
CUSTOMER COMPLAINTS PROCESSING MECHANISM 
DIAGRAM

C O M PLA IN TS A R E R ECEIV ED  TH R O U G H  TH E C H A N N EL TH A T TH E CU STO M ER  REA CH ES (W EB M A IL, C O M PLA IN T 
FO R M S, TELEPH O N E, ETC .).

F IR ST R ETU R N  IS  M A D E TO  TH E CU STO M ER  TH A T TH E C O M PLA IN T H A S B EEN  R ECEIV ED . (3  W O R KIN G  D A YS) 
(O PER A TIO N  M A N A G ER )

TH E CO M PLA IN T IS  REC O R D ED  A N D  N ECESSA R Y IN IT IA L CO R R EC TIO N S A R E M A D E. (O PERA TIO N  M A N A G ER )

TH E CO M PLA IN T IS  FO R W A R D ED  TO  TH E H YG IEN E Q U A LITY M A N A G EM EN T U N IT  V IA  SO FTW A RE &  E-M A IL 
(O PER A TIO N  M A N A G ER )

TH E R O O T C A U SE O F TH E C O M PLA IN T IS  ID EN TIFIED  A N D  A CTIO N S A RE TA KEN . (O PERA TIO N  M A N A G ER /H KY)

TH E R O O T C A U SE O F TH E C O M PLA IN T IS  ID EN TIFIED  B Y TH E K ITC H EN  A N D  A C TIO N S A R E TA KEN .(O PER A TIO N  
M A N A G ER /H KY)

IF  IT  IS  A  CO M PLA IN T C A U SED  B Y TH E SU PPLIER , TH E H KY D EPA R TM EN T IS  CO N TA C TED . TH E H KY D EPA RTM EN T 
R EQ U ESTS TH E SU P PLIER 'S  A CTIO N S FR O M  TH E C O M PA N Y. TH E A C TIO N S A RE SH A R ED  IN  W R ITIN G  W ITH  TH E 
O P ER A TIO N  M A N A G ER.

ACTIONS TAKEN W ITH THE CUSTOM ER ARE SHARED VERBALLY OR IN W RITING. (OPERATION M ANAGER/HKY)

IF THE CUSTOM ER IS SATISFIED, THE COM PLAINT IS CLOSED (OPERATION M ANAGER)

IF THE CUSTOM ER DEEM S THE ACTIONS TAKEN INSUFFICIENT, DIFFERENT ACTIONS ARE TAKEN AGAIN AND 
SHARED W ITH THE CUSTOM ER AGAIN. (OPERATION M ANAGER/HKY)

THE PROCESS CONTINUES UNTIL CUSTOM ER SATISFACTION IS ACHIEVED, ALL SOLUTIONS AND ACTIONS ARE 
TAKEN.

3 RETURNS ARE M ADE UNTIL CUSTOM ER SATISFACTION IS ACHIEVED. IF THE CUSTOM ER IS NOT SATISFIED W ITH 
THE 3RD RETURN, THE COM PLAINT IS NOT CLOSED, IT IS LEFT OPEN. (OPERATION M ANAGER/HKY)

THE RATIO OF OPEN COM PLAINTS TO TOTAL COM PLAINTS IS M ONITORED THROUGH DATA ANALYSIS/TARGET 
TRACKING TABLES AND SHARED W ITH OPERATIONS M ANAGERS (HKY/OPERATIONS M ANAGERS)


