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Procedure OP05 - Complaints 
This procedure describes the management of complaints. 

 

Has 
complainant 
used another 

complaints 
procedure? 
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Crew Agent 
Complaint received by telephone, email or in person.   Information immediately 
forwarded to Managing Director.  If complaint is made in person, the complainant 
invited to discuss with Managing Director. 

START 

END 

Method of 
Monitoring 
Management Review 

Is this an 
MLC 2006 
non 
compliance? 

Managing Director 
If complaints remains unresolved for a period of more 
than 4 weeks a Non Conformity Report is completed.  
Appropriate authorities informed of complaint at the MCA 
(mlc@mcga.gov.uk) with a copy of Complaint and Non 
Conformity Reports.   
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Managing Director 
The Managing Director investigates the complaint.    

Can 
complaint 

be 
resolved? 

YES 

END 

END 

Managing Director 
Letter of acknowledgement sent to complainant   Complaint recorded in 
Form 11 – Complaint Report  
 

Managing Director 
Complainant contacted to discuss 
issue. 

END 

YES 

NO 

Managing Director  
Complainant contacted to discuss 
issue and/or alternative procedures. 
 


