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[bookmark: _Toc356307823]Policy: Customer complaint treatment

[bookmark: _Toc356307824]1.	Purpose
The purpose of this document is to define the policy to handle customer complaints to get satisfaction of all the stakeholders.

[bookmark: _Toc356307825]2.	Definition
2.1. Customer :
In this policy, customer means the entity that buys the product from ColArt. We are not considering consumers whom complaints are handled though other processes.

2.2. Complaint :
Any contact with a customer expressing a dissatisfaction concerning a product and/or the service linked to the order process.

2.3. Return :
Terminology to describe products coming back from the customer to the warehouse.

[bookmark: _Toc356307826]3.	Principles
The following principles have been considered in determining this policy:
1. Principle 1 : to answer to the customer with the most appropriate response and ensure the required actions are done to get satisfaction of all the stakeholder
2. Principle 2 : to answer to the customer in a good timely manner
3. Principe 3 : to have the required internal approval level depending on the situation
4. Principe 4 : to ensure the required corrective actions are done to avoid repetition of the issue (immediate actions or actions after statistic studies and measures). This is the continuous improvement of our processes based on segmented measures.

[bookmark: _Toc356307827]4. Policy Details

4.1. [bookmark: _Toc356307828] Reception of the request and log

The customer complaint can be received under several formats: phone, mail, email or through sales representatives.
In all the cases, the complaint must be handled and sent to local sales entity or customer service (with litigation function). For sales representatives, a specific document is created to allow the best communication of information.
The complaint must be logged by local sales entity or customer service in the appropriate manner according to the type of complaint and the best process to deal with (see point 4.3).
For complaints about product quality (especially when a analysis by technical services is needed), a specific software (Autoscribe) is used in the group to ensure analysis by the appropriate quality department according quality issue.
For complaints regarding other issues (prices, discounts, quantities, transport issues, etc..), this is handled in ERP used to deal with customer order. 

4.2. [bookmark: _Toc356307829]Classification for statistic purpose

Each complaint must be classified by using a reason code (defined in a specific table). This will allow useful statistic studies to sort the issues by great categories.
In great lines, the reason codes are defined to make the difference between:
1. Order error (customer or ColArt error)
2. Logistic error
3. Prices and discounts errors
4. Non conform products
5. Miscellaneous

For each great category, more precise codes are created to get details and split complaints in detailed classes.
4.3. [bookmark: _Toc356307830]Analyse of the request and proposal

According description of the issue, the person dealing with a complaint has to propose the best solution. He has to take into account several aspects:
· Admissibility and reality of the request
· Error origin: Colart, Customer or Forwarder
· Values involved (especially to appreciate the opportunity of a return)
After evaluation, the complaint is logged in ERP to follow the correct process (credit note or return).
In case of non-admissible request, an answer is provided to the customer with reasons of the refusal. If the customer doesn’t accept the refusal, the complaint must be analysed by relative sales representative to define the appropriate answer.
4.4. [bookmark: _Toc356307831]Approval of credit or return
4.4.1. Credit notes:
The credit notes are logged in a preliminary status and will be approved under the responsibility of several levels of authorities according value (V) involved (depending on the business area) :
For direct customers (*)  served by the distribution center:
1. V<400 Euros: Customer service responsible
2. 400<V<1000 Euros : Customer service resp and Finance controler
3. 1000<V<10000 Euros : Sales department responsible
4. >10000 Euros : GMT member
(*)refer to commercial policy)

For Export customers (*), the order size is, in general, bigger and step values have to be greater consequently: 
1. V<2000 Euros: Customer service responsible
2. 2000<V<5000 Euros : Customer service resp and Finance controler
3. 5000<V<10000 Euros : Sales department responsible
4. >10000 Euros : GMT member


A specific meeting will allow analysis of required cases.
If there is no approval, customer will be contacted to give answer and eventual other proposal.

4.4.2. Returns:
As there are costs linked to the treatment of a return (freight and internal costs), the main objective is to avoid return and, if possible, propose to the customer to keep the products.

If the origin of the return request is a customer error in his order, then a return is not defined in our sales conditions. Then, if a return is accepted, it will be at customer charge and with specific fees to cover treatment costs.

If the origin is a ColArt error, then we propose to the customer to accept the product under specific conditions proposed by sales representative. The decision is also based on the value of the products and the business area:
A return is acceptable if the value of products to be returned is:
 	> More than 50€ for direct customers served by the distribution center
> More than half of the minimum order value for export customers
A return below these values can only be approved by the responsible of the local sale entity or customer service in charge of litigation.

Of course, return is also following the same rules than credit notes regarding validation escalation according value.

4.5. [bookmark: _Toc356307832]Execution of return or credit
According the potential situations, several processes can be followed and specific actions done to get correction of the issue.

Each process follows different steps according procedures defined in details. Different ERP functions are used according situation and condition.

4.6. Corrective actions
To avoid repetition of issue, when immediate correctives actions are possible (such as modify a sale condition for a customer, information of the customer, etc..) then this has to be done.
Periodic statistical analyses have to be done to define potential corrective actions on processes involved.

4.7. Treatment delay
As we need to follow our efficiency in treatment delay, a specific report will be created with delay between log and closure of each complaint. This will be analysed according reason codes because this covers different situations and also according breakdown of leadtime.

Objectives will be defined and according results, improvements will be defined if required.


5. [bookmark: _Toc356307833]Related Areas and Processes
Commercial processes
Financial processes
Logistic processes

[bookmark: _Toc356307834]6. Issue management process
If application of this policy leads to an issue within the business, it should first be raised to the respective Policy owner – ColArt Le Mans Assurance Quality Responsible / S. Baudet.  
Any other information related to issue resolution

[bookmark: _Toc356307835]Appendix
The final bizagy is added as process diagram. Due to format, it can’t be read directly in this file.
Please open the file below :
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