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Kindly take note that any complaints received should be dealt with immediately and with the necessary sense of urgency.

In the event of receiving a complaint, either written or telephonic, the following procedures should apply:

· Confirm receipt of the complaint in writing on the same day that the complaint is received or by the latest within 2 business days;
· Complaints must be resolved/declined within 15 business days upon receipt or on an extended time period as agreed in writing with the complainant.  If the supplier is unable to resolve the complaint within the allowed time period, the supplier must inform the complainant of the delay within 2 business days before the expiry of the 15 business day deadline, and  in writing agree on a new time frame to provide feedback;
· Provide a brief description of the processes to be followed internally as well as by the third party (if applicable).  The third party should deal with the complaint politely, efficiently, and promptly and threat all information as confidential.  Please note that on receipt of a complaint the recipient should refrain from justifying or defending the business’s position.  The receipt of a complaint should not be viewed as an opportunity to argue with the complainant nor to embark on providing any excuses to discredit the complaint;
· All correspondence with the complainant should be documented to avoid any further disputes between the complainant and the business.  Assign a unique identifier code/number to the complaint and an up-to-date status report should be made available to the complainant on request at regular intervals or at least at the time of pre-set deadlines; 
· Assess and investigate the severity of the complaint and where applicable correct the problem and implement corrective measures preventing it from happening again.  Should the business have any uncertainties and/or questions pertaining to the complaint, the complainant should be contacted to clarify any issues and uncertainties to address the complaint correctly;			
· Complete the Complaint Register and Progress Report thoroughly (see attached annexure);
· Every reasonable effort should be made to investigate all the relevant circumstances and information surrounding the complaint, and the level of investigation should be commensurate with the seriousness, frequency of occurrence and severity of the complaint; 
· The complainant must be informed in writing of the decision and action within the 15 business days deadline or on such extended period as in writing agreed on;
· If the complainant accepts the proposed decision and action, the decision should be recorded and implemented as soon as reasonably possible;
· If the complainant rejects the proposed decision or the supplier refuses to take further action, this decision should be recorded, and the complainant should be informed of his/her right to refer the matter to the Motor Industry Ombudsman of South Africa (MIOSA) or any other entity with jurisdiction.  The contact details of MIOSA is Tel: 010 590 8378, e-mail: info@miosa.co.za, website: www.miosa.co.za and fax: 086 630 6141.														
Take note that all complaints should be explicitly documented and communicated regularly to the relevant director, owner or manager for future record purposes.  Sound decision-making about possible risk areas and/or pitfalls can be applied based on these statistics gathered.

