
 

 

 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 

 

 
 

COMPLAINT PROCEDURE 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Client Complaint / Query 

Received  Complaint logged 
and referenced 

Contact client to 
determine exact cause of 
complaint 

Complaint and 
assessment reviewed 
ontacts Assessor 
with complaint details 

Unable to resolve 
problem by phone or in 
correspondence 

Return visit required - 
YES 

Review of complaint 
progress 

Client meeting  

Write to client with agreed 
solution 
 
• Report Amended accordingly 
• Updated Records 
• Visit Report completed 
• Complaint Book closed 
• Lesson learnt 

Problem 
resolved 

YES 

Problem 
resolved 

NO 

Certification body 
approached 
apprached 
intervenes Speaks to Veritas and 

agrees a solution 

Return 
Visit required - No 




