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OBJECTIVES

1.1 Ensure that all complaints will be properly addressed.

1.2 Ensure that all the complainants will be attended immediately and properly.
1.3 Ensure that all complaints are properly documented for immediate action.
SCOPE

This procedure defines the responsibilities in dealing with the complaint of all
seafarer’s including his immediate family.

REFERENCES

3.1 Procedure for Corrective and Preventive Action
32 Procedure for Control of Records

RESPONSIBILITIES AND AUTHORITIES
Customer Service Assistant, Water Maintenance Foreman, Water Maintenance Man
PROCESS

See process flow chart below
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5.1 FLOW CHART FOR COMPLAINT PROCEDURE

Customer Service Assistant

The concessionaires or his

\ 4

Receives complaints thru phone or walk

representative shall file a written/oral

—in. complain.
Customer Service
Assistant <
» Forward the SR to the Engineering
Prepare and approve the

Service Request and record

Water Maintenance Foreman

SR will be segregated in accordance

Distribute SR to the Water Maintenance
Man

3
Water Maintenance Man

Attend to the complaints/ request and

v

with the needed repair

If there 1s a need for the
concessionaires to pay, they may
immediately pay at the office or at

v

shall prepare and submit the
accomplishment report to the Water
Maintenance Foreman

v
Water Maintenance Foreman

Checks accomplishment report and
submit to the CSA

Customer Service Assistant

Record the accomplishment report to the
Logbook

the Water Maintenance Man
provided with the official receipt.
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5.2 Employee’s Complaint

Division Manager

Receive all written and oral
complaint

——

Administrative Manager
Handle all written and oral %
complaint.

GRIEVANCE
COMMITTEE

(Division Managers, Admin
Assistant, Customer Service
Officer)

The SMWD employee as the case
maybe shall file a written/oral

complain.

Counsel the complainant

Y

AIC (Administrative
Investigation Committee)

—p

General Manager

Final Decision based on the
recommendation of the AIC

\ 4

The grievance committee shall
discuss and classify the complaint
and discuss to the complainant.

Unresolved complain will undergo
investigation for 5 working days and
inform the complainant of the
progress of the investigation.

Resolve the complaint. Prepare all
the documents of the resolved
complaints and action

Recommend to the GM the findings
of the AIC for Approval

Employee - . .
Appeal on the decision of _ Legal tf\ct_lon (Civil Service
the General Manager Commission)
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6.0 RECORDS

6.1
6.2

Written Complaint
Investigation Report

e .
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