
Start 

All Customers 

Making the complaint/suggestion and expression of proposed 

solutions and presenting the related documents if available 

Secretary of CRM Committee 

Submitting and assigning a ticket number to the complaint and 

informing the client of the complaint receipt 

Secretary of CRM Committee 
If needed, taking immediate action through 

carrying out the necessary coordination and 

mentioning the situation in the complaint form 

Customer Representative 
Initial complaint review and prioritization of 

complaint handling 

Secretary of CRM Committee 
Making the necessary arrangements for setting up the CRM 

committee meeting and informing the client of the complaint 

reviewing date 

Secretary of CRM Committee 
Holding the meeting attended by the members of the CRM 

committee for reviewing the complaints 

Secretary of CRM Committee 
Notifying the client of meeting approvals (within 24 hours) 

Are the approvals 

acceptable by the client? 

The Executives 

Executing the approvals and informing the secretary of the 

CRM committee and customer representative of the results 

Customer Representative 
Checking the effectiveness of approval measures 

Customer Representative 
Analysis and final evaluation of the complaint 

End 

The complaints would be sent through: 

1. Email 

2. Website 

3- Whatsapp 

Complaint receipt would be confirmed by 

sending an email to the client. 

The complaints would be prioritized at 

three levels of urgent, high or normal 

with a process time of 24 hours for 

urgent, 48 hours for high and one week 

for normal priorities. 

If needed, the client would be able to 

introduce and send his own representative 

to participate in the CRM meeting 

If confirmed, the compensations available 

to the client include: 

1. Sending an alternative cargo   

2. Applying discounts in later invoices 

3. Paying damages 

4. Etc… 

Customer satisfaction with his complaint 

handling would be evaluated by asking for 

the client’s opinion based on standard 

questions and complaint form for the final 

analytic calculations. 

The analysis methods for systematic 

handling of clients’ complaints include: 

- checking the process proportionality in 

reaching the goals 

- identifying the model behaviors regarding 

the complaint handling 

- Periodic verification of the complaint 

handling process 

- Providing periodic analytic reports of 

clients’ complaints and suggestions 

NO 

YES 

NO 
Is the client totally 

satisfied? 

YES 

  

CUSTOMERS’ COMPLAINT HANDLING PROCEDURE FLOWCHART 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Quality in a service or product is 

not what we put into it. It is what 

the customer gets out of it. 
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