	[image: image1.jpg]Express





	 Fair Treatment to Customer Policy
Owner: Manager, Customer Service
Department: Customer Service



	Brief
	We are dedicated to the principle that our customers are our most important resource. Problems, complaints, or concerns of customers must be addressed through the Fair Treatment Policy (FTP). 
This policy is designed to give the customers an opportunity to have their concerns heard by management and to ensure fair evaluations of those concerns without fear of retaliation.

This policy affirms the customer’s right to appeal any eligible issue through a process of systematic review by the outlined management levels. 

	Purpose
	To ensure customers will be treated in a fair way and SMSA will pay high attention and commitment to take their considerations.

	Person Affected
	All employees

	Responsibilities
	All Employees

	Guidelines
	General:

· The Company believes that the fair treatment of customers is essential to the success of its business.
· Treating customer fairly will be managed by the management using the following approach :

· Through the actions of management we  encourage a corporate culture that focuses on the fair treatment of customers

· SMSA defines clear processes for managing and handling customer interactions and concerns so the performance can be audited easily.
· SMSA trains  employees in how they treat customers fairly as a company and their responsibilities for ensuring the fair treatment of customers
· SMSA is committed to avoid conflicts of interest between other business activities and the fair treatment of customers

· Customer Complaint handling :
SMSA provides customers with easy access to customer care group.

SMSA allocates clear responsibilities to team members for:-

(1) investigation of a complaint
(2) resolution of a complaint; and

(3) communication with the customer at appropriate stages

SMSA gives clear explanations of complaints handling process and of conclusions reached at the end of our process.

We keep the customer informed in a timely manner of the progress and status of their complaint.

We use identified trends in complaints received to identify the deficiencies areas and take the actions for continual improvement.
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