

FMM PENANG BRANCH
Customer Service Standards

Our guarantee of service
FMM Penang Branch sets a high standard of quality customer services to which it is committed. Our customers, mainly member companies in Penang, can expect accurate information provided in a prompt and courteous manner. You can access these services by calling 04-399 2057 or by visiting our Offices or by email: fmmpenang@fmm.org.my.
What can you expect?	
We aim to respond to all telephone calls within 5 rings. If you write to us, we shall respond within two (2) working days.
Complaint handling 
We aim to finalise 85% of general member complaints within 10 days of receiving the complaint. In other cases we contact the parties within 14 days to advise them of actions being taken.
Your contributions through customer feedback
Feedback from our customers plays an important role in reviewing and improving our services. If you have a complaint about our service, please contact us so that appropriate action can be taken and we can learn from your experience.
Complaints may be lodged at our Branch Office or with Customer Feedback on fmmpenang@fmm.org.my. You may also complete the Customer Feedback Form, available at our offices and by request via email.
If you are not satisfied with our response, you may wish to contact:
Chairman, 										               FMM Penang Branch									      

Tel: 04-399 2057 Fax: 04 399 4863 or 
Email: fmmpgcom11@gmail.com; fmmpenang@fmm.org.my




FMM Penang Branch
Customer Feedback Form
FMM Penang Branch wants to provide you with the best service we can, and we welcome your feedback. Please use this form if you would like to:
· provide a suggestion
· tell us what you liked about our service (compliment)
· make a complaint about our service or actions.
If you are making a complaint and provide your contact details we will contact you within 4 working days or send you a letter within 10 working days — that's our guarantee.
Upon completion of the Customer Feedback Form, please send to us by hand, by post or via email: fmmpenang@fmm.org.my

Please mark (x), whichever is applicable:

1. This feedback is a:
   
    (  ) Suggestion	(  ) Compliment	(  ) Complaint	

2. About which service?
	
(  ) enquiries/information			(  ) Membership services		                    (  ) complaint handling/dispute resolution 	(  ) Other (please specify below:	

________________________________________________________________________

3. About what issue?
(  ) FMM decision, policy or procedure				                                                    (  ) administration or legislation
(  ) information accuracy 								                          (  ) timeliness of service                                                                                                                     (  ) staff actions/customer service                                                                                                      (  ) accessibility of service                                                                                                                 (  ) fees/charges                                                                                                                                 (  ) website                                                                                                                                            (  ) other - please specify below:

4. How did we provide the service?

(  ) Over the counter	(  ) Phone	(  ) Website	(  ) Letter	(  ) Seminar	(  ) Other
Phone number called
Office visited
Name of our staff (if appropriate) 


5. When did we provide the service?

Date:
Time:

6. Are you?

(  ) a Member		(  ) a Consumer	(  ) providing feedback on behalf of someone 

7. Please write the details of your feedback here:
_______________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
8. Please provide your contact details if you would like us to respond to you (optional):
Name: 
Address: 

Town/City:							Postcode: 
State:

Daytime phone number: 
Email address: 
Confidentiality
Any information we gather through this Customer Feedback is used for service improvement and will not be used for any other purpose. You can also ask that your personal details be withheld from any FMM staff member(s) about whom you are providing feedback. We will respect your request, however, if keeping your identity confidential makes it difficult to take remedial action we will contact you before taking further action. 
(  ) I would like my personal details to be withheld from any FMM staff member about whom I have provided feedback. 






Complaints about our services – Policy Guidelines 
FMM Penang Branch is committed to providing high quality, efficient, timely and responsive services. On occasions, you – our customer – might not be happy with the service provided, or you could have concerns about the way we do things. We will always attempt to clear up anything you are not satisfied with on the spot. However, if you decide to take your complaint further, you can be sure that we will treat your concerns in an open and responsive way and within clear time frames.
This information is designed to make it easy for you to understand our customer complaint handling process.
[bookmark: What_is_a_customer_complaint_]What is a customer complaint? 
Our customer complaint management system covers complaints about the following issues:
· corporate and branch policies
· published administrative procedures
· administrative decisions (see below for exceptions)
· fees and charges
· actions of employees or agents
· quality of service
· timeliness of service
· accuracy of information provided 
· accessibility of services.
The following are not considered customer complaints:
· requests for information about policies or procedures
· complaints dealt with under a privacy management plan
· complaints about matters where FMM has no authority to either change a decision or become involved
· complaints about policy decisions and actions of Government agencies which adversely impact members’ business.
· [bookmark: Complaints]Complaints about fraud or corruption.
Complaints
1. Can anyone complain?
Yes. This policy is aimed at our customers, but there are no restrictions on who can make a complaint about us.
2. How do I make a complaint?
Obtain a copy of the Customer Feedback Form to complain or provide compliments or suggestions to FMM Penang Branch. Mail the completed form to:




Customer Feedback Manager
FMM Penang Branch
2767, Mukim 1, Lebuh Tenggiri 2, 
Bandar Seberang Jaya, 
13700 Seberang Perai Tengah,
Penang.	
Tel: 04-3992057  Fax: 04 399 4863					
Email: fmmpenang@fmm.org.my
Phone or email us and ask us to post a complaint form. Or you may pick up a form from FMM Penang Branch Office.
3. What if I want to remain anonymous?
Although we won’t be able to respond to you about your concerns, anonymous complaints can provide us with useful pointers to service improvements. These complaints will also be registered and referred to the relevant area for review.
[bookmark: What_we_will_do]What we will do
1. What result do I want from my complaint?
We will do our best to deal with your complaint in a way that is reasonable to both you and us. If you tell us you want some specific action, which could range from an apology or faster processing of an application, to the review or reversal of a decision that affects you, we will treat your suggestion seriously. However, keep in mind that our response will be in accordance with our corporate policies and governed by what any relevant legislation permits us to do.
2. How will Fair Trading treat me if I make a complaint?
We will treat you with patience, courtesy and respect. We are open about our management of customer complaints.
3. Why do you register my complaint?
We register formal customer complaints for several reasons:
· knowing how many customer complaints we get is one of several ways we can judge how well we are doing our job
· analysing customer complaints lets us identify areas where we can improve
· most importantly, it allows us to keep track of your complaint and to ensure that you receive a prompt response.
4. What does FMM Penang Branch do with the information it receives from customer complaints?
We actively monitor our customer complaint handling performance and evaluate customer complaint volumes and trends for service improvement purposes.
We assure you that any personal details you give us will remain confidential to the FMM.

[bookmark: Contacting_you]Contacting you
1. Who will contact me?
The manager responsible for the service you complain about, or the manager’s delegate, will contact you within 4 working days. That person might be able to resolve your complaint then and there – but if not, or if your complaint will take longer to resolve, you will be given that person’s contact details and a reference number so you can check on the progress of your complaint. In the unlikely event that you have not received any response after 10 working days, you should contact us on Tel: 04 399 2057 so we can follow up your complaint with the responsible area.
2. How will you contact me and how long will it take?
	Contact method 
	How long?

	Phone or email:
We will first attempt to resolve or clarify* your complaint by phone, or by email if that is how you contacted us.

With your agreement, any further contact required will also be by phone or email.
	We will phone or email you within 4 working days of receiving your complaint.

	Letter:
We will post you a letter if:
· we cannot reach you by phone or email
· we find you need a letter in response when we phone or email you
· you are not satisfied with our attempt to resolve or clarify* your complaint by phone or email.
	We will write to you, if required, within 10 working days of receiving your complaint.


Note:
* 'clarify' may include advising you that a longer period of time may be involved if we need to obtain information from third parties.
3. [bookmark: What_if_I_am_still_not_satisfied]What if I am still not satisfied?
Where we can’t resolve or clarify a complaint to your satisfaction, we will tell you about your rights and opportunities for external review.
[bookmark: Further_information]
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