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1.0  OBJECTIVE 
  

To ensure that all customer feedback requiring attention are properly attended to and given 
immediate action/response.  
.  

 
2.0 SCOPE 
 

This procedure covers all activities from receipt of customer feedback up to the preparation 
of quarterly report summarizing all customer feedback. 

 
  

3.0   DEFINITION OF TERMS 
 

Customer Feedback - refers to customer complaints, suggestions, issues and concerns 
requiring attention and immediate action. 
 
   

4.0 RECORDS 
 

 Customer Feedback File 

 Nonconformity and Corrective Action Report (NCAR)   

 Incoming / Outgoing Correspondence File 
 

5.0 REFERENCE 
 

 PM-FPRDI 06- 04 Corrective Action 
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6.0 PROCEDURE 
 

FLOW PERSON 
RESPONSIBLE 

DETAILS 

 

 

 

 

 

 

 
 
 
 

Concerned  
Personnel 

 
 
 

 
 
 
 
 Fill-up the Customer Feedback Form FPRDI 

F01 
 
 
 

 

 

 

 

 

 

 
 
 

Concerned  
Head 

 
 
 

 
 
 Concerned Head approves action to be taken. 
 Customer’s suggestion and comments will be 

discussed at the management meeting for 
further action. 
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 Refer to PM-FPRDI 06-04 Corrective Action. 
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 Give feedback to customer through written 
communication.  

 Fill-up the appropriate portion of the 
Customer Feedback Monitoring Report 
indicated in FPRDI F01. 

 

 Concerned  
Unit 

 
 
 

 Submit the Summary of Customer Feedback 
to QMR to be presented on Management 
Review. 

 

 

Start 

Receive Customer 
Feedback  

Yes 

Discuss Customer’s 
 Feedback with concerned 

 unit 

 
Effective? 

 
Inform Customer   

Prepare a Quarterly  
Report on Summary of 
Customer Feedback  

Take Appropriate       
Corrective Action 

End 

No 


