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Complaints Handling and Resolution 

This chapter establishes a documented procedure for the receipt, evaluation, investigation, and resolution of 
complaints related to: 
● SNRMS’s certification activities, 
● Decisions made under its certification program, and 
● Conduct or compliance of certified operators. 
The procedure ensures impartial, transparent, and timely handling of complaints in compliance with ISO/IEC 
17065:2012 and NPOP (8th Edition) requirements. 
SNRMS have a documented process to receive, evaluate and make decisions on complaints. SNRMS shall record and track 
complaints and appeals, as well as actions undertaken to resolve them. Complaints shall be dealt in a non-discriminatory 
manner irrespective of any partiality to specific group or personnel. SNRMS shall entertain any complaints received from 
any interested party, including operators, stakeholders, customers, regulatory bodies, and the general public 
 
Receipt of complaints:  
Upon receipt of a complaint or appeal, SNRMS shall ensure to confirm whether the complaint or appeal relates to 
certification activities for which it is responsible and, if so, shall address it. All the complaints related to SNRMS operation 
and against certified operators shall be dealt with in a speedy and efficient manner. 
Procedure: 
● All the complaints received either through emails, fax and letters and telephonically shall be entertained. 
● SNRMS shall ensure to acknowledge receipt of a formal complaint or appeal. 
● SNRMS may ask for additional requirements regarding the complaints. SNRMS shall be responsible for gathering and 

verifying all necessary information (as far as possible) to progress the complaint or appeal to a decision. 
● For telephonic complaints, the complainant shall be asked for the complaint in writing. 
● The action against all the complaints shall be taken by the QM with the permission of management. 
● All the complaints and action taken shall be duly recorded in the complaint register. 
● SNRMS shall ensure that the decision resolving the complaint or appeal shall be made by, or reviewed and approved 

by, person(s) not involved in the certification activities related to the complaint or appeal. 
● To ensure that there is no conflict of interest, personnel (including those acting in a managerial capacity) who have 

provided consultancy for a client, or been employed by a client, shall not be used by SNRMS to review or approve the 
resolution of a complaint or appeal for that client within two years following the end of the consultancy or 
employment. 

● The action taken shall be communicated to the concerned in a timely manner either through email, letters. No verbal 
communication shall be done in this regard. Whenever possible SNRMS shall give formal notice of the outcome and 
the end of the complaint process to the complainant. 

● Information related to the complainant and complaint is treated confidentially in accordance with SNRMS’s 
confidentiality policy. 

 
Resolution of complaints: 
SNRMS considers complaints related to its operations and those against certified operators. Resolution of complaints 
received from any operator (e.g., producers, contract producers, processors, handlers, etc) or from other parties such as 
interested stakeholders or the general public does not discriminate any partiality to specific groups or members. QM shall 
be responsible for implementation of this procedure. SNRMS shall ensure to give formal notice of the outcome and the end 
of the appeal process to the appellant. SNRMS shall ensure to take any subsequent action needed to resolve the complaint 
or appeal. The aim is to resolve complaints effectively, restore confidence in the certification process, and prevent 
recurrence. 
 
Investigation process: 
● QM shall investigate the complaint for its cause and prepare an investigation report of its deliberation and put it up to 

the management committee.          
● Having considered the report, the management committee may order corrective action to be taken. 
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Corrective Action: 
○ If non-conformities are confirmed, a Show Cause Notice/Warning Letter is issued to the concerned. 
○ The concerned must respond in writing within 15 days from the date of receipt. 
○ Based on the response and evidence, appropriate sanctions are applied in line with SNRMS’s Sanctions Catalogue. 
● The decision of the management committee will be recorded in the complaint register and any decision requiring 

corrective action to be taken will be implemented by the Quality Manager. 
● The Management Committee verifies the effectiveness of corrective actions implemented before closing the complaint. 
● All investigation reports, decisions, and corrective actions are documented in the Complaint Register. 

 
 Complaints regarding certified operations: 
In case of receiving complaints of non-compliance of a certified operator from third parties or authorities, SNRMS shall 
take appropriate measures to investigate the matter and, depending on the severity and basis of the complaint, may also 
have to inform the authorities on the complaint and all investigation measures. 
 
Complaints regarding SNRMS: 
● Complaint shall be resolved within 15 working days after the receipt of written complaint. 
● If Complainant is not satisfied with response received from QM/CEO, complainant may forward this to management 

committee members of SNRMS. 
● No verbal communication shall be entertained in this regard from the concerned parties. 
● When a complaint is resolved, a documented resolution is forwarded to the complainant and the interested party by 

the Quality Manager. 
● Complaints received for any official of SNRMS shall be dealt by the immediate reporting authority. 
● The complaint received for the senior executive (CEO/QM) shall be referred to the Management Committee members 

and decisions taken by any four members shall be valid. 
 
Record keeping for the complaints at Operators level 
Operators shall maintain the following documents for the complaints at their end they receive on their certified products 
and take appropriate action to resolve them effectively: 
● Date of receipt of complaint 
● Complaint description 
● Date of resolving the complaint 
● Complaint resolving description and supporting documents 
● Name and Signature of Person handling the complaint, these records shall be verified by SNRMS from time to time. 
 
Communication of Resolution 
● Once resolved, a formal written resolution is communicated to the complainant and any other relevant parties by 

the Quality Manager. 
● SNRMS ensures that communication is clear, transparent, and includes the rationale for the decision taken. 
 
Continual Improvement 
Data from complaints is periodically analysed to identify trends and opportunities for improving SNRMS’s certification 
system. Preventive actions are taken to avoid recurrence of similar complaints. 

 

 
 


