SOP: Complaint Log Maintenance and Data
Management

This SOP details the process for complaint log maintenance and data management, emphasizing accurate recording,
timely updating, secure storage, and systematic analysis of customer complaints. The goal is to enhance customer service
by tracking issues efficiently, facilitating resolution, and identifying trends to improve overall organizational responsiveness
and quality assurance.

1. Purpose

To establish standardized procedures for recording, updating, storing, and analyzing customer complaint data to ensure
efficient tracking and timely resolution, while maintaining data security and supporting continuous improvement.

2. Scope

This SOP applies to all employees involved in complaint handling, customer service, and data management activities across
the organization.

3. Responsibilities

e Customer Service Representatives: Record and update complaints accurately and promptly.

¢ Data Management Team: Ensure secure storage, backup, and systematic data analysis.

¢ Supervisors/Managers: Review and monitor records for quality, escalate unresolved issues, and oversee trend
analysis.

4. Procedure

1. Complaint Logging
o Record all complaints in the designated log (physical or digital) immediately upon receipt.
o Include required fields:
s Date and time of complaint
= Customer details (name, contact)
= Nature of complaint
= Assigned handler
s Status (Open, In Progress, Closed)
= Resolution notes
. Updating Records
o Update complaint logs promptly with actions taken, status changes, and resolutions.
o Track all updates with timestamps and handler identification.
3. Storage and Security
o Secure all physical logs in a locked cabinet accessible only to authorized personnel.

N

o Protect digital logs with password access and regular data backups.
o Comply with data privacy regulations (e.g., GDPR).

4. Data Review & Analysis
o Conduct monthly reviews of logs to identify trends, recurring issues, and improvement opportunities.
o Summarize and present findings to management and relevant teams.

5. Closure
o Only close a complaint after verification of resolution and customer acknowledgment (if applicable).
o Mark the complaint as &€ceCloseda€ and archive appropriately.



5. Complaint Log Sample Fields

Date Customer Contact Info Com_plalnt Status  Handler Actions Resolution/Closure
Name Details Taken Date

2024- . : Late John Expedited res

06-01 Jane Doe jane.doe@email.com delivery Closed Smith replacement 2024-06-03

6. Documentation and Record Retention

e Maintain all complaint logs for a minimum of [X] years in accordance with organizational policy and legal requirements.
e Ensure logs are retrievable for audits or quality reviews.

7. Review & Continuous Improvement
1. Periodically review SOP effectiveness and update as needed.

2. Collect employee and customer feedback regarding the complaint handling process.
3. Implement improvements to enhance accuracy, security, and efficiency.

8. References

¢ Relevant data privacy and security policies
e Customer service guidelines
e Organizational record retention schedules

9. Revision History

Version Date Description Author

1.0 2024-06-08 Initial SOP draft QA Department
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