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	1
	PURPOSE 
	To establish and maintain a system for controlling any non-conforming product/ service and customer complaints 

	2
	SCOPE
	Applicable to output of all functions/ processes

	3
	RESPONSIBILITY
	HoDs / All employees at all offices of ACMA 


4
Description of Procedure:

-
Control of Non-Conforming Product
1)
Control of Non-Conforming Products at the Stores / Receipt Area: The indenter shall identify any non-conforming product through a suitable mark.   The indenter will then intimate the HoD Admin/RS who will then arrange to segregate the non-conforming material to prevent any mix-up or processing.

2)
Control of Non-Conforming Products at the Workstations: During review of website, if any errors are observed, Observer to inform HoD-IT & Systems, who will in turn advise the service provider, to put up a message “Under Change”. 
In electronic media, any under process products are required to be maintained by the concerned personnel with the caption “DRAFT” in capitals. 

In case of hard copies, all the concerned personnel are required to destroy  or clearly mark / write “Not to be Used” on any non-conforming products.  All under process products till clearance are required to carry the caption “DRAFT”.  

3)
Control of Non-Conforming Products at the Dispatch: The dispatch personnel are required to identify any non-conforming product and keep them separately.  The dispatch personnel to inform concerned HoDs / RS on the identified non-conforming product.  The HoD / RS will determine the suitable correction and corrective actions to be taken.

4)
Dealing with Non-Conformities: The non-conformances identified in the three stages above will be dealt with in one or more of the following ways:

(a) The HoDs /RS to decide on the appropriate actions to be taken to eliminate use of non-conforming products.

(b) The HoDs / RS to authorise any concessions on the use/release or acceptance of the non-conforming products.

(c) By taking actions to preclude the use of non-conforming products.

Where the non-conforming products are corrected then these will be subject to re- verification to demonstrate conformity to the specified requirements.

When the non-conformance is detected after the delivery or use has started then the concerned HoDs / RS shall discuss with the DG and determine the action to be taken that are appropriate to the effects or potential effects of the non-conformity.

The records of the nature of non-conformities and any subsequent actions taken on the non-conformances identified in the Stores and Dispatch are maintained.
-
Customer Complaints: Formal expression of dissatisfaction by a customer, where a remedy is implicitly or explicitly requested.
Note: 
A feedback for improvement from customer or request for correction, need not be 
classified as Complaint.

Procedure:

1. The complaints received by employees at ACMA, be sent to MR in following format (PM/04_F1) and MR to maintain database accordingly.
	S.No.
	Description of Complaint 
	Details of Complainant
	Receiving Date
	Remedy offered to Complainant along-with date
	Correction/ Corrective Action taken, if any

	
	
	
	
	
	

	
	
	
	
	
	


2. The complaints shall be examined for their genuineness by Concerned HoDs. Incase the subject matter involves policy level issues, the complaint to be escalated to DG. Accordingly, they shall fix a target date for offering the remedy. 
3. The complainant shall be informed through a letter regarding the target date. 
4. In case the HoD decides that process correction or corrective actions are to be taken, then the complaint shall be handled as Non-conformity and the required steps for Non-Confirming products/service shall be initiated followed by the procedure for Corrective actions. 
5. Based on decisions taken by HoD concerned in consultation with other Depts./ DG, if required, the complainant shall be offered the remedy. 

6. Incase, it is decided that the complaint couldn’t be substantiated, a letter intimating the facts be sent to the complainant.

5.
Interface with other Processes: All Processes
6.
References:
Format: 

· Format to collate Customer Complaints: PM/04_F1
	Refer clause No. 8.7 of ISO 9001:2015
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