

CM-F-
01

Customer
Complaint
Register

Customer Complaint
Register

Department
Head

Office of
Department

Head

1 year
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Activity Responsibility

Customer 
Service 

Executive
Receive customer complaint

1. Receipt of Complaint

Assign complaint to appropriate 
complaint handler

Customer 
Service 

Executive

Complaint 
Handler

Log complaint in Customer 
Complaint Register as NEW and 

inform manager & operations head 

Customer 
Service Manager 

& Operations 
Head & VP

Start

Study and identify root cause of 
complaint

Customer Complaint 
Register

Telephone

Email

Letter

Propose action plan
Complaint 
Handler

X1
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Activity   Responsibility

Customer 
Service Manager 

& Operations 
Head & VP

2. Action taken on the Complaint 

End

Action 
satisfactory?

Close complaint in the Customer 
Complaint Register with update 
remarks based on the learnings

Reassign complaint to 
another complaint 
handler or identify 

alternative course of 
action

No

Yes

Complaint 
Handler

Complaint 
Handler

Customer 
Service 

Manager & 
Operations 
Head & VP

Complaint 
Handler

X1

Approval 
obtained ?

Discuss and obtain 
approval 

Remake action plan
No

Yes

Update status in Customer 
Complaint Register as under 

progress with a proposed target 
date

Take necessary action

Check with Complainant

Complaint 
Handler

Complaint 
Handler
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Activity Responsibility

Customer 
Service Manager 

& Operations 
Head

Start

3. Analysis of Complaints and 
Corrective Action

End

Analyse all complaints once a 
quarter

Take appropriate action in 
accordance with the Corrective 

Action Process

Assign corrective action note to 
concerned personnel for taking 

action

Take action as defined in the 
corrective action note

Complaint 
Handler

Corrective Action 
Note and Tracker

Customer 
Service Manager 

& Operations 
Head

Complaint 
Handler

Customer 
Complaint Register
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