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Indo Fuji Euope Limited

Customer Care Programme and  Complaints Handling Policy

Our complaints policy

We are committed to provide and deliver high-quality services to all our clients. When something goes wrong, we need you to tell us about it. This will help us to resolve the issues and improve our standards continuously.

If you have a complaint regarding any of our services, please contact us with the details. 

What will happen next? 

1. We will send you an email / communication, acknowledging receipt of your complaint within 24 hours of receiving it, enclosing a copy of this procedure.

2. We will then investigate your complaint. This will normally involve passing your complaint to our client care manager / designated person, who will review your matter and speak to the member of staff who dealt with you.

3.  The Client care manager / designated person will then invite you to a meeting to discuss and hopefully resolve your complaint. S/he will do this within 2 days of sending you the acknowledgement.

4. Within three days of the meeting, the Client care manager / designated person will write to you to confirm what took place and any solutions s/he has agreed with you.

5. If you do not want a meeting or it is not possible, the Client care manager / designated person will send you a detailed written reply to your complaint, including his/her suggestions for resolving the matter, within 2 days of sending you the acknowledgement letter.

If we have to change any of the timescales above, we will let you know and explain why.

Customer Complaint Form

	Customer Information

	Customer name:


	Customer phone number:

	Customer address:


	

	Contact name:


	Contact position:

	Customer PO number:


	Invoice number:

	Product / Service description:
	

	Complaint Information

	Complaint date:


	Complaint taken by:

	Complaint details:



	Corrective action: 
	Date of response:



	Identified cause:



	Corrective action person:

	Corrective action follow up:
	Date of follow up:



	What steps to be taken to avoid repeat problem:



	Signature:


	Date:

	Name:


	Position:




Ratified by: D N Murty, Date: 10/10/2012

Next review date: 02nd January, 2013
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