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--- CUSTOMER FEEDBACK COLLECTION & DOCUMENTATION ---
[ ] Date of Feedback Receipt
[ ] Feedback Source (In-store Verbal, Digital Tablet/Kiosk, Email/Online Review, Telephone/Call, Social Media)
[ ] Customer Touchpoints Involved (Point of Sale (POS), Fitting Rooms, Checkout Lane, Store Entrance/Exit, Customer Service Desk)
[ ] Customer Name/Identifier
[ ] Summary of Feedback Provided
[ ] Supporting Documentation (Screenshots/Photos/Receipts)

--- COMPLAINT RECEIPT & IMMEDIATE RESPONSE ---
[ ] Date of Complaint
[ ] Time of Incident
[ ] Customer Name/Contact Info
[ ] Complaint Urgency Level (Low, Medium, High, Critical/Emergency)
[ ] Detailed Description of Complaint
[ ] Initial De-escalation Steps Taken (Active Listening Provided, Apology Issued, Customer Moved to Private Area, Manager Notified)
[ ] Staff Member Acknowledgment

--- ISSUE CATEGORIZATION & SEVERITY ASSESSMENT ---
[ ] Complaint Category (Product Quality/Defect, Customer Service/Staff Behavior, Pricing/Billing Error, Store Environment/Cleanliness, Stock Availability, Wait Time/Queue Issues)
[ ] Severity Level (Low (Minor inconvenience), Medium (Requires staff intervention), , Critical (Legal/Safety/PR Risk))
[ ] Affected Store Departments (Checkout/POS, Sales Floor, Fitting Rooms, Warehouse/Stockroom, Entrance/Lobby)
[ ] Incident Summary
[ ] Date of Incident

--- RESOLUTION & RECOVERY ACTIONS ---
[ ] Resolution Method Used (Full Refund, Store Credit/Gift Card, Product Exchange, Discount Voucher/Coupon, Repair/Service Provided, Apology & Verbal Resolution)
[ ] Details of Resolution Steps Taken
[ ] Recovery Actions Completed (Customer notified of resolution, Refund processed in POS, Replacement item retrieved from stock, Management notified)
[ ] Staff Member Signature
[ ] Date Resolution Completed

--- STAFF TRAINING & FOLLOW-UP ---
[ ] Training Completion Date
[ ] Training Topics Covered (De-escalation Techniques, Product Knowledge Update, New Store Policy Review, POS System Troubleshooting, Customer Service Standards)
[ ] Summary of Training Session
[ ] Manager/Supervisor Signature
[ ] Training Attendance Sheet

--- ROOT CAUSE ANALYSIS & TREND TRACKING ---
[ ] Primary Complaint Category (Product Quality/Defect, Staff Behavior/Service Level, Store Environment/Cleanliness, Pricing/Promotion Discrepancy, Wait Times/Queue Management, Stock Availability)
[ ] Root Cause Identification
[ ] Impact Level (Low - Isolated Incident, Medium - Frequent Occurrence, High - Systemic/Critical Issue)
[ ] Proposed Preventative Action
[ ] Review Completion Date
[ ] Manager Verification

--- CUSTOMER SATISFACTION FOLLOW-UP ---
[ ] Follow-up Completion Date
[ ] Follow-up Method Used (Phone Call, Email, In-person, SMS/Text)
[ ] Customer Satisfaction Score (CSAT) (Very Satisfied, Satisfied, Neutral, Dissatisfied, Very Dissatisfied)
[ ] Summary of Customer Reaction
[ ] Staff Member Signature

--- REPORTING & MANAGEMENT REVIEW ---
[ ] Report Submission Date
[ ] Total Number of Complaints Resolved
[ ] Complaint Severity Level (Low, Medium, High, Critical)
[ ] Primary Complaint Categories Identified (Product Quality, Staff Behavior, Pricing/Billing Error, Store Environment/Cleanliness, Wait Times/Queue Management)
[ ] Summary of Monthly Trends & Recommended Actions
[ ] Store Manager Approval
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