
RISEBA Complaint Examination Process
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Stage one Stage two Stage three

Start

Expresses 
complaint

Invites the initiator of the complaint to 
complete the complaint/proposal form 

VV0023-01 and formalise the complaint

Is it possible to resolve 
complaint informaly?

No

Resolves the complaint 
immediately, but no longer 

that within 5 days

Yes

End

Writes a complaint and submits a formal 
complaint to the Head of Quality 

Management of the recipient of the 
complaint (any RISEBA employee)

Receives a complaint, examines 
it

Resolves the complaint, examines it, 
seeks solutions, and together with 
Head of Quality Management and 

other involved parties discusses the 
complaint resolution plan

Carries out investigation, 
discusses the complaint solution 

with the Head of Quality 
Management

Records the complaint in the register, sends to 
the persons mentioned therein and transfers to 

the person responsible for resolving the 
complaint. Participates in searching for a 

complaint solution.

Does the complaint comply on its 
merits and the observe the 10 
day limit since the incident?

Yes

Contacts the submitter of the 
complaint and explains the reason 

for the non-compliance of the 
complain

No Registers the 
complaint solutions in 

the Register of 
Complaints

Receives a complaint 
solution

Is he/she satisfied with the 
result?

Yes

Writes an appeal to the 
decision, submits to the Head 

of Quality Management
No

Analyzes processes that require 
improvement. Introduces changes 

to the processes.

Is additional investigation 
necessary? No

Jā

If receives a complaint, 
transfers it to the Head of 

Quality Management

As soon as possible, but no later 
than within 30 days, informs the 
Initiator of the complaint by email 

about the solution.

Informs the initiator of the 
complaint about the complaint 

resolution plan within 3 
business days

Examines the appeal, appoints 
the responsible institutions for 

the repeated examination of the 
complaint

The respective decisionmaking 
body adopts a decision, informs 

the Head of Quality Management 
and the Initiator of the complaint 

thereof within 30 days

Receives a complaint 
solution

Informs the direct supervisor 
and/or the Head of Quality 

Management about the 
complaint and the solution

If necessary, requests explanations 
from involved parties
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