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ETAPA 
ENTRADA 

ETAPA 

ANÁLISIS 

ETAPA 
RESOLUCIÓN 

SI 

PR.09.01 
COMITÉ DE 

IMPARCIALIDAD 

Communication of the complaint (Verbal, by 
phone, email, in writing or others. Any person 
in charge of EGCH S.L. will provide the Claim 
Sheet to anyone who requests it and will notify 
the Customer Service Manager of this fact. 

complaint or claim 

PRIOR ASSESSMENT BY THE PERSON 
RESPONSIBLE FOR CUSTOMER CARE 

IDENTIFICATION OF THE COMPLAINT OR CLAIM 

PRO6.01 REG01 
HOJA DE 

RECLAMACIONES 

NO 

SI 

NO 

SI 

IMPLEMENTATION OF CORRECTIVE 
ACTIONS INFORMING THE CLIENT 

AND THE DEPARTMENTS INVOLVED 

SI 

IMPARTIALITY AND APPEAL 
COMMITTEE 

NO 

SI 

Is there an agreement 
with the client? 

¿ 1st appeal? 

COMMUNICATION TO THE 
CLAIMANT BY THE PERSON 

RESPONSIBLE FOR CUSTOMER 
CARE OF THE ACTIONS TO BE 

TAKEN AS A RESOLUTION 

generates a 
nonconformity? 

PRO6.1 REG02 
NO CONFORMIDAD 

PR.06.02 
TRATAMIENTO DE 

NO CONFORMIDADES 

CUSTOMER GO 
TO APPEAL? 

NO 

DETERMINE THE CORRECTIVE ACTIONS 

TO TAKE 

Is the Intervention of 
direction needed? 

ANALYSIS AND TREATMENT 

PRO6.1 REG02 
TRATAMIENTO DE LA 

RECLAMACIÓN 

inform to 
direction 


