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Flowchart for Handling QMS Incidents/ Complaints 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

                             Source  
submits QMS Incidents/ Complaints 

            Incidents/ Complaints 
-Received by staff member 
-Logged in system(Incident Report Form)  

Incidents/ Complaints submitted to QA manager 
-QA manager acknowledges receipt to source. 
-Seeks clarity. 
 -Validates Incident/ complaint against records. 

Incidents/ Complaints against IBRATSA 
 
-QA manager investigates. 
-Determines appropriate Action.  

Incidents/ Complaints against Certified clients 
-Valid incidents/complaints sent to client for a response. 
-Independent auditors may be sent to audit  client’s 
QMS – may raise NCs 
- Client addresses NCs with appropriate Correction & 
Corrective action  
- IBRATSA verifies the NCs and close out. 
  

  Incidents/ Complaints Meeting 
-QA manager convenes a meeting with 
client and complainant.  
-Discusses the outcomes with both parties. 

  Incidents/ Complaints Meeting 
-QA manager formally communicates 
outcome to complainant & close off 
complaint/incident. 
 

 Incidents/ Complaints recorded  into  
Register. 
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History of Document Changes 

Rev No./ 
Issue 
No. 

Date 
dd/mm/yy 

Description of Changes State 
(Approved /  
Not Approved) 

 Change 
Initiator 
(Initials) 

New Rev No./  
Issue No. 

0/1 01/09/20  Initial Release Approved FM 0/1 

      

0/1 10/06/2024  New Rev/Issue as part of the Re-coding and re-
structuring of QMS documents. Revision of relevant in-
text. 

Approved FM 1/1 

      

      

      

      

 


