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                                                                Customer



                                                          Concerns 

1. Purpose and Scope

Purpose

This procedure establishes a process to respond to customer concerns with a system of containment, interim and permanent corrective action.

Scope
This procedure applies to all concerns expressed by a customer, whether by phone, fax mail, electronic mail, or other method.  Documented corrective action is required when a formal customer concern is received.

Documented corrective action may also be required when a minor customer concern is reported (such as an informally expressed concern).

2. Definitions

Concern
Any statement of known or potential nonconformance or dissatisfaction by any customer representative.

Containment Action
Short-term actions put in place to address a quality issue until permanent corrective actions are determined and implemented.

Corrective Action
Action taken to eliminate the cause of a detected nonconformity or other undesirable situation.

Corrective Action 
Document specifying actions to be implemented for 

Plan
correcting a process or part quality issue, with responsibilities and target dates assigned.


3. Procedures

3.1
QUAL MGR
Investigate Customer Concern

Receives correspondence about customer concerns and investigates each to determine the extent of the problem (7.2.3c)


3.2
QUAL MGR
Determines if Nonconformance Exists

Upon review of the concern expressed by a customer and an initial review of the situation, determines if a nonconformance report is appropriate.


3.3
QUAL MGR
Respond to Customer

Acknowledges receipt of the customer concern and communicates the current status (7.2.3, 7.2.3a, 7.2.3b, 7.2.3c) of the corrective action (if any) to the customer within twenty-four (24) business hours of receiving the concern using the customer prescribed format, if required.


3.4
QUAL MGR
Follow Corrective Action Process

The documented process for corrective action is to be followed.  The results of the process should be expedited as much as possible commensurate with the potential impact.


3.5
QUAL MGR
Keep Involved Parties Informed

Attempts to communicate the progress of the process (7.2.3, 7.2.3a, 7.2.3b,

7.2.3c) are to be made at least every other business day by phone, fax, or electronic mail unless waived by the customer, until the concern is resolved.  Communication to internally involved parties is not waived.


3.6
DEPT SUP
Determine Permanent Corrective Action

Forwards concern to our problem-solving team to investigate and potentially recommend permanent corrective action to other similar processes, products or services.


3.7
DEPT SUP
Initiate and Implement Permanent Corrective Action

Implements recommended permanent corrective actions, if any, in relevant departments and processes.


3.8
QUAL MGR 
Prepare Final Response

Prepares a final response to the customer (7.2.3, 7.2.3a, 7.2.3b, 7.2.3c) regarding the concern after implementing permanent corrective action, where required by contract.


3.9
QUAL MGR
Summary of Concerns

Compiles a summary of concerns (5.6.2b) reported and actions taken to resolve them for consideration in our management review activity. 
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