Customer Complaints



Purpose:
To meet our quality goal of being our customers’ preferred supplier and ensure proper response to, and handling of, informal customer discrepancies.
Scope:
Any customer, supplier or employee complaint that would not be resolved through the corrective/preventive action system.

1. It is everyone’s responsibility to report any complaint to the Quality Manager of Metro Plastics. The complaint, regardless of how trivial, should be reported. Complaints can be sent by email or Return Authorization Forms in IQMS.
2. The Quality Manager who will enter the complaint into the L90.8103.1 log.  The complaint will be given a number by sequential order when the complaint is received. The customer complaint number will reset back to one (1) for each new calendar year.
3. The Quality Manager will launch an investigation into the complaint. If the investigation discovers a valid complaint, the Quality Department will complete the Discrepant Material Report (DMR) via IQMS; follow the DMR work instructions 80.7702QA. 

4. If the complaint is not valid, the complaint will be recorded as invalid on the complaint log L90.8103.1 .
5. The complaints shall be kept on file for a minimum of one year past the current year.

6. The Quality Manager shall report on the complaints received at the weekly “Monthly ARB Meeting” and the annual Audit Review Board Meeting.

Reference Material:
Work Instructions

80.7702QA
Discrepant Material Report

80.7751CS
Return Authorization

Forms & Logs

L90.8103.1
Customer Complaint Log 
90.8103QMS


Chuck Forrestal


10/19/04





Latest


6/6/2024


Revision 5








	Policy
	Procedure
	WI
	Form
	Retention

	9
	9.1
	90.8103QMS
	
	



