Dis-satisfied to Satisfied - Customers

Steps and Processes to be followed



Source of Dis-satisfied customers..
Dis-satisfied customer list is generated in the system from two sources :

Based on the customer feedback (Instant / Survey) or
customer response (Post Sales / Post Service follow-up), all
negative cases get automatically registered as dis-
satisfied customers in the System.

a) Instant Feedback Card — Rating < 8 in any parameter.

b) Survey Feedback — If customer selected Dis-satisfied /Highly Dis-satisfied.

c) Post Sales / Post Service response — If customer given negative rating in any of
the question.

For customers reported any concern directly to the
Distributor / Dealer. Option provided at Distributor & Dealer
login, to register the complaint directly into the System.

All complaints registered by Distributor are visible to Dealer for further action & resolution.



Dealer - Customer conversion from Dis-satisfied to Satisfied..

Once the complaint get registered, Dealer has to contact the customer,
resolve the issue and update the action taken in [CS+SR] System.

Step 1: Click on “Dissatisfied Customers” in Menu Bar.
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Customer conversion from Dis-satisfied to Satisfied..

Step 2 — Following screen will appear with list of all dis-satisfied customers
identified during feedback (Instant / Survey feedback), response (Post Sales / Post
Service Follow-up) or registered directly by the Distributor.
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Customer conversion from Dis-satisfied to Satisfied..

Step 3 — Dealer has to contact the dis-satisfied customer & resolve the issue, to convert him
into Satisfied customer.

Step 4 — Based on the customer attending status, Dealer has to “update” the following details
in [CS+SR] System:

a) Conversion date — The date on which customer concern get resolved.

b) Mode of resolution — Through which customer was concern was attended like “At workshop
/ Through Home Visit / Through Conversation”.

c) Action Taken / Remarks — Details of action taken by Dealer to resolve the customer concern.

d) Complaint Category — Category of reason for complaint generation.



Customer conversion from Dis-satisfied to Satisfied..

** Once the Dealer updated the required details, dis-satisfied customer entry will automatically get
removed from this list.

s»After conversion, Distributor or Dealer can check the complaints status through “Dis-satisfied
conversion report”.
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Thank You



