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	Customer Complaints and Claims Procedure 

Owner/Department: IBU – ZAF, Customer Services Department



	Brief
	The objective of the process is to effectively manage customer complaints as and when received.

	Purpose
	To provide a standard operating procedure for the management of customer complaints as and when received by personnel within the Customer Service Department (CSD), and the eventual approval of the customers claim.

	Responsibilities
	Personnel of CSD – Customer Service Department: 
To ensure all complaints received by the Customer Services Department are managed as per the Customer Complaints and Claims procedure.
Divisional Director: Customer Services Department: 
To ensure all Namlog customer facing personnel effectively address customer complaints within a reasonable time frame as per the Customer Complaints and Claims procedure.
Operations Department:
Conducting the investigation into the customer complaint and revert back to CS Department. Assisting with and execute the plan to address the customer complaint as and when required.  



	Process

	1. Potential reasons for customer complaints: 
· No collection of customers’ cargo

· Delays in collection and delivery of customers’ cargo
· Partial delivery of customers’ cargo
· Customers’ cargo lost or stolen
· Customers cargo damaged in transit
· Not meeting customer delivery SLA (Service Level Agreement)
  2. Customer compliant methods:

  Customers complaints can be received in various ways, such as:

· Calls: Customers calling the CS Department to log a complaint
· Emails: Customers email the CS Department to log a complaint
· Internal communication: Driver receiving a complaint at the customers’ premises and escalating to CS Department
 3. Acknowledgement of customer complaint & providing customer feedback:
· Complete the SMSA ZAF Customer Complaint Register to accurately capture the customer complaint. 

· Acknowledge receipt of the customer’s complaint within 1 business hour by emailing the customer to acknowledgement complaint, and confirm the customer complaint is addressed.   
· Should the Key Account Manager not have received the complaint direct, inform the Key Account Manager as well as the Divisional Director: Customer Services Division, regarding the customer complaint.

· Address the specific customer complaint with the specific Operations Division to find a solution and create an action plan to resolve. 

· Revert back to the customer to provide an update regarding the complaint received, as well as the proposed solution and time frame to resolve. 
· Follow up with the specific Operations Division until the customer complaint is resolved. 
· Confirm with the customer when the remedial action is completed and the customer complaint is completely resolved. 
· Follow up on the finalization and processing of customer claim (if any). 
4. Time frame: 
Pending the nature of the customers complaint:

· The time frame to process and acknowledge the customers complaint is 1 hour. 
· Should other departments be involved the time frame for investigation and preparing a solution is 3 business days. 

· Update the appropriate Head of Department and or Business Unit Manager and revert back to the customer as soon as possible. 
· Investigations should include confirmation if the shipment was managed in each department as per Standard Operating Policies.
5. Documentation: 
Supporting paperwork to be attached - 
· Namlog Waybill
· SMSA ZAF Customer Complaint Register 
· Customer invoices for processing of credit notes (should claim be approved)
6. Claim approval authority:
· Customer Service Representative and or Key Account Manager, who will be requesting an invoice from the customer
· Claim approval committee to approve the customers claim
· Finance to process payment of the claim on customers invoice if the claim is approved
7. Reports Associated with customer complaints management
· The SMSA ZAF Customer Complaint Register to be summarized on a monthly basis by the Customer Services Department, for submission on a monthly basis to Divisional Director: Customer Services.
· This will be reported and monitored as a KPI.
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