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A 
YES 

NO Were there any 
complaints or 

Comment by the 

standardizing authority? 

The claim is considered 

closed and addressed. 

START 

Receipt of feedback from the client or stakeholder. (By 

mail, e-call, verbal or any other means) 

Suggestion Claim 

Quality Manager oversees 

sorting 

If a suggestion leads to an 

opportunity for improvement, 

the GC must inform the GO so 

that it can authorize the 

action if it is feasible. 

END 

An analysis of the nonconformity is 

prepared 

The corresponding action is carried out, and 

the client is given a response with a copy to 

the standardizing authority within a period of 

no more than 10 days 

It is documented in the format called Register of 

Complaints, Claims and Suggestions 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
 

 
 

 

 
 

 

ALAN-PQUE-13.01 

Receipt response is sent to the client. 

If aplicable. 
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The decision by the 

normalizing authority is 

awaited. 

END 

ALAN-PQUE-13.01 

According to the 

analysis, does the 

complaint proceed? 

NO 

YES 

Does it impact 
the 

test results? 

NO 

YES 
ALAN-PTNC-14 

It is documented as a non-

compliant work (TNC) according 

to your procedure. 

Corrective actions 

are taken 

The laboratory notifies the 

standardizing authority of 

the report within a period of 

no more than 10 days 

It is documented in the form called Register of Complaints, 

Claims and Suggestions, specifically in the complaints 

section. 
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