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Objective

To have an organized complaint process and response mechanism.
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VA means for improvement and development
/ An opportunityto remove barriers in the

delivery of products and services
V'....focus on the solution
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Scope
Y P 3 4
Phases of complaint Examination of Response process Analysis & evaluation
received complaints of Complaints
Hotline  Communication Order  Ppriority Timeline Response  Trend By
numbers and acceptance of Complaint Setting  time Analysis  semester
Priority
Receipt of Normal Directing
complaints Complaint Complaints
Notice of Low Priority
receipt and

status EDP
monltorlng - o..
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Target

determine the
perceived service
quality and support
client loyalty as a

Determine ways of
result.

Improvement and
development in the

micro financing < improve client
process and take
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necessary actions
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Process flow

Client calls/text Internal Audit Unit
feedback receives call/text

IAU receives and records
additional data/info and
records

" . . |IAU receives and records
Name/Center/ Additional information additional data/info and
contact number/ required? records

complaint
Inform client about receipt of

Within 5 hours < complaint

8 am to 5 pm for calls on

weekdays; 24/7 for text messages « High Priority - Priority Classification. High
- 1-3-5 scheme priority?
*Normal
-10-15 days Inform the management

*Low Priority

L - 30 days or more Forwards complaintsto 7]
Within 1 day Department Heads *
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Complaint Complaint Re- No Agreement

Directed directed Reached

Complaints are Complaints are validation process is
forwarded to cascaded down ongoing/ no final
concerned to AM/BM level recommendation yet
Department

Head/Officer
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Complaint Resolution
reached?

Providing final report to
the management

Redirecting complaints to Area
Heads/Manager for further Repommended
investigation/validation solution approved?

Recording of redirected Informing the client of

complaints the result
as requested

Start of resolution process Recording Qf the final
again in reference to the status in the
redirected complaints system/logbook

Implementation of the
agreed solution/action
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Complaint In implementation

Closed

problem
solution/action
has been made/
communicated

management
response is
implemented.
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Our communication system..

09215311454

2 " The HOTLINE service is open 24/7 for text
messages and 8:00 am to 5:00 pm for calls.

The Chancery, Cathedral Compound
e Albay District Legazpi City 4500 Philippines
www.sedp.ph
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