
Request for Information, Complaints, Appeals and Compliments & Suggestion 

Process Flow 

 
  

KIWA INTERNATIONAL CERTIFICATIONS (M) SDN BHD (KICM) 

Address : 2A, Jalan Astana 1D, Bandar Bukit Raja 41050 Klang Selangor 

Hotline : 1700 81 8739 TEL: +603-3884 7813 

Website : www.kiwacert.com                     KIWA INTERNATIONAL CERTIFICATIONS (M) SDN 

BHD 

You can make via on the Phone      in person (walk-in)     in writing or    electronically 

COMPLAINT 

GENERAL COMPLAINT 

LODGED 

COMPLAINT 

SUBMITTED 

APPEALS 

APPEALS 

LODGED 

APPEALS 

SUBMITTED 

COMPLIMENTS & 

SUGGESTION 

Categorised  

Feedback / customer 

satisfaction survey 

Request for information 

Incidents / Action / Improvement 

Investigation  

Complainant Notified of 

outcome. 
(Including any remedial action 

and proposed corrective action) 

 

KICM Formal complaints 

handling process 
[Compliance Manager to discuss 

with process owner] 

KICM Formal Appeal 

handling process 
[Technical / Appeal 

Committees] 

 
Appellant Notified of 

outcome 

Complainant 

Dissatisfied with 

outcomes 

Appellant 

Dissatisfied with 

outcomes 

Complaint  

Resolved 

Appeal 

Accepted 

KICM Formal Inquiry & 

quotation process 

Complaint 

resubmitted to KICM 

for reconsideration 

Complainant or Appellant may contact External Agency or Independent 

committees. 

e.g. Department of Standard Malaysia (DSM No. +603-8008 2900) or 

Impartiality Committees Member (Secretariat No. +603-3884 7813) 

Interfaces:  

QP_04- Corrective Action 

QP_06 – Contract Review 

QP_08 – Technical review Committee 

QP_10 – Complaint & Appeal 

QP_11 – Impartiality Management 

http://www.kiwacert.com/

