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I.O OBJECTIVES

1.1

1.2
1.3

Ensure that 8ll complaints will b€ properly addressed-
Ensure that all the clmplainants will be atteDded immediately and prope,rly
Ensule that all complaints are properly docrunented for irunediate actioo.

2.0 scoPE

This procedure defioes the responsibilities io dealing with the complaint ofall
seafarer's including his immediate family.

3.0 RI'FERENCES

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

4.0 RESPONSIBILITIESANDAUTHORITIES

Custom€r Sewice Assistant, Wster Maintenaac€ Foremm, Water |vraintenarc€ lt{er

s.0 PRocEss

See procrss flow chart below
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5.I FLOW (]HART FOR COMPI,AINT PROC}:DT]R[

Forward the SR to the Engineering

SR will be segregded in accordance

with th€ needed r€parr

lfther€ is a ne€d for lhe
concessionaires to pay, they may
immedrately pay at the office or at
the Watef Maintenance Man
provided with the ofiicial r€ceipt.

Customer Servic€ A3listrnt

Reoeiv€s complarnts thru phoneor walk

-in

Custom€r Servic€
A3sbtsnt

Prepare and approve the

Servic€ Request and record

Water Mainlenince l-or€mao

Dstribute SR to the Warer Maintmance
Mm

Atterd to the complaintt requ€st and

shall pr€pare and submit th€

accomplishment report to the Water

Marntelrance Fofeman

Wrter trlainlenarce Forcmflr

Checks accomplishment report aod

submit to the CSA

Cu3tomer S€rvice Asiistsnt

R@rd lhe mmplishmcnt r?ort to thc
Locbook
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Wrier Mrintenanc€ Msn

The conc€$ionalres or his

reprcaarldive shall file a wrrtl€rroral

complaio.
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Divilion Msnager

R€ceive all w'itt6l and orsl
complaint

Admlnistrrtive Mrnlger
Handle all win€n and oral

complarnt.

GRIf,VANCE
COMMITTEE

@ivision Mansg€$, Admin
Assistaht, Cus{om6 Service

Officer)

AIC (Administrative

Investigatron Cornmittee)

C€tr.irl Mttr.g.r

Final Decrsion based on the
recommenddion offie AIC

5.2 Employee's(lomplaint

The SMWD employe€ as lh. csse

rnaybe shall file a wrin€r/oral
complain.

Counsel th€ complainant

The gflevarce committee shall
discuss and classiry the complaint
and drscuss to the complarnant

Unresolved complain will undergo
investigdion for 5 working days and
inform the complarnant ofthe
progress of the investigdion

Resolve thc comphint. Prepa.€ all
the docurDeots of the resolved
complaiots and adon

Lesal Action (Civil S€rvice
Commissron)

EDployec
Appe€l on lhe decision of

the G€neral Manager
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6.0 RECORDS

6. I Written ComplaiDt
6.2 lnvestigationReport
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