QC 21 Non Conformance Report
	Date
	31 October 2023

	Viamed  Issue id
unique identifier 
	311074

	BSI Ref (if applicable) 
unique identifier 
	2391793-202310-N1

	Responsibility
Person Overall responsible 
	Derek Lamb

	Non-Conformance
statement of the problem 
	Servicing process was not fully effective as servicing procedure and information was not seen to include analysis to determine if information is to be handled as a complaint.

VOP09, 24. 11. 2021 Repairs and Servicing
SRN 36055, Tom Thumb SN 0401370, 11. 10. 2023

SRN 36045, barcode 987618, M000SN 4278, Microstim DB3, Report
1697639395, 18.10. 2023.


	Investigation By:
Person responsible 
	Derek Lamb

	Investigation
Root Cause Analysis 
Issue id (if applicable)

	We did not have a method in place for the engineer to report a customer complaint when assessing a repair. Not all repairs are going to be a complaint but some could be and we needed a way to flag these up. 
The engineers have a page where the repair is logged and details recorded, but we missed a field to tag the repair as a complaint and therefore escalate it for further review and monitoring via the existing monitoring system.


	Corrective Action By:
Person responsible 
	Derek Lamb

	Corrective Action 
Issue ID (if applicable):
Relevant Immediate Corrective action (if applicable) 
	Review the current customer returns / repairs in building and determine if they should be treated as a customer complaint this will be logged in the notes of the return / repair.


	Time Scale for Immediate Corrective Action
Time for completion of all identified actions 
	 14 Days – by the 14 November 2023

	Corrective Action:
Relevant and Proportionate Corrective Action
	Review the current VOP 09, add a section on the criteria to determine if a return is to be treated as a customer complaint.

Train the Engineers on the new criteria and the need to determine if the customer return / repair should be treated as a complaint or not.

Update the computer system so a log of the determination can be recorded on the engineers repair / return page.


	Time Scale for Corrective Action
Time for completion of all identified actions 
	 30 Days – by the 30 November 23

	Risk Review 
Confirm action does not have negative affects and/or risks to any other part of the ISO system 
	There is a risk that a repair / return, that should be a complaint could be missed. We expect that after training and system updates this should be minimal.
There is also a risk something is flagged as a complaint that isn’t. This is solved by the reviewing of the return / repair, after it is flagged, by a director.

	Follow-up future issue id
(Effectiveness verification)
	

	Effectiveness verification
	 Test notes and tagging were added to SRS68597
 a live repair in system,
 appears to work as intended, waiting for real instance to clear off completely.

28 / Oct 2024,
No real customer complaints logged from SRS system
all repairs have been tagged but non are NC or Compaints.
Clicked reviewed, happy system is working,

Added Process id 8083
and rolling task 1257,
to confirm effectivness once per year



	Closed By:
	Derek Lamb

	Closed on
	31 / oct 2024


