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[bookmark: _Toc14000116]1. Purpose
Escalation data shall be monitored so as to ensure that the escalation cases are followed up and handled properly within due time, as well as for further analysis so as to conclude the voice of customer and improve service quality and product quality.   
[bookmark: _Toc14000117]2. Scope
Escalation case here refers to common escalations, complaints, incidents and controversial & sensitive cases. 
[bookmark: _Toc14000118]3. Escalation and Tracking Mechanism
3.1 Cases need to be escalated
In the following scenarios, agents should escalate cases to TL and TL transfer to relevant department when needed for further assistance. 
	Common escalation
	Complaints
	Controversial & Sensitive cases

	Technical Issue
	Complaint towards CC
	Political Risks

	Business Inquiry
	Complaint towards SC
	Religion/Culture/Custom

	Repair Inquiry
	Complaint towards Dealer
	Morality/Law

	Sales Inquiry (Orders)
	Complaint towards Concept Store
	Celebrity Related

	Spec & Features Confirmation
	Complaint towards product
	Other Discrimination

	Repair Status
	Complaint towards Company
	Involving personal, property and information security issues

	Cross-Region Escalation
	
	Public security organs and other functional departments call

	Other
	
	Media Call



Follow the escalation template: 2.12_1 Case Escalation Template.xlsx
[image: ]
3.2 TAT of Escala
	Role
	Common Escalation
	Complaint
	Controversial & Sensitive cases

	Agent
	Escalate to TL within 2 hours
	
Follow the TAT of complaint, refer to 2.2 Complaint Handling Standard
	
Escalate immediately after receiving cases 

	TL
	Escalate to relevant department within 8 hours
	
	

	Relevant Department
	Provide solution within 8 hours after receiving the escalation
	
	Response with the soonest speed

	Total TAT
	2 business days
	
	Within 1 business day



3.3 Case Tracking
CC TL should track the escalation cases daily so as to update the result to customer in time. CC site can refer to the tracking list template: 2.12_2 Escalation Tracker - dd-dd _MM_YYYY (Week X).xlsx
4. Escalation Case Report
To ensure local management team and HQ CC are well-informed of the escalation cases, as well as for service improvement and product quality improvement, the weekly and monthly report are must. CC sites are responsible to do weekly and monthly report of escalation case and send to local management team and HQ CC team. 
	Sender
	CC Site
	Frequency
	Weekly (before Tuesday)
Monthly (before 12th)

	Receiver
	Local CSM & HQ CC 

	Content (Weekly )
	Content (Monthly)

	1. The tracking list
2. the status of the escalation cases
	1. The tracking list
2. the status of the escalation cases
3. the top 3 escalation cases
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Customer full name with salutation

Phone model with color

Date of purchase

IMEI number

Email address

Purchase country

Purchase channel

Service channel (Via phone or Email)

Email content if customer inquiry via Email 

(Please attach the original Email)

Customer address

Customer phone number

Date & time customer walk in to SC 

Issue(List down the detailed issue of 

customer)

T/S done (Please list down detailed T/S 

process)

Customer Information
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