
“Customer Service Assessment
Report (CSAR)” as per Att. “A”’ is

sent to the customer by the end of a
service provided. Keeps a “List of

Customer Contacted” as per Att “B”

Reminder asking customer to
participate in the review again

Action terminated. Do not hassle
the customer again.

- END -

All received CSAR are
sent to Quality

Manager by the end of
each year for analysis

Analysis made is
presented in the

annual Management
Review Meeting

Completes Att “C” and
“D” and investigates

the cause of complaint

7.   CUSTOMER SATISFACTION PROCEDURE (FLOWCHART)

- START -

Customer completed
CSAR and sent to

Verum et Accuratus

Customer completed
CSAR and sent to

Verum et Accuratus

- END -

Yes

Yes

No

No

KEY

   = Process

=Decision

=Document

=Beginning
/End

Department
Head

Department Head

Department
Head

Corrective and
Preventive Action

Procedure

=Predefined
Process

Quality Manager

- END -

Action to be taken

No

A customer complaint
received

No

- END -

Yes

Yes

Action to be taken

Yes

- END -

No


