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[bookmark: _Toc494807972]Introduction
[bookmark: _Toc494807973]Objectives and purposes of Complaints Handling Policy.
We (Mendham Engineering Pty Ltd ACN 164 144 647 "Mendham Engineering") commit to:
Delivering high quality services and products.
Understanding and responding to the needs and concerns of customers and clients.
The aim and objective of this policy is to:
Provide guidance on the way we receive and handle complaints in respect to our business activities and dealings with our customers.
Assist us in dealing with and resolving complaints in an efficient, effective, and professional manner.
[bookmark: _Toc494807974]Background
In creating this policy, we have sought to ensure our procedures follow relevant legal requirements and best practice. 
This policy is created to satisfy the requirements of AS/NZS 10002-2014 Customer Satisfaction - Guidelines for complaints handling in organisations.
[bookmark: _Toc494807975]What is a Complaint?
AS/NZS 10002-2014, defines a complaint as follows:
“An expression of dissatisfaction made to an organisation, related to its products, or the complaints—handling process itself, where a response or resolution is explicitly or implicitly expected."
For the purposes of this policy, we have adopted this same definition.
Any person or entity who is dissatisfied with a product or service provided by us for any reason, may contact us. 
A complaint may be made in writing or verbally. 
Certain types of “complaints" may be by way of negative feedback. These may not require a resolution or any response. Whilst we acknowledge this type of feedback can be useful and valuable, as it does not fall under the definition of a “complaint”, this policy does not apply for negative feedback.
[bookmark: _Toc494807976]Guiding principles for effective handling of complaints.
For effective handling of complaints, we abide by the guiding principles as set out Section 4 of AS ISO 10002-2006. These are: 
	Principle
	Explanation of Principle

	Visibility
	Information about how and where to complain should be well publicised to customers, clients, our personnel, and other interested parties. This policy is available on our web site website and internally controlled.

	
	

	Accessibility
	The complaints-handling process, as outlined in this policy, is easily accessible to Mendham Engineering interested parties, complainants, and relevant representatives. This policy is written in an easy-to-understand manner and simply defines the process of making and resolving of complaints.

	
	

	Responsiveness
	Receipt of each complaint is acknowledged to the complainant immediately. Complaints will be addressed promptly in accordance with their urgency. Complaints will be handled in an efficient and effective manner and complainants will be treated courteously and kept informed of the process of the complaint through the complaints-handling process.

	
	

	Objectivity
	Each complaint will be addressed in an equitable, objective, and unbiased manner through the complaints-handling 
process.

	
	

	Charges
	The complaints-handling process is free of charge to the complainant.

	
	

	Confidentiality
	Personally identifiable information concerning the complainant is actively protected from disclosure unless the complainant expressly consents to its disclosure.

	
	

	Customer-focused approach
	We are committed to adopting a customer-focused approach in dealing with complaints. We are open to feedback, including in respect of the form of complaints and we acknowledge the right of our customers and clients to complain.

	
		

	Accountability
	We and our employees accept responsibility for effective complaints handling procedures, including being accountable for and reporting on our actions and decisions in respect to complaints handling.

	
	

	Continual improvement
	Mendham Engineering is committed to continually improving its complaints-handling processes.


[bookmark: _Toc494807977]Complaints Handling
[bookmark: _Toc494807978]How can a complaint be made?
Where possible, complaints are to be made in writing, so the complaint details are clear and complete for us to deal with the complaint more effectively.
Complaints are directed to:
Mendham Engineering's Customer Service personnel and / or Senior Management. 
15 Hub Crescent, 
Heathwood, QLD 4110

P0 Box 4422
Forest Lake, QLD 4078 

Telephone: 07 3275 3311 
Email: info@mendham.com.au
[bookmark: _Toc494807979]Information to be provided when making a complaint.
When making a complaint, please provide the following information:
Your Name, the organisation you are from (if applicable), your position and contact details.
Your relationship with Mendham Engineering.
The name of the Mendham Engineering contact person.
Details of the complaint (What is the Problem?).
A description of the conditions and circumstances of when, where and how the complaint was detected.
Details of any person or persons of Mendham Engineering involved (if applicable).
Copies of any documentation and photos, images sketches supporting the complaint.
[bookmark: _Toc494807980]Help with making a complaint.
If you require any assistance in formulating or lodging a complaint, please contact the   Customer Service Representatives, or Senior Management at the contact details set out above.
[bookmark: _Toc494807981]Acknowledgment of complaint
We will acknowledge complaint receipt immediately, within “24” hours.
Depending on complaint severity and urgency, we aim to resolve complaints as quickly and efficiently as possible. 
Contact with the Customer is continually updated in order to keep the Customer informed of the progress and completion date.  
[bookmark: _Toc494793554][bookmark: _Toc494793657][bookmark: _Toc494793701][bookmark: _Toc494793761][bookmark: _Toc494793870][bookmark: _Toc494793893][bookmark: _Toc494793964][bookmark: _Toc494794033][bookmark: _Toc494794080][bookmark: _Toc494807982]Your rights in the complaints process.
The best person to be in contact with will be the original person handling the complaint.
We will provide, where practical, weekly updates as to investigation progress back to the originator.
Complainants may enquire as to the status of their complaint at any time by contacting the Customer Service Representatives or any other employee or representative of Mendham Engineering identified as handling the complaint.
[bookmark: _Toc494807983]Responding to a complaint
Once the complaint review and investigation are complete, the results will be communicated to the Customer.  If the complainant is dissatisfied with our response, the complainant has the right to ask the response to be reconsidered and reevaluated. This request will only be accepted in writing, preferably by email, to the Quality Assurance Representative, at the addresses provided.
[bookmark: _Toc494807984]Further action
[bookmark: _Toc494807985]If a complainant is still dissatisfied with the determined resolution action and / or the handling of the complaint, the complainant may refer the complaint to some other external resolution body. Quality Assurance.
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Our Quality Assurance Representative analyses our complaints at regular intervals to identify any recurring or systematic problems. Regarding any identified problems, we will consider the actions we need to take to address any such problems.
During our investigations, we may contact you for complaint incident clarification, such as, complaint detection, circumstances in which the complaint was raised and any missing observations, to assist with the investigation and determining root cause(s) or any other additional information.
For all significant and critical non-conformities, including received customer complaints, Mendham Engineering uses established problem-solving techniques and programs to determine underlying root cause(s). This is for the purpose of acting upon these causes by implementing the most effective corrective actions to eliminate / minimise the probability of (these) root cause(s) recurring.
If complaint root cause(s) is/are verified and proven to have only originated at Mendham Engineering, Mendham Engineering will determine:
1.	Prompt corrective actions to resolve the immediate concerns resulting from the complaint with the complainant.
2.	Sustainable long-term Corrective Actions to absolutely minimise, eliminate, and prevent the potential risk of non-conformity recurring within our implemented integrated management systems.
We periodically review our complaints handling, investigation, and reporting process to enhance our:
Delivery of efficient and effective outcomes regarding complaints and 
Customer Quality of Service levels
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