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Customer Feedback


Objective

To ensure Trade Distribution are meeting our customers’ expectations and prepare or realise any changes to their business requirements that may purpose a risk or an opportunity to Trade Distribution Business.

To gain customer feedback that is suitable and applicable to the Customers worth in terms of turnover and profit to the business. 

An analysis of customer turnover has been completed and it has been proven that the top 20 customers in the freight sector represent over 80% of freight turnover.  These 20 accounts and all customers in the contract sector which are recognised as key accounts will be considered active for this process.  All other customers, which represent less than 5% of total company turnover, will be monitored through the operation’s NCR procedure.


Customer Feedback will be obtained using 3 methods. 

· Using a combination of the Customer Dashboard report that demonstrates performance and non-conformances and the customer feedback form.

· Weekly Debriefs that are specifically designed for key accounts and meets the customer requirements.

· On a job basis to accommodate adhoc or infrequent customers.

Frequency of reviews

Customers will dictate their review dates but Trade Distribution will endeavour to obtain a minimum annual review with the customer

· Annually
· Monthly
· Weekly 


The customer feedback will be reviewed by the Managing Director and any issues will be reported to the Operations Director for the necessary corrective or preventative action decided implemented and recorded using the NCR process.

After the feedback is reviewed and action taken, the completed feedback form will be uploaded to the relevant Customer file on Multifreight.
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