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Figure A.1 — Interrelationship of IS0 10001, this document, IS0 10003 and IS0 10004
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Figure E1 illustrates the steps of handling individual complaints.

7.2 RECEIPT OF COMPLAINTS

l

Tt ACKNOWLEDGEMENT
OF COMPLAINTS

1

7.5 INITIAL ASSESSMENT
OF COMFPLAINTS

1

75 INVESTICATION
OF COMPLAINTS

|

77 RESPONSE TO COMPLAINTS

|

7ACOMMUNICATING
IHE DECISION

|

T8 CLOSING COMPLAINTS

COMPLAINTS

7.3 TRACKING OF COMPLAINTS

Figure E.1 — Complaints-handling flowchart
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