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	Continuous (Customer Service) Improvement Policy
Owner: Director, Quality & Risk Management



	Policy
	Every Management review Meeting will cover as part of its agenda the following issues with respect to customer service:

· Organization Strategy 

· Values 

· And Objectives

Customer Service Policies will be reviewed annually as per the document control procedure.
The implementation of customer service strategy, policies and the achievement of customer service objectives is being monitored through the following means:

· Monitoring KPI’s achievement as per Key Performance Indicators procedure

· Internal audits including auditing Customer Service Policies and Strategy.

· Customer complaints analysis, where certain categories will be identified in terms of root causes to identify nonconformities in complying with customer service policies and strategy, or in the effectiveness of those policies and procedures. 

· Customer feedback analysis reflecting the need to comply with customer service strategy and policies or to improve the effectiveness of customer service policies and strategy.

· Through the annual employee feedback collection and analysis with regard to improving customer service strategy and policies.

The quality management representative, who is the director of QRM, was also assigned as the Service Quality Executive.

A detailed implementation plan was established where action points – with specific completion dates - to achieve the requirements of TISSE 2012 were identified. These action points where categorized department/function wise.

The assessment of customer service management system will be integrated with the assessment of the quality management system. Assessment against the requirements of TISSE 2012 will be done at least once every six months. On the other hand the assessment of customer experience related processes will be carried annually. There will be a single integrated assessment plan to cover internal audits of quality management system as well as customer service management system, including customer experience related processes. Internal Auditing and Corrective and Preventive Action procedures will be applicable to the assessment of Customer Service Management System where assessment findings will be dealt with in accordance to these procedures and detailed improvement plans will be set accordingly.

A quality control system is in place to guarantee the quality of service and was extended to include checking customer service delivery standards. (This will be covered in some cases through other means than QC like internal audits of SMSA Service center (SSC) and mystery shopping of different delivery channels, but also it will be covered by QC where sample size of different delivery channels will be decided).
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