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STEPS IN REGISTERING A COMPLAINT


1. Complaint registration  	Client phones in or emails complaint details  
            
2. Complaint investigation 	Laboratory carries out an investigation 
                                                     	         	 Laboratory reports back to the client 
(1- 3 days depending on the nature of the complaint)


3. Close out of complaint 	 Laboratory closes out the complaint within 1 – 2 weeks

4. Complaint Outcome 	Agreement between parties
A verbal/ written apology if applicable
A refund or retest for free or at a discounted rate





Complaint Process  Per SOP 005 	September 2024 
image1.jpeg
ANIMAL HEALTH L ABORATORIES





 


 


 


Complaint Process  


Per SOP 005 


 


September 2024 


 


 


 


ST


EPS 


IN REGISTERING A COMPLAINT


 


 


 


1.


 


C


omplaint registration 


 


 


Client 


phones 


in or emails complaint details


  


 


            


 


2.


 


Complaint investigation


 


 


Laboratory carries out an investigation 


 


 


                                                    


 


         


 


 


Laboratory 


rep


orts back


 


to the client


 


 


(1


-


 


3 days depe


nding on the nature of the comp


laint)


 


 


 


3.


 


Close out of complaint 


 


 


Laboratory 


closes out the complaint with


in 1 


–


 


2 


weeks


 


 


4.


 


Complaint O


utcome 


 


Agreement 


between parties


 


A verbal


/ written


 


apology 


if applicable


 


A refund or retest for free or at a di


s


counted rate


 


 


 


 




      Complaint Process   Per SOP 005    September 2024        ST EPS  IN REGISTERING A COMPLAINT       1.   C omplaint registration      Client  phones  in or emails complaint details                     2.   Complaint investigation     Laboratory carries out an investigation                                                                           Laboratory  rep orts back   to the client     (1 -   3 days depe nding on the nature of the comp laint)       3.   Close out of complaint      Laboratory  closes out the complaint with in 1  –   2  weeks     4.   Complaint O utcome    Agreement  between parties   A verbal / written   apology  if applicable   A refund or retest for free or at a di s counted rate        

