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Purpose: To document procedure for customer complaints. 
Scope: All corrective and preventive action for customer problems. 
Authority: The Quality Manager has the authority to change or modify this procedure. 
 

Reference Documents and Records 
• Policy Element 8.5.2 Corrective action and 8.5.3 Preventive action  
• Customer Returned Product - Non-Conforming Product Procedure P8.3-3 
• Corrective and Preventive Action P8.5.2/3-1 
• Quality Records Procedure P4.2.4 
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03/19/97 Initial release A MO 
12/03/98 Revised Para.3 changed name of 

database.  Revised remaining 
paragraphs and added reference to 
Proc. 14.4-1. 

B MO 

10/29/2002 Updated to the ISO 9001:2000 
requirements and flowcharted.   

C MO 
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Customer Complaints and RGAs for Corrective & Preventive Action P8.5.2/3-4 Rev. C

Customer Service QA Tech Quality ManagerManagment

Notified of customer related
non-conformity or complaint.  This
notification can be through phone
conversations with customers, request
for RGA numbers, or letters and memos
sent by Customers as well as
documentation sent in
 with Returned Product.

Provides QA Manager with customer complaint information or
RGA info.

If customer complaint is generated from a product return then start
Customer Returned Product - Non-Conforming Product Procedure
(P8.3-3).

Review complaint, or review
returned product per the
Customer Returned
Product - Non-Conforming
Product Procedure (P8.3-3).
 If a Corrective Action is
deemed to be required then
initiates Quality Procedure
P8.5.2/3-1. Corrective and
Preventative Actions.

END

 

Page 2 of 2 


	Reference Documents and Records
	Change History
	
	Date
	Change

	Rev
	By



