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Operational Procedures Manual

Problem Resolution Procedures

Introduction


Our Mission Statement and Customer Service philosophies are to be used to guide our actions in resolving customer issues. Our objective is to resolve any issue within reason and to  retain a customer relationship. Every member of our company has a responsibility to assist in effectively resolving customer issues.

First Notification


The Team providing service has the responsibility to notify the office as soon as an incident occurs. The call is to provide the nature of the incident, the item involved, the customer involved, whether the customer is home or at work, and what caused the incident. This first notification is to be recorded on the telephone log and used as the basis for discussions with the customer if they call prior to the Team returning to the office.


The Team is to leave a note card asking the customer to call the office concerning the incident. The note card is not to make promises or assurances, just to request that the customer  call the office. If the incident is a broken item, the Team is to leave the broken item with the note card so that it does not become a “hidden surprise” for the customer.


If the customer is the first to notify the office that something is broken or missing,the person receiving the telephone call is responsible to initiate an Incident Report. The description will state that an item is either broken or missing and will not identify the specifics. Those specifics will be noted on the Telephone Log and be entered into the Customer’s MMCIS File.

Incident Report


The Team is to complete an Incident Report upon returning to the office. The Team is expected to be complete and factual in completing the report. The information in the report is to be used to resolve a problem and to retain a customer. It will not be used as the basis for disciplinary action or dismissal. The Team is expected to be a responsible party in resolving a customer issue, as well as providing the information necessary to avoid unnecessary repairs or replacements that are not company responsibility. 


If the customer has provided the first notification, the Incident Report is presented to each Team Member for entering their involvement in the incident. Separate Incident Reports are to be created for each Team Member.

This Incident Report will be used as the input document for “Right Now”.

Customer Notification


The Incident Report is to be used to contact the customer concerning the incident. The “Three A’s of Customer Service” are to be used for this notification.


We are to “Acknowledge” that an incident occurred. 


We are to “Apologize” for the inconvenience that may be caused.


We are to discuss the “Action” to be taken to resolve the issue.

This notification is to be made personally if possible, but may be a recorded message if the customer can not be reached. Listening to the customer at this point may be as important as determining what action they would like for us to pursue.


We are to commit to keeping the customer informed and a part of the process until resolution is achieved.

Investigation Procedures


Once we have been notified by a customer that an incident has occurred, we want to schedule a personal visit to view the problem. The personal visit can be performed by either a Manager, QC Supervisor, or Owner. The primary focus of the visit is to determine what happened and how it happened. We must first determine how something happened before we can determine the corrective action. The personal visit is going to be a fact-finding visit more than a final resolution visit. The visit is to focus on our equipment and products, and to determine if our cleaning procedures were followed. The condition of the item prior to the incident is also important.


If the incident involves a missing item, we recommend to the reporting customer that the local Police are to be called and a report filed. We further request that the customer call after reporting the missing item to provide us with the Police Report Number, Police Contact Number, and Investigating Officer name if possible. We are to assure the customer that we will fully participate with the Police Investigation.

Corrective Actions


The corrective action selected must be appropriate for the incident, and can be selected only after all the relevant facts are considered. We are to provide options for the corrective actions after listening to the customer. Listening is our Number 1 approach to Problem Resolution.


The primary action for broken items is to repair, either by ourselves or a company of our selection. We have great confidence in “House of Renue” in Birmingham. 


The primary action for spills is spot cleaning by a carpet cleaning partner. We have working relationships with “Johnnie on the Spot” and “ServiceMaster”.


The primary action for minor breakage issues can be a Discount Coupon valued appropriately for the item. 


The primary action for items to be replaced is to agree with the customer as to whether they or we have responsibility to find the replacement item. If the customer knows the location or is willing to research for a replacement, they may be more satisfied with the outcome if they take that responsibility.


The primary action for a missing item is to follow the recommendations of the Investigating Officer.

Resolution Authorizations


Commercial insurance guidelines are based on original value less fair wear and tear rather than replacement values. We will base our policies along the same guidelines. The commercial guidelines are different from homeowner insurance guidelines, which typically are based on replacement values; however, we have to live by the commercial guidelines.


The following guidelines are established for the resolution of incidents:

(a) Quality Control Supervisors are authorized to issue Discount Coupons or approve the replacement of items up to 50% of the value of the customer’s regular cleaning fee.

(b) Operations Managers are authorized to issue Discount Coupons or approve the replacement of items up to the value of the customer’s regular cleaning fee. 

(c) Resolution of issues involving costs greater than the customer’s regular cleaning fee can be authorized only by the owner.

Follow-up Actions


It is extremely important that we make a follow-up telephone call to make sure that the customer is satisfied with the result of the corrective action. This action is “closing the loop” to make sure we have a satisfied customer. This call also is to be a personal call if possible, however, a message is better than not making the call. 
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