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1 PURPOSE 
This procedure documents the method by which complaints are channeled, sorted, actioned and verified.  

2 SCOPE 
Procedure applies company wide. 

3 REFERENCE DOCUMENTS 
• Controlled Document 061 Complaints Communication Flow  

• Complaints Register WS008 

4 RESPONSIBILITIES 
The personnel responsible for the procedure are identified in the list below. All responsibilities are clearly defined in Section 5 

Method and the relevant flow chart. 

• OBU Head and other responsible person (to take action on complaints) 

• PR & Communications Manager 

• PR & Communication Officer 

• Customer Care Unit 

•  Coordinator- Customer CareAll employees 

5 METHOD 
The attached flow chart depicts the activities involved in the process. 

 

 

6 RECORDS 
Records considered critical for this procedure are treated as follows: 

Reference Document Person responsible for 
maintaining the Document 

Document Storage 
Location 

Duration of time Records are 
kept 

Complaints Register WS008 Customer Care Unit One-drive Records are kept for 10 years.  

Personal information is erased 
from register after 2 years. 
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Customer Care Unit logs complaint in Complaint Register.
WS008 Complaint 

Register

START

Customer care reviews the newspapers and online news 

portals for any for Waste/ Environment related articles 

(including Complaints) relevant to WasteServ.

Complaints made in newspapers 
Complaints made directly to 

Customer Care Unit (via phone 

or email)

Complaints made to WasteServ 

personnel.

All complaints received shall be channeled to the Customer 

Care Unit.

Note: Complaints from anonymous sources shall not be 

logged.

Customer Care Unit forwards complaint to respective OBU 

Head and other responsible person, as applicable (as per 

CD161) for action to be taken, recording detail on the 

Complaint Register.

OBU Head or responsible person takes the necessary 

measures to address / close-off complaint.

Customer Care Unit carries out weekly reminders to OBU 

Head for open / pending complaints until these are all closed-

off.

Coordinator- Customer Care, on a quarterly basis, compiles 

statistics (from the Complaint Register) and circulates statistics 

to Chiefs and other relevant personnel for further analysis and 

continual improvement.

OBU Head or other Personnel (as necessary) carries out 

follow-up / verification to ensure that the complaint is 

effectively closed-off. They are to inform Customer Care Unit 

(by email) of the follow-up / verification conducted. 

Customer Care Unit in turn shall record such on Complaint 

Register.

OBU Head/ and or responsible peron sends an email 

Customer Care Unit with the measures taken to close-off 

complaint; Customer Care Unit shall in turn record such on 

Complaint Register.

Customer Care informs complainant that complaint is being 

looked into, if applicable

Customer Care Unit informs third party regarding the actions 

taken to address the complaint. 

In case of complaints in newspapers and/or in WasteServ 

social media platform, PR and Communications Manager or 

delegate publishes and/or posts a reply to Complainant, 

specifying actions taken to address complaint.

Note:

Generic requests for 

information posted on social 

media are not considered as 

complaints. Such requests 

are answered by the 

Customer Care Unit and PR & 

Communication Officer as 

applicable.

Complaints made on WasteServ 

social media platforms.

PR & Communications Officer forwards complaints received on 

WasteServ social media platforms to customer care unit.

Customer Care Unit attains as much detail as possible about 

the complaints received.

END

WS008 Complaint 

Register

CD61Complaints 

Communication Flow

 


