PROCEDURE FOR HANDLING COMPLAINTS

A complaint is an expression of dissatisfaction made in writing, about the standard of
service, actions or lack of actions by EMTAC, affecting the client.
There may be complaints from the users or purchasers about the quality of the certified
Product. It is the duty of both the manufacturer of the product and EMTAC to resolve such
issues on priority.
Scope :
a. Specific complaints concerning certified parameters of the product/services shall only
be entertained.
b. As per the contractual Agreement, Licensee shall extend all cooperation to EMTAC to
carry out a detailed investigation about the quality of the product in question. The outcome of
the investigation shall be recorded in appropriate formats.
c. As far as possible the sample against which the complaint has been made shall be
tested. Whenever necessary the licensee shall provide samples of the same lot to determine
the correctness of the complaint.
d. In the event of a complaint being found genuine and the product/service fails to meet
the specified requirements, the licensee shall arrange free replacement of the product.

Responsibility:
Committee constituted by CEO.

Process for complaint handling:

i) Complaints will be received in writing, addressed to EMTAC and signed by the
complainant, complete with address.

i) Telephonic and verbal complaints will be entered into the complaint register, and
confirmation shall be taken in writing for proceeding further.

iii) Anonymous complaints will also be recorded and assessed and action taken wherever
necessary.

In order to deal with complaints effectively and to resolve the problem efficiently, the following
steps shall be adopted :

i) The complaints will be acknowledged in writing within 5 working days. The letter will
detail what action will be taken, who the responsible officer will be and a contact number, and
the anticipated time for a response where this is known.

i) All written complaints will be registered.

iii) Depending on the nature of complaint, the CEO will assign a suitable person(s) who will
go through all the relevant records and documents to analyze the root cause of the complaint.
iv) To ensure that there is no conflict of interest, EMTAC shall not involve personnel who have provided
consultancy for a client or been employed by a client to verify or approve the resolution of a complaint
or appeal within 2 years following the end of the consultancy or employment.



v) The assigned officials will bring out the reasons leading to the complaint, individuals
responsible, measures required to rectify the shortcomings in procedures as well as in
documentation, if any and recommend suitable remedial actions.

V) The CEO will ratify the recommendation made by the assigned personnel and initiate
necessary actions for rectification of any short coming brought out through the analysis of the
complaint.

vi) The complainant will be informed in writing about the findings of the investigation.

vii) Complaints from end users of the certified products shall be directed to the manufacturer of the
certified product. EMTAC shall follow up to ensure satisfactory and reasonable resolution to such
complaints. EMTAC reviews clients’ complaint records during surveillance activities.

viii) A necessary corrective and preventive action will be taken to avoid recurrence of such
complaints. The Corrective action will be entered into the EMTAC Register for closure of the
Complaint.



