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1. Purpose
In order to handle complaints promptly, improve service quality, increase customer satisfaction and ensure uniformed & standardized handling of customer complaints, the Judgment Criterion is specially made to prevent similar complaints from happening again.

2. Scope 
Complaints received by Service Centers & Contact Centers of all countries/regions from OPPO overseas customers. (Customers include all personnel who are using OPPO products or related with products such as end users, distributors/dealer, network operators, after-sales vendors, salesman etc.)

3. Principles of the Judgment
3.1 Contact Center will report the complaint case to Complaint handling specialist on the same day or the next day when the complaint is received. The complaint handling specialist is responsible to handle or cooperate with other teams to feedback the handling process until a solution is provided. 

3.2 If there are some inconsistent descriptions between service center and the customer, the Contact Center will send recordings or chat history to Service Center Manager for confirmation.
3.3 If there are two or above complaint types with different levels in one complaint case, the corresponding level should be overlaid, while only take as one complaint.

3.4 Whether the complaint is established or not will be up to the situations before it happens, while it has nothing to do with the handling afterwards. If it has been judged to be the fault of service center, the complaint will be established; the service center is under the obligation to handle the case properly, while the complaint will not be counteracted. 

3.5 If the complaint is towards service attitudes, it will be judged to be established directly after the customer descriptions are confirmed to be objective & true. No further appeal will be accepted. 

3.6 Appeal only with efficient & definite fact will be accepted (such as call recordings or call log history for cases that customer complained no contact to him.) 

4. Complaint Judgment Criterion
4.1 Type A Complaint
4.1.1 Complaint towards CC
4.1.1.1 Complaint towards service attitude
· Use impolite words (abuse, threat, uncivilized words etc.)
· Emotion out of control (argue with customer, interrupt rudely).
· Interrogate or question customer (Can't you understand? /I told you before... Etc.)
· Impatient or treat customer with indifference
· Evaluate customer before hang up.
· System works normally, agent hang up for personal reason
· There is long dead air (>5s) in the call process without notifying the customer 
· Maliciously harassing customer.
· 
4.1.1.2 Complaint towards service skill
· Provide incorrect information or case solution (The customer case is not confirmed and solved in time due to not double checking whether it has been handled by other agents previously.)
· Didn't remind customer backing up when guide customer reset phone so caused to data loss.
· Failed to handle customer complaint as promised, thus caused to 2nd escalated complaint.
· Dispute has been incurred due to informing customers of internal information or process.
· 
4.1.2 Complaint towards SC
4.1.2.1 Complaint towards SC attitude
· Failed to serve the customer initiatively. (The service staff is busy in personal issues, ignoring the customer or turning a deaf ear to the customer inquiries).
· Use impolite words (abuse, threat, uncivilized words etc.).
· Speak with strong & tough tone interrogate or question the customer (Can’t you understand? Can you repair it or do I repair it? So on and so forth).
· Encourage the customer to lodge a complaint (This refers to the service staff encourages the customer to lodge a complaint directly after the conflict happens without making any harmony).
· The appearance of the service staff is not decent (Such as being sloppily dressed, serving customers after drinking etc.).
· Do things that has nothing to do with the job (Be complained by the customer due to playing games, chatting, or smoking during working time).
· Refuse to repair the phone or answer customer questions during work time or near closing time. 
· 
4.1.2.2 Complaint towards long repair duration of SC
· Complaints caused by shortness of spare materials of the central warehouse or service center, or by not timely application for accessories on the condition that the company has enough accessories.
· The repair duration is more than 1 hours for case that customer sent it to SC; or more than 5 days for case that customer delivers the device to SC or sends it by dealer. The repair duration is calculated from the day when the device leaves customer. 
· 
4.1.2.3 Complaints towards repair quality of SC
· The accessory is missing or misloaded after the repair.
· Non-customer files exist in the phone after the repair.
· The previous fault still exists or a new fault appears after the customer gets back the device (Only limited to the very time when the customer gets the device, excluding the hiding problems which the service center has explained in advance)
· Engineer cannot detect fault and caused customer go back and forth to service center.
· Serious appearance wear and tear after repair. 
· Replace old spare part or accessories.
· 
4.1.2.4 Complaint towards Service Policy of SC
· The Service Center doesn’t handle the devices (return, replacement or under-warranty repair) which comply with the “Three Guarantees”.
· The Service Center doesn’t handle the case as per the Special Case Handling Instructions which the company has published.
· The Service Center rejects to carry out obligations of the “Three Guarantees” with excuses of “special devices, eliminated devices, non-locally purchased devices, network purchased devices etc.”
· 
4.1.2.5 Complaint towards Service Process of SC
· Handle the device personally without the permission from the customer. (The customer sends the device for repair by himself or by dealer).
· Reject the customer inquiries on devices & warranty service etc..
· Reject the customer’s reasonable requirements (such as issuing repair order & invoice, and returning the broken accessory after paid replacement.)
· Not inform the customer in advance that the repair (ROM, replacing PCBA etc.) may lead to loss of the customer’s personal files, and the files get lost after the repair. 
· Not inform the customer in advance the Service Center will be closed due to training or activities, which caused customer go to Service Center but cannot get assistance. 
· Refuse to provide loan phone for case that customer send in for repair and leave the phone for more test. (Including that he quantity of loan phone is less than company request).
· 
4.1.2.6 Complaint towards SC charge
· The accessories and the auxiliaries are not sold at the company uniform price.
· The customer is still charged for the repair of devices which comply with warranty conditions, or special handling policies.
4.2 Type B complaint – Other customer service related complaints
4.2.1 Other customer service related complaint of CC
· Phone is not answered during operation hours.
· Agents reject to provide agent ID as required.
· Failed to call back or send emails to customers as promised.
· Advise customers to seek assistance from other channels when it is within service scope of CC.
· Other customer service related complaints not mentioned above. 
· 
4.2.2 Other customer service related complaints of SC
· Phone is not answered during operation hours.
· Customer information is not documented and the customer’s concern is not followed up initiatively when accessory is unavailable at the moment.
· Failed to contact the customer within the promised time or never contacted the customer after promising the customer with a waiting duration.
· Failed to manage to harmonize the conflicts with the customer initiatively.
· Failed to do what is promised.
· Customer doesn’t agree on the inspection result.
· The customer’s device gets lost during repair process.
· Other customer service related complaints not mentioned above.
4.3 Type C Complaint – not included in assessment
4.3.1 Complaint towards dealer
· Freebies are not provided as promised.
· Vicious competition among dealers, including unauthorized promotions, price reduction and freebies etc..
· Customer phone get lost while sent by dealer for repair.
· Service attitude of dealer 
· Other
· 
4.3.2 Complaint towards product
· Users are requesting replacement or refund since they are dissatisfied with the appearance, function and performance of products. 
· 
4.3.3 Complaint towards security concern issues
· Complaints with hidden danger or existing security problems: leakage, abnormal high temperature, explosion, battery dissolution, physical injury, etc.
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