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There is a well-established and documented procedure for handling complaints and nonconformities 
within Romer Labs. With the use of a database all complaints are documented (deriving both from 
internal and external sources), the responsibilities for root cause analyses and taking corrective or 
preventive measures are defined and the communication process to the customer is established very 
well. Among other things, the complaint procedure – in the context of our risk&chances management 
– serves as a starting point for the continual improvement of our products, processes and service. 

 

Flowchart procedure for handling complaints at the Reference Material Production, Tulln, AT 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Receipt of 
complaint

• Complaint record
• Input in database
• Initial evaluation by lab manager/ 

team leader
• Notification to complainants about 

receipt of complaint and lab 
responsibility

Assignment to 
responsible 

department/ 
root cause analysis

• Errorinvestigation/ root cause 
analysis  is done by an 
employee not involved in the 
original  process

Complaint handling

• rework
• root cause analysis
• evaluation of results
• significance determination
• release of (new) results
• optional: recall

definition of 
measures/ 

implementation

• preventive actions
• trainings
• corrective actions
• control of efficiency

Communication 
with the 

complainant

• product replacement
• Information
• other documentation
• addtional information
• Agreement


