Héma BLOOD and PLASMA Complaint

MOTHER’S MILK

Queébec e Management Process

Each complaint from our external customers must be evaluated to understand its nature and
criticality to respond appropriately. Héma-Québec is committed to improving its services
and products to ensure customer satisfaction.

HOW TO FILE A COMPLAINT

To file a complaint about the services offered (related to a product, service, or activity of Héma-Québec),
you must contact Héma-Québec’s hospital customer service department.

—> Phone: 1-888-666-4362, ext. 6909
—> Email: sac.hopitaux@hema-quebec.qc.ca

The following information must be provided in order to ensure that the complaint is
properly assessed:

+ The complainant’s full name and contact details.

+ The date and time of the event.

- The service or activity concerned (examples: order, transport, product type or code).

+ The nature of the complaint and a brief description. If necessary, include photos to illustrate the problem.
+ The need to receive feedback on the complaint.

RECEPTION AND RECORDING

—> Complaints received are categorized as either dissatisfaction complaints or quality complaints.

—> Complaints are recorded in the complaint management system or quality management system
to enable trends to be tracked.

—> Aunique number is assigned to ensure traceability.

ASSESSMENT AND PROCESSING
Complaints received are processed according to their category.
If necessary, data collection and analysis are carried out to identify the cause of the problem.

In the event of recurrence, or if necessary, corrective actions and opportunities for improvement are
implemented to resolve the problem.

FEEDBACK TO THE COMPLAINANT AND APPROVAL

At the complainant’s request, feedback is provided, and the following information is communicated:

—> A summary of the complaint.
—> The outcome of the investigation.
—> The corrective actions or opportunities for improvement that have been implemented.

Complaints of dissatisfaction are closed within 30 calendar days and quality complaints within
40 calendar days.
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