
1. RECEIVE 
COMPLAINT / APPEAL

Group CAR Register

Improvements Procedure
(EG-HSEQ-PRO-002)

The purpose of this procedure is to define how eTest receive, record and manage 
complaints and appeals raised against the Company.

Confirm whether the complaint / appeal is related to the Inspection Activities 
for which the Inspection Body is responsible. Nominate a champion (member 
of management team) to carry out the investigation, and notify the HSEQ 
Team.

If the complaint / appeal is not valid, it should be recorded on the Group CAR 
Register as such.
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2. IS IT VALID?
3(a). INFORM 

COMPLAINANT IN 
WRITING AND RECORD

3(b). RECORD AS NCR 
AND INFORM CLIENT

4. INVESTIGATE

5. EVALUATE

6. ACTION

7. DECISION

8. COMMUNICATE

9. OUTCOME / 
RECORD

YES

NO

The complaint / appeal shall be logged as a Non-Conformance and follow the 
eGroup Improvements Procedure. A Non-Conformance Form shall be raised, 
and the complaint appeal shall be added to the Group CAR Register.

The client shall then be notified to confirm acceptance.

Carry out a thorough investigation and gather evidence to evaluate all the 
facts and establish the areas of concern. The Non-Conformance Report 
should be used to determine the root cause.

Determine the actions required to address the complaint / appeal. This 
should be documented on the Non-Conformance Report as well as the Group 
CAR Register.

Non-Conformance Report
(EG-HSEQ-FOR-002)

Non-Conformance Report
(EG-HSEQ-FOR-002)

Group CAR Register

Make a decision of the complaint / appeal – document accordingly and 
inform the Inspection Body personnel involved of the decision made.

NB: The Decision Maker cannot have been involved in the original complaint / 
appeal.

The Inspection Body must inform the complainant of the decision and 
provide formal notice of the end of the complaint and appeals handling 
process to the complainant or appealant.

Complaint / appeal process completed – ensure all documentation and 
records (Non-Conformance Report and Group CAR Register) have been 
populated in full.
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