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Step
No.

Responsible
Personnel PROCESS/ACTTVTTY Details References

complainant duly noted by the
Division Chief/OIC/Unit Head
and approved by the
Division/Head of Office

4 AcHon Officer Submit CCF to the QMS
Secretariat

o Submit a set of photocopied
CCF together with the
complaint and supporting
documents, if any, to the QMS
Secretariat not later than one
(1) week after the complaint
validation, for the issuance of
Corrective Action Report
(CARI by the QMS Secretariar
in accordance with the
Nonconformity and Corrective
Action Procedure.

. Photocopies ofCCF
with Complaint and
supporting
documents, if any

r CAR (FM-R13-SP-
04-01)

o Nonconformity and
Corrective Action
Procedure

5 Action Officer I Implement remedial

| [corre*ion) action/s
o Determine and implement

remedial actions to address
the complaint.

e Prepare and send letter-reply
to complainant duly noted by
the Division Chief/OIC/Unit
Head and approved by the
Division/Head of Office to
inform the client of the
action/s taken.

o Client Complaint
Form (FM-R13-SP-
05-01)

6 Action Officer Implement Corrective
Action

o Conduct root cause analysis
and proceed to corrective
action in accordance with the
Corrective Action procedure.

r CAR (FM-R13-SP-
04-01)

o Nonconformity,
Correction, and
Corrective Action

7 Designated
Custodian

Retain Records o Retain records in accordance
with the Confrol of Retained
Documented Information
Procedure and Master List of
Records.

o Electronic database
and hard copies of
all complaints

o Control of Retained
Documented
Information
Procedure

o Master List of
Records [FM-R13-
sP-02-01)
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DEFINITION OF TERMS:

r Correction - action taken to eliminate (or address) a detected non-conformity (i.e. stop gap measure,
quick fix, mitigation, band-aid solution

r Corrective Action - an action taken to address the root cause of the identified nonconformity in order to
prevent its recurrence.

o Corrective Action Report [CAR) - the specified form to record a detected noncomformity, the identified
root cause and the actions taken to prevent its recurrence.

FORMS:

Client Complaint Forma FM-R13-SP-05-01
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CTIENT COMPLAINT FORM

This sedion is to be filled-up hy the Recelving Officer:

Receivedby: Date Received: _
fName and SignatureJ

Name of Complainant:

This sectlon is to be fiIled-up by the Dtvision Chief or Head of Ofice:

1of 1

1. Referred to Division Chief/Head of
2. Instruction: Investigate/validate Prepareresponse Deadline:
Special

This section is to be fiIled-up by the concerned Division Chief / Unit head:

3. Action Officer:

This section is to he fiIled-up by the assigned Action

Description of the Complaint:
TYYYY-QP Code-Series)

Control Nol-

4.Evidence/s supporting documents submitted, if any: a)
b) c)

5. Initial Investigation Results: fuse back-page if necessaryJ

6. Findings: Complaintiil valid [-l notvalid. Reasonifnotvalid:

Signature of Action Officer

7. Date submitted to Secretariat: CAR No.: Date: _

LGOO V

a
DONALDA.SERONAY

Chief Admin OfficerlOIC -Asst.
Regional Director

CESO IIIA"

QMS SecretariatHead Regional QMR Top Minagement
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