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1.0. Purpose
This procedure ensures proper collection and investigation of customer complaints, and design of corrective plans where needed.
2.0. Objective
The procedure establishes the process to track and investigate potential non-satisfaction of customers.
3.0. Definition of Terms
· What is a Complaint:
An enquiry is a complaint if it is an allegation against theNSTS rather than any other SHLS department, about the way we have exercised, or failed to exercise, our functions or provided a service. 

A complaint can include allegations about: 

• Unprofessional behaviour, negligence, or failure to carry out our statutory functions

• Provision of an inadequate level of service 

• Inappropriate behaviour or conduct, or incompetence of HTA staff or Members 

• Failure to provide a service 

• Delay that could have been avoided 

• Failing to follow correct or appropriate procedures 

• Unfairness, bias or prejudice 

• Giving advice which is misleading or inadequate 

• Refusing to answer reasonable questions 

• Rudeness and not apologising for mistakes 

• Not putting things right when something has gone wrong.
· Correction: Action to eliminate a detected nonconformity.

· Customer: Organization or person that receives a product or service from a supplier organization.

· Customer satisfaction: Customer's perception of the degree to which the customer's requirements have been fulfilled. 

4.0. Responsibilities

The NSTS Manager:
· Develops and oversees the customer complaint procedure. 

· Oversees the customer complaint procedure;
· Validates customer complaints where needed;
· Designs corrective action plans.

The Quality Manager: 

· Ensures the customer complaint procedure is implemented and monitored;
· Collects the complaint registration forms;
· Validates customer complaints by, e.g., reviewing the complaint, interviewing NSTS staff referenced by the complaint; 

· Maintains documentation of the complaint procedure.

Staff:
· Direct unsatisfied customers to fill in complaint registration forms.

5.0. Procedure
Errors that escape detection by the NSTS may be detected or suspected by the customers. Although this particular type of quality control may not be popular, it should in no case be ignored and can be useful. For dealing with complaints, a protocol must be developed and followed, with an accompanying complaint registration form see Complaint Registration Form (NSTS-F22)
1. Design a customer complaint registration form with at least the following items: 
· Customer’s name (Facility name) 
· Date the complaint was received;
· Description of complaint;
· Name of person who received the complaint (usually the head of facility);
· Result of investigation (evaluation and possible action); 

· Name of person(s) who dealt with the complaint; 

· Date when report was sent to customer.
2. The complaints will be submitted to the Quality Manager for analysis and all negative points will be traced and eventual corrections will be designed to correct these points as indicated in SOP Corrective Actions.

3. A record of complaints should be kept.
6.0. Related documents
Customer Complaint Form (NSTS-F22)
SOP Corrective Actions (NSTS-S29)
7.0. References
· Process for handling complaints (https://www.hta.gov.uk/sites/default/files/RES-SOP)
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