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Receiving customer feedback 
through designated channels

A response is provided to 
the customer confirming 
receipt of the notification

Type of 
Notification

The request/
suggestion/

satisfaction is 
recorded in the 

system

CRM 
Platform

Suggestion / Information / Satisfaction request

The complaint is 
recorded in the 

system

Complaint

CRM 
Platform

The complaint is 
investigated with the 
relevant department

Is the customer 
right

Find mutually agreeable 
solutions with the customer

The customer is informed

The record will be closed 
with the appropriate tag in 

the system.

NO

Suggestions to ensure 
customer satisfaction are 

identified
YES

Is corrective 
action needed?

The Corrective Action 
process will be carried 

out with the 
participation of the 

relevant departments.

Agreement 
with customer?

Implement customer 
solution

Alternative 
solution with 

customer?
NO NO

Complaint kept open; 
customer informed of 

external resolution rights

The matter will be referred 
to the legal department

3 month

Agreement is reached with 
the alternative solution

YES

NO

YES

YES

Receiving a complaint from 
the customer in operations

Customer contact 
information will be 

obtained

Complaint details and 
information will be 

forwarded to the customer 
solutions department

The record is closed through 
the system

Are there 
potential risks 

in outsourcing?
YES

YES

Requests, satisfaction, and 
suggestions are evaluated 

and forwarded to the 
relevant department if 

necessary

Personal data entry (customer) occurs in the 
process. The data is recorded and processed. 

(customer)
Personal Data

Data sharing occurs in the process (CRM Platform, 
IT, Cloud4Feed, relevant suppliers).

2


	TAVISL-MSI-SH-005 Customer Resolution Process Map_1.vsd
	CUSTOMER  RESOLUTION


