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flow diagram for standard QC problem procedure 

Notification received from Customer

delivery problem Is the complaint a delivery problem or a 
QC problem? QC problem

Customer Services to log problem onto 
CRM system on customer record

Local QC officer to check all details of 
the QC problem

Customer Services to get feedback 
from local delivery company of how 

they will resolve similar problems in the 
future

MAJOR QC PROBLEM Is problem a Major or Minor QC 
Problem?

Minor QC Problem                                       
Local YOUR OFFICE office to control 

End
All details of QC problem forwarded to 

QC Manager within 24 hrs of 
notification from customer

Local QC officer to issue standard 
minor QC letter to customer within 

24hrs of QC notification

QC Manager to issue standard MAJOR 
QC letter to customer ( within 24hrs of 

incident ) informing them of what 
actions have been taken.

Local QC Officer to ask customer if the 
would like us to send replacement 

product or issue a credit memo - to be 
sorted out within 24hrs

NO Does QC problem require re-call 
product from customer YES Local QC to Notify Head QC Officer of 

resolution

Customer Services to ask customer if 
the would like us to send replacement 
product or issue a credit memo - to be 

sorted out within 24hrs

Customer Services to make 
arrangements to collect products from 

customer
Local QC to log problem into CRM 

system on customer record

End

Customer Service to log problem into 
CRM system on customer record

Customer Services to arrange 
shipment of replacement product to 

customer within 24 hrs

Customer Services to notify local QC 
manager and QC Manager of resolution

Samples of faulty product sent directly 
from local YOUR OFFICE office to QC 
Manager at responsible location/factory 

for investigation

QC Manager to send follow-up letter to 
customer if warranted

Factory to acknowledge receipt of 
faulty product and to advise QC 

Manager within 48hrs of time required 
to complete investigation. A timescale 
must be agreed to compile full report. 

The final report and conclusions sent to 
QC Manager

End
QC Manager to keep local QC 

manager informed of progress and 
conclusions.

Complete QC claim letter for YOUR 
OFFICE factories if applicable 

QC Manager to send final reply letter to 
customer is warranted

QC Manager to log problem into 
Salesforce on customer record

End

4) Item code/description/batch code
5) Obtain samples of product (preferably entire 
carton)
6) Digital picture of product as alternative to 
samples

Customer Services to Manage                     
If damaged in transit, ask customer if 
the would like us to send replacement 
product or issue a credit memo - to be 

sorted out within 24hrs

Sales or Customer Services to gather 
immediately the following data and 

inform local QC officer of QC problem 
with all necessary details of problem / 

complaint

data to collect
1) What is the QC problem?
2) How many products and pieces are affected?
3) When did problem occur?


