COMPLAINT
PROCESS

Receipt of Complaint

!

The complainant is contacted by phone to verify the complaint.
If there is insufficient information about the complaint, additional information is
requested and the FR.13 Customer Complaint and Suggestion Form is filled out, or the
form is sent by email for the complainant to complete.
The complainant is informed, verbally or in writing, that the process has been initiated.

}

The complaint is recorded in the LT.16 Customer Survey and
Complaint/Suggestion Tracking List and followed up.

VALIDATION AND EVALUATION OF THE COMPLAINT

The complaint is rejected, and the result of
the review is communicated to the

Is the complaint related to
complainant verbally or in writing.

laboratory activities?

Under the coordination of the Quality Manager, the relevant
Laboratory Supervisor reviews all data and records related to the
activity subject to the complaint.

a justified complaint related to the labora
activity?
s correction/corrective action required?

-

The correction/corrective action process related to the complaint
is implemented; the work is completed as soon as possible, and
the results are checked and approved.

l

The complainant is informed, verbally or in writing, of the results
of the activity, the actions taken, and the improvements made.

The complaint record is closed and
the information is retained.

/\\: usens

Contact channels:

Phone: 0232 290 84 11

Email: info@u-sens.com

Website (Suggestions and Complaints): www.u-
sens.com

FR.13 Ci [of laint and Form and
ILT.16 Customer Survey and Complaint/Suggestion Tracking List

A meeting is held by the Quality Manager to
evaluate the complaint.

The review, evaluation, and resolution of
complaints is carried out by persons
independent of the complaint subject.

Feedback on the action taken or to be
taken is provided to the complainant
within 7 business days.

This period may be extended if a repeat
measurement/analysis is required.

FR.22 Nonconforming Service/Test and
Corrective Action Form

Reviewed at the Management Review
Meeting.

*The complaint process is carried out by the Quality Manager. If the complaint concerns the Quality Manager, the process is carried out by the General Manager.

**If the resolution of the complaint exceeds 1 month, interim updates are provided to the customer.

***If the customer suffers a loss due to an error caused by our laboratory, the customer is provided with benefits from our professional liability insurance.

****The entire process is described in detail in the PR.05 Customer Relations Procedure.



