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Complaints Flow Methodology 

Procedure 15 – Non-Conformance ISO14001 

 

 

Complaint received from client, 

authority, neighbour(s) or member 

of public. 

Member of staff takes as much 

information as possible as prompted 

by ECL’s Compliant Log 

Is further action required apart 

from logging the complaint? 

NO YES 

Ensure details are 

recorded and 

passed to Site 

Manager for 

immediate review 

and onward 

reporting 

Take full contact details of individual reporting 

the issue and assure them that a member of staff 

will contact them shortly. Attempt to provide a 

timescale for contact but do not be pressured to 

an unrealistic response time as this will 

compound the compliant. 

Does the complaint require 

immediate action? 

NO YES 

Review current 

methodology. Are 

we following it? 

NO YES 

STOP THE OPERATION THAT 

IS CAUSING THE PROBLEM 

IMMEDIATELY Review the 

working practices currently 

being executed and identify 

why the process needed to 

be carried out differently 

from agreed methods. Re-

issue, train and confirm 

correct method and observe. 

Review methods, gain advice 

and change working practice 

to eradicate working practices 

that generated the complaint. 

Review and observe new 

practice to ensure positive 

impact. 

Produce report for 

Line Manager, 

Client, Authority 

and Regulator 

where applicable 

and forward in 

good time.  

Via Toolbox talks, pre and 

post-job briefs, identify the 

causality and identify what 

measures need to be put in 

place to prevent this issue 

generating a compliant in 

the first place. 

All measures 

considered and 

working 

practice 

resolved? 

YES 

NO 


