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" Tracking of complaint

" Acknowledgement of complaint
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" Initial assessment of complaint
" Investigation of complaint
- Response to complaints

" Communicating the decision



ol e 0 Lol o bgire Lo LS,EL (S 4 aS Culo L alayl, o pladl o b ppenas

YY - 3 .
oSl (40,5 dngisre

08 &b g Izl gl i 3550 AT L el Djg0 (al )3 300 1) (s3leiiy MBI L el (SL ST
36k Comdy onl wiley zarhe 3 Gl ulSl &g T 50 0030 1) ol plaSI L pread (SLE 4SS 50
Oboslw sy (S Ml 4y ColSh gy 6180 sl (2B 5 I s Jeime sla () 5 0ud oS
S bl 5l e yiws (o e 5 Jatre slo 4u 35 den U ans dslol ColSh iy b 4 b cwdle

Ry W‘Q‘)S éb wLa)bo)..fjljs oolazul 3,90 ‘5?-)55

D947 9 (SIS

RN &3l o

Las 5l liedl es b plojle ules cud |y 093 LSS 4 Saww, ol 8 o Slee b cadlw bl

tall b3 5lge Jelis &b el cpl iaules yites g ol 1) o ] Co poe g

low sbwel 5 S 6 IS ey atws o5yl e (bt ol pe s -

" Closing the complaint

Yy .
Data collection
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Analysis and evaluation

" Satisfaction with the complaints-handling process
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" Monitoring of the complaints-handling process

" Auditing of the complaints-handling process
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" Management review of the complaints-handling process
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Continuous improvement



