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COLOGNIA

DREAMS & WORK




          MANAGING OF NON-CONFORMANCES AND CLAIMS
   Customer complaint
  

1. Complaint identification 
(2h after received)
	Customer
	     

	No.of complaint
	     

	Product
	     

	Reason of complaint
	     

	The way of returned products handling
	     

	Received
	     


	Name and size
	     

	Amount
	     

	Order number
	     

	Number of DN
	     

	Invoice number
	     


	Name and size
	     

	Amount
	     

	Order number
	     

	Number of DN
	     

	Invoice number
	     


	Determination if the claim product is from our manufactory, checking if we don´t have any products in the store
	 FORMCHECKBOX 


	Confirmation of order and required characteristics (maesure, material, colourfulness, wind…)
	 FORMCHECKBOX 


	Determination if the claim amount is complained legitimately
	 FORMCHECKBOX 


	Checked up (name, signature)
	     
	Date
	     


2. Assesment of root cause 
(2 days after received)
	Root cause, see example : Consequence : burned cake Way? long period of baking Way? nobody turned the oven off Way? nobody watched the time Way? chef was busy Way? serial in the television, Afterwards is possible to determined corrective action : take TV away, automatic time-switch oven, instruct the chef, and so on.

	Result :

     


	Way ?

     


	Way ?

     


	Way ?

     


	Should final inspection detected an error?

 YES  FORMCHECKBOX 

  NO  FORMCHECKBOX 
 

	Checked up (name, signature)
	     
	Date
	     


3. Approval of compensation
(1 day after received)
new delivery 

 FORMCHECKBOX 




discount 

 FORMCHECKBOX 




credit note 

 FORMCHECKBOX 




others


 FORMCHECKBOX 

complaint refused 
 FORMCHECKBOX 


complaint accepted
 FORMCHECKBOX 


 

	Approved by (name, signature)
	     

	Discussed with customer (name, signature)
	     
	Date and time
	     


4. Compensation
(as soon as possible)

	Way of compensation (číslo dobropisu, číslo zakázky, atd.)
	     

	Executed by 
(name, signature)
	     
	Date
	     


5. Economic evalution
(before closing)

	Direct material
	Width:  
	Length: 
	Amount:
	

	
	Type of material: 
	
	

	Machine time
	Machine: 
	Time: 
	Amount:
	

	Transportation
	
	Amount:
	

	Credit note value:
	
	Amount:
	

	Fixed item
	
	Amount:
	

	Evaluate by 

(name, signature)
	
	
	Total
	


6. Actions
(1 day after received)

	 Determined corrective measures and targets (description, link label)

	Corrective action nr. :      
Preventive action nr :      

	(as soon as possible)
	Responsible
	Signature
	Fulfill

	     
	     
	     
	     

	     
	     
	     
	     

	     
	     
	     
	     

	     
	     
	     
	     

	     
	     
	     
	     

	Determined 
(name, signature)
	     
	Date
	     


7. Quality manager approval
Process approved  FORMCHECKBOX 






Process not approved  FORMCHECKBOX 

	Comment 

	     


	Approved by (name, signature)
	     
	Date
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