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	Comment by 仝红云(Lerina): Where is 2?
1. What should be documented?	1
1.1 Customer Information	1
1.2 Product Information	1
1.3 Complaint Information	2
1.4 Handling	3
1.5 Return Visit	4
[bookmark: _Toc17362323]1. What should be documented?
Document principle: Record should be completed and accuracy, the content should be clear and specific. 	Comment by 仝红云(Lerina): Complete and accurate
[bookmark: _Toc17362324]1.1 Customer Information
(1). Name and Gender: Mrs. / Mr., First & Last name (should write note if customer is unwilling to provide first or last name.)	Comment by 仝红云(Lerina): Ms.
(2). Contact Info: Phone number, email address or social media account (Facebook or Twitter account if case original is from FB or Twitter), etc., location (postal address).	Comment by 仝红云(Lerina): Case origin
[bookmark: _Toc17362325]1.2 Product Information
(1). Phone model: need to confirm the specific model, like R9 should distinguish R9s and R9 Plus.
(2). IMEI number: IMEI number is needed in case that the complaint is related to Repair. (Should write note if customer cannot provide IMEI)
(3). Purchase data: if customer can provide detailed purchase data, then record detailed date. If not, record the approximate time such as 2018-01-01.	Comment by 仝红云(Lerina): Purchase data or purchase date?
(4). Repair history/relative record: if customer has contacted us before, should record the case ID; if customer has repaired the device before, then record repair ID. 	Comment by 仝红云(Lerina): What to do for multi contact? Need record all case ID/repair ID or one only?
[bookmark: _Toc17362326]1.3 Complaint Information
(1). Complaint Level:	Comment by 仝红云(Lerina): Not aligned with descriptions in 2.2
Select the correct complaint level according to customer complaint content. 
· General complaint: Enterprise or individual users are dissatisfied with OPPO product or service, such complaints involve individual users or internal management system, with less impact. (For example, users ‘demands for product quality, customer service, dealers, and primary dissatisfaction with relevant systems.)
· Major complaint: complaints with hidden danger or existing security problems: leakage, abnormal high temperature, explosion, battery dissolution, physical injury, etc; User complaints are spread in the local media or have proliferation risks; large-volume quality complaints, etc.
· Crisis complaint: The content of the complaint is published on social media or local mainstream radio/newspapers. TV stations, radio stations, related media or public security law enforcement agencies call for requests for processing procedures or documents.
(2). Complaint Target
Select what customer complained. If there are multiple complaint target in customer description, the priority is as follow:
Company level>Incident>SC > CC > Product Related > Concept Store > Dealer 
· SC: service attitude, repair quality, repair duration, service policy etc.
· CC: service attitude, service skill etc.
· Concept Store: service attitude, service policy, concept store appearance etc.
· Dealer: service attitude, service policy (refuse customer reasonable request), activities related etc.
· Product Related: product function and performance dissatisfaction
· Incidents: product security concern such as leakage, abnormal high temperature, explosion, and battery dissolution, physical injury etc.
· Company level: complaint about media conferences, official news, fan activities, marketing strategies, etc.

(3). Complaint Description
Refer to the Documentation Requirements for Complaint Description.


[bookmark: _Toc17362327]1.4 Handling 	Comment by 仝红云(Lerina): What to select when the case is completed?
(1). Update process daily: Since the handling process may take a few days, to ensure other related team (CC, HQ) to be informed about the latest process, the documentation of handling is required to update daily no matter the case is solved or not. If cannot update process daily, a note is necessary to explain the reason.
(2). Process records need to be logically clear and complete, the following content should be included in handling documentation. 
· Clarify if the complaint description recorded by CC agents is true. If not, record the real situation and upload related proof if there is any. 
· (For users) The measure that we have taken and the final solution given to customer, and the result.
· (For internal) How to avoid such complaint happen again?
(3). Complaint handling plan format requires:
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Example:
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Complaint handling process and result example:
8/9，received the complaint order. After investigation, there is misunderstanding between customer and engineer. The real story is                     .  I called customer 3 times, no answer, will contact customer tomorrow. To avoid such misunderstanding happen again, we will                          .
8/10, I called the customer to explain the misunderstanding and we negotiated the solution               , customer accepted.
The solution is that send customer a free phone case (about 20RMB) to comfort customer.    (Who)          will pack the earphone and mail to customer this afternoon.
[bookmark: _Toc17362328]1.5 Return Visit
After complaint handling specialist handled the case, CC TL should arrange agent to do CSAT survey within 48 hours. 
Here is the documentation requirement of RV:
1. Record CSAT according to customer feedback; if the result is dissatisfied or general, the reason should be recorded also. 
2. If customer phone cannot be reached/no answer, can select ‘callback failed” after calling customer 3 times in 3 days. 
3. If no RV needed, just select “callback failed” and note down the situation “no RV needed”.
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投诉描述部分录单要求(Documentation Requirements for Complaint Description).xlsx
中文

				投诉描述部分录单要求



				基本要求： 
投诉描述部分需包括三项内容：投诉原因、案例描述、用户期望。

				一、投诉原因

				需包括投诉对象、抱怨内容。
如“用户投诉呼叫中心xxxx专员的服务态度”。

				二、案例描述

				请根据不同的投诉类别记录相关信息，包括但不限于下表中列出的信息项：

				A类投诉		（投诉具体服务人员的）服务态度、服务技能		1. 接受服务的时间、地点；
2. 服务人员的姓名、工号；如不能提供姓名和工号，则记录该人员的基本特征（性别、身高、相貌特征等）;
3.  服务内容及服务人员表现。

						SC维修时长类投诉		1. 具体网点信息：位置、名称；
2. 手机信息，包括型号、IMEI、故障；
3. 维修情况，包括送修日期及送修期间SC和用户的沟通情况（如SC是否说明维修时间长的原因等）。

						SC维修质量投诉		1. 具体网点信：位置、名称；
2.  手机信息，包括型号、IMEI、故障；
3. 维修情况：送修日期、维修方式、维修后手机出现的问题描述；
4 如多次维修，记录历史维修的原因及时间。

						SC服务政策类投诉		1. 具体网点信息：位置、名称；
2. 手机信息，包括型号、IMEI、故障；
3. SC检测结果；
4. 用户抱怨服务政策的理由。

						SC收费类投诉		1. 具体网点信息：位置、名称；
2. 手机信息，包括型号、IMEI、故障；
3. 收费情况：收费原因及SC报价；
4. 用户抱怨收费的理由。

						SC服务流程类投诉		1. 具体网点信息：位置、名称；
2. 用户拜访SC的时间；
3. 服务人员的姓名、工号；如不能提供姓名和工号，则记录该人员的基本特征（性别、身高、相貌特征等）；
4. 服务过程描述；
5. 用户抱怨服务流程的理由。

				B类投诉		（A类投诉中未涉及）
客户服务类其他投诉		详细记录投诉内容，包括涉及到的SC信息或CC专员信息、时间、事件描述等。

				C类投诉		经销商相关投诉		1. 经销商门店信息：名称、位置；
2. 抱怨内容；
3. 与门店沟通信息：是否已与门店沟通过、门店的回应等；
4. 如涉及门店相关人员，记录姓名、岗位、工号、相貌特征等

						产品类投诉		
1.手机信息：型号、IMEI，版本号、购机日期等；
2.问题描述： 记录所有相关信息、故障发生的场景及路径；
3.用户已进行过的排障；
4. 维修历史：用户是否将手机送修过客服中心；如果是，记录维修情况；


						重大安全故障投诉		1. 投诉方信息，包括身份、位置；
2. 手机信息，包括型号、IMEI、购机日期；
3. 案件描述，包括手机故障、事件时间、地点、当事人安全/健康/财物状况（如有损坏）；
4. 坏机状况，如坏机已丢弃/用户保留/已移交其他单位等；
5. 用户情绪。

				三、用户期望

				明确记录用户要求或期望的处理方案及处理时限，以便于派单对象了解如何提供合理的方案。





English

				Documentation Requirements for Complaint Description



				General Requirements
Three parts should be included in Complaint Description: Complaint Reason, Issue Description and Customer Request.

				I. Complaint Reason

				Complaint target & customer concern should be included.
For example, “The customer is complaining about service attitude of xxxx (CC agent name)".

				II. Issue Description

				Related information should be documented as per complaint type, including but not limited to info listed below:

				Level A Complaint		Service attitude/Service skill（towards exact service personnel)		1. When and where the service was delivered;
2. Name and Working ID of the exact personnel; Once they are unavailable, note down the general features of the person (such as gender, height, other facial characteristics etc.)
3. Service details and the person's performance.

						Complaints towards long repair duration of SC		1. SC info.: Name & location.
2. Phone info.: Model, IMEI, malfunction etc.
3. Repair condition: Accepting date, communication between customer & SC (whether SC explained the reason for the long duration).

						Complaints towards repair quality of SC		1. SC info.: Name & location.
2. Phone info.: Model, IMEI, malfunction etc.
3. Repair condition: Accepting date, repair method, malfunction after the repair.
4. Note down repair condition for each  history repair service if it is a multiple-repair case.

						Complaints towards service policy of SC		1. SC info.: Name & location.
2. Phone info.: Model, IMEI, malfunction etc.
3. Inspection result of SC.
4. Reason why the customer is complaining.

						Complaints towards SC charges		1. SC info.: Name & location.
2. Phone info.: Model, IMEI, malfunction etc.
3. Charge condition: Reason for being charged & quotation amount.
4. Reason why the customer is complaining.

						Complaints towards service process of SC		1. SC info.: Name & location.
2. Date & Time when the customer visited SC.
3. Name and Working ID of the exact personnel; Once they are unavailable, note down the general features of the person (such as gender, height, other facial characteristics etc.)
4. Service details.
5. Reason why the customer is complaining.

				Level B Complaint		Other customer service related complaints
 (Beyond Level A complaint)		Document the concern in details, including SC/CC info involved, time, issue description etc.

				Level C Complaint		Dealer related complaints		1. Store info: Name &  location.
2. Complaint reason.
3. Communication with the store: Whether there is any negotiation between the customer and the store, response from the store etc.
4. If any exact person is involved, note down name, position, working ID or facial features of the person.

						Product related complaints		1.Phone info: Model, IMEI, build No., date of purchase etc.
2.Issue description: All related info, including when & how the issue occurred.
3.Troubleshooting steps performed already.
4. Repair history: Whether it was repaired. If yes, note down repair conditions.

						Complaint with serious security concerns		1. Info of the person who is complaining: social identity, location etc.
2. Phone info: Model, IMEI,date of purchase.
3. Issue description: phone malfunction, when & where the issue happened, security/health/wealth condition of the customer (if applicable).
4. Condition of the damaged phone: whether it is discarded/kept by customer/forwarded to other organizations etc.
5. Customer's emotion.

				III. Customer's Request

				Document customer's requirement/request for solution/time duration of the case so that the next person who will handle the case would know how to provide a reasonable solution.
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WHAT What” s the solution?
WHO Who to implement?
WHEN When to implement?
WHERE Where/By which platform?
WHY Why?

How to do /
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WHAT Send small gift
WHO Receptionist
WHEN Tomorrow
WHERE XX Service Center
WHY To show thankful/apologize
How to do Customer should show xx proof to receptionist,

receptionist will release the gift face to face

How much

About RMB200
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