LABORATORY COMPLAINT PROCESS

CUSTOMER
COMPLAINTS

NO

Does the error originate
from our Institution?

Written or verbal
information is conveyed
to the customer.

v

YES

The customer is informed and the complaint is
processed.

Verbal or written customer
complaints are received by the
responsible personnel by recording
them in the Complaint/Request
Form.

v

Verbal or written complaints are recorded in the
Complaint/Request Form.

¢

The Complaint/Request Form is forwarded to the
responsible personnel for review.

|

subject of the complaint.

Examination, evaluation and conclusion of complaints are carried out by people independent of the

|

The responsible personnel meets with the Laboratory Quality Executive / Laboratory Manager when
necessary during the examination, evaluation and finalization of the complaint.

!

Complaints, investigations and activities by the laboratory are recorded in the Complaint/Request

Form.

!

Laboratory Quality Executive carries out activities according to the "Laboratory
Nonconforming Work Control" Procedure when necessary and monitors its effectiveness.

'

The result of the

As a result of the complaint, if the work carried out within the scope of non-conforming work
needs to be stopped or repeated, the "Laboratory Non-Conforming Work Control Procedure™ is
applied.

complaint is

notified to the
customer in
writing or

verbally.




