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1. [bookmark: _Toc10211715]Definition and Identification Standard
[bookmark: _Toc10211716]1.1 Definition
Major incidents that handsets or accessories explode, smoke, burn, deform severely and other symptoms occur during customers’ usage of the devices, which may endanger or has already endangered personal and property safety.
[bookmark: _Toc10211717]1.2. Identification Standard
[bookmark: _Toc10211718]Refer to attachment 2.3-1 Incidents Identification Manual.pptx

2. Responsibilities of HQ teams
[bookmark: _Toc10211719]2.1 Contact Center
Monitor incidents across all channels.
· Master and update progress of incidents; Maintain “Overseas Incidents Tracking List”.
[image: ]
· Provide advice considering the condition of faulty device, suggestion from Technical Team and situation of local region.
· Start the public opinion monitoring mechanism when the incident occurs.
· Follow up with the legal process (if legal measures are taken). 
[bookmark: _Toc10211720]2.2 Technical Support team
· Provide preliminary analysis result according to faulty device.
· [bookmark: _GoBack]Assist to find & maintain authoritative third-party identification institute, while needed.
· Follow up with cause analysis of the incidents and provide solutions for potential quality concerns.
· Confirm & proceed the verification & reimbursement incurred by the incidents.
[bookmark: _Toc10211721]2.3 Public Relations & Legal Team
When the incident has been exposed on website or has the potential risk to be exposed, Public Relations & Legal Team of HQ and the region will provide assistance. When legal actions are involved in the incidents, Legal Team of HQ & the region will provide advice & assistance. 

3. [bookmark: _Toc10211722]Classification for Overseas Regions
Overseas regions are classified into A, B & C according to the integrated factors such as media environment, legal environment, political amity, violation penalty, international influence etc.:

[image: ]
Refer to the original excel: 2.3_2 Incidents Regional Classification.xlsx
Caption for the classification:
· “Incident handling process” shall be strictly applied to A/B regions.
· Existing solutions (including policy) can be applied to C regions.
4. [bookmark: _Toc10211723]Handling Process and Principles of Incidents
[bookmark: _Toc10211724]4.1 Handling Process and Principles of Incidents in Region A & B
[bookmark: _Toc10211725]4.1.1 Handling Process
[image: ]
[bookmark: _Toc10211726]4.1.2 Handling Principles
4.1.2.1 Prompt Response: The “First Owner”
Customer Service Manager is responsible for the handling result of incident in the region, who will act as the First Owner. 
· Each channel shall report to Customer Service Manager within 0.5 hour for further handling as soon as any incident is received. 
· Agents shall respond to incidents immediately and escalate within 2 hours upon receiving.
· Overseas Customer Service Department shall report incidents immediately to Region  
Supervisor and relative owners upon receiving.
4.1.2.2 Immediate Processing: Four Immediate Actions
· Get in contact with & pacify customer immediately and confirm the specific situation.
· Collect faulty device and clean the site immediately. Return the faulty device and  
accessories to HQ immediately. It should be collected to local warehouse if can’t be returned to HQ, which will be verified by HQ.
· A solution shall be agreed on with customer immediately and delete relative videos, pictures and chat history immediately.
· Actions should be immediately taken to control media communication to avoid the event to be amplified to the government or medias, which might make the situation worse.
4.1.2.3 Stick to Bottom Line: Believe in Product Quality
· No cash compensation shall be provided. Follow normal IW process when it is within warranty period; Stick to IW process when warranty period has been expired.
· Collect communication evidence while handling the incidents. Never sign any Agreement with customer.
If customer rejects to accept the identification result by OPPO, the device can be delivered to authorized third party institute for further identification. If the customer would
[bookmark: _Toc10211727]4.2 Handling Process and Principles of Incidents in Region C
[bookmark: _Toc10211728]4.2.1 Handling Process
[image: ]
[bookmark: _Toc10211729]4.2.2 Handling Principles
4.2.2.1 Prompt Response: The “First Owner”
Customer Service Manager is responsible for the handling result of incident in the region, who will act as the First Owner. 
· Each channel shall report to Customer Service Manager within 0.5 hour for further handling as soon as any incident is received. 
· Agents shall respond to incidents immediately and escalate within 2 hours upon receiving.
· Overseas Customer Service Department shall report incidents immediately to Region Supervisor and relative owners upon receiving.
4.2.2.2 Immediate Processing: Four Immediate Actions
· Get in contact with & pacify customer immediately and confirm the specific situation.
· Collect faulty device and clean the site immediately. Return the faulty device and accessories to HQ immediately. It should be collected to local warehouse if can’t be returned to HQ, which will be verified by HQ.
· Reach an Agreement with customer immediately and delete relative videos, pictures and chat history immediately. (refer to 2.3-3 Agreement Template.docx)
· Actions should be immediately taken to control media communication to avoid the event to be amplified to the government or medias, which might make the situation worse.
4.2.2.3 Being Flexible: Prevent Incidents being escalated
· In principle, no cash compensation shall be provided when there is no personal injury or property damage; under special conditions, cash compensation can be released as per customer request & property damage, which should be equivalent with the damage caused.
· Collect communication evidence while handling the incident. An Agreement of 1 copy should be signed for cash compensation, which will be held by OPPO.
· Manage to get it solved on site. When it can’t be resolved on the site, pacify customer’s emotion first, promising that we will be responsible till the end. 
· Provide loan phone, collect faulty device and clean the site.

5. [bookmark: _Toc10211730]Cautions while Handling Incidents of each Overseas Region
[bookmark: _Toc10211731]5.1 Preparations when the Incident Occurs
· The owner should get in touch with the customer to understand the general on-site situation, and appoint time & address for physical site visit.
· Bring along with the recording equipment. Record the entire handling process after being approved by the customer. No need to record if recordings can’t be taken as valid evidence as per local law. Customer Service Managers can deal with incidents flexibly according to local situations and collect evidence in advance on the premise of Consumer Privacy Protection laws and regulations. 
· Bring along with same new handset or higher configured handset in case of need according to the preliminary assessment of the situation. 
[bookmark: _Toc10211732]5.2 On-site Investigation
· Upon arrival, pacify the customer first and show sympathy.
· The authenticity of product model, production time, phone body, charger and other spare parts should be confirmed while performing site investigation. Check whether the using conditions are applied with Instructions; Take pictures of the site; learn the complete story how the incident happened & environment where the phone was used, and make documentation accordingly.
· Once the incidents are confirmed to be caused due to other reasons such as burning from electrical appliance/gas etc. or improper usage of customers, explain to the customer that it is not caused by product failure. Meanwhile, negotiate with the customer to take away the faulty device, which can also be replaced with a brand new phone, while necessary, so as to avoid false pictures/report.
· If the cause of the incidents can’t be confirmed on site, pacify the customer’s emotion, provide loan phone, and take pictures for both faulty device and site. The faulty device should be taken back to company for further inspection & analysis.
[bookmark: _Toc10211733]5.3 Contact with Customers
· Customers of serious incidents should be reached on the same day and site investigation should be appointed on the same day as well.
· Treat customers and their families with caution, regard them as related personnel upon negotiation. 
· All incidents should be reported and handled on the same day. If it can’t be solved on the same day due to some reason, pacify customer’s emotion and collect faulty device & accessories immediately, which should be sealed up and dully signed by customer.
· Communicate with customers at the agreed place, avoid locations where there are third parties, such as office buildings and high traffic areas, also wear the normal dress while investigating and negotiating for compensation (Don’t wear clothes with any kind of OPPO Logo).
· Do avoid the media intervention during the entire process. If it goes to the media due to any reason, report to company immediately. Never spread incidents of competitors.

6. [bookmark: _Toc10211734]Verification & Reimbursement Process
[image: ]
[image: ]

[bookmark: _Toc10211735]6.1 Clarification for Material Verification & Reimbursement
· Verification & reimbursement for mild incidents:
All mild incidents, no matter IW or OOW, should be documented as Special Quality Case as per Documentation Requirements of Special Quality Case. Accessory amount will be verified & reimbursed based on what is documented on system.
· Verification & reimbursement for serious incidents:
When materials are returned back to HQ: Verification & reimbursement will be completed within 10 working days upon receiving the materials.
When materials can’t be returned back to HQ: Materials should be kept in local warehouse, which will be verified by HQ (once a quarter). Verification & reimbursement will be completed within 10 working days after the verification.
[bookmark: _Toc10211736]6.2 Clarification for Cash-related Expense
· Cash reimbursement, undertaken by HQ, is applicable for cash expense which is acknowledged by HQ and paid to customers directly as per Agreement signed between both parties. Meanwhile, Agreement should be submitted as Proof of the amount.           
· Invoices should be submitted for Identification expense with third party institute, if any, which will be undertaken by HQ. 
· Cash expense can be submitted together with monthly Service Center Operation fees. 
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Overseas Incidents Tracking List

Basic information of incidents Material verification & reimburseme!

Case Material Return Verification Verification

No. Time Region Model Channel Summary  Category Progress

status returned? time  status time
[1. According to user's information, it was tracked that he had an

incident record of phone getting fire when charging 2months ago, we

replaced with anew phone for him that time. The default device is

[tested to be caused by outer fire after sending back to factory. Itis

lsuspected that the customerwas intended to fire the phone for

IThe phone got
fire when
[charging;
[The table got
burnt to crack

replacing anew one.

Major safety
lquality incident

Example [s/sep 2. Customer Service Manager of XX region urgently visited user's
ite situation (preliminarily judged that the
lburnt phone was caused by outer fire according to phone status), and
[then replaced with a new A3s for the user.

3. The default phone will soon be sent back to headquarters for

house for investigating on.

|analysis. If the result proves that customers treating, we will try

|warming him and prevent the same incident happening again.
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Regional Classification Japan 日本区

New Asia-Pacific 

Area

新亚太区

India and South 

Asia Area

印度及南亚区

Middle East and 

Africa Aare

中东与非洲区

Western Europe Area

西欧区

Eastern Europe Area

东欧区

A

Mature and sound media and legal 

environment

JP 日本

VN 越南

SG 新加坡

TW 台湾

HK 香港

IN 印度 AE 阿联酋

FR 法国

IT 意大利

ES 西班牙

NL 荷兰

GB 英国

AU 澳大利亚

NZ新西兰

DE 德国

BE 比利时

LU 卢森堡

RO 罗马尼亚

BG 保加利亚

B

Comparatively mature and sound 

media and legal environment

/ ID 印尼 LK 斯里兰卡

DZ 阿尔及利亚

OM 阿曼

BH 巴林

QA 卡塔尔

KW 科威特

JO 约旦

SA 沙特

TN 突尼斯

NG 尼日利亚

/

PL 波兰

TR 土耳其

C

Immature and unsound media and 

legal enviroment

/

TH 泰国

MY 马来西亚

PH 菲律宾

KH 柬埔寨

NP 泥泊尔

PK 巴基斯坦

BD 孟加拉

MM 缅甸

KE 肯尼亚

EG 埃及

MA 摩洛哥 

IQ 伊拉克

LB 黎巴嫩

CH 瑞士

KZ 哈萨克斯坦

RU 俄罗斯

UA 乌克兰


image3.png
Name: Handling Process of Incidents in A & B Regions
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Clar

fons for process nodes:
1. Handling channels of agents includebut not lirited to: saes terminals, senvice certers, contact centers, websice platform, social media pltforms etc.

Agerts should subrmittheincidert. a Complaint within 2 hours upan recelving and escalate affing meamwhile.
2. Allincidents il be recorded in Overseas Incdent Tracking List, the status of which ill be updated as per handiing stuation.

3. Appointwith custorner for siteinspection. Wil incdents sliht burn of afapter, USB port, back cover etc. Serious inciderts Severely burt/eracked deices
or even personal & property dermage. Follow norma repair process for mild incderts. Provide 10an phone to customer and collect fautt device, clean ste for
serious incidents

4. Technical Tearm HQ wil provide primary andysis esilt as per sppearance damage of the faut device
5. Technical Team HO wil help seek &maintain third party autharized identification institute.

6. IW repair can be proposed for non-battery failure ncidents. Approve replacement with same model upon requirement by customer. Negotiate for
replacemert with other models when customer doesri t accept the solution of replacing with same rodel

7. Collect communication evidence during the whele process, complying with loca Cansumer privacy Pratection laws & rules.
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Name: Handling Process of Incidents in C Regions
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Clarification for process nodes:
1. Customer Service Managers handle incidents as per Handling Regulations of OPPO Overseas Incidents V3.0,

2. Proceed with IW repair for devices within warranty period Should it expired warranty period, proceed as IW as well, which should be documented under
Quality Case.

3, Technical Tearm HQ should check with Customer Service Manager whether the materials can be returned back toHQ If yes, return the faulty device and
accessoriesto HQ immediately; If no, keep ther in local warehouse, which will beverified by HQ.

4. Cash reimbursement is applicablefor cash expense which is acknowlecged by HQ and paidto custormers directly as per Agreement sign ed between both
parties. Mearwhile, Agreerm ent should be submitted as Procf of the amount. Invoices should be submitted for Identification expense with third party institute,
if any. Cash expen se can be submitted together with Service Center Operation fees,

5. HQwill verify 8 reimburse the amount of materials as per Incident Case registration on systern & materials
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