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Complaint Handling and Resolution Process
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Complaint Management Process of 1365 Contact Center

Customers and ' Business Partners / Customers

General Public Y -4 (Legal Entities)

. ¥ 7! Timeline for Closing Complaints |

Contact 1365 s .

Contact Center : ' »  Critical Complaints: Within 3 Days
via Various Channels . »  General Complaints: Within 5 Days

*If resolution exceeds SLA, the system will
1 issue a Warning Alert for follow-up. |

E-mail Py Classify Complaint Type [ e e R,
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Responsible Unit
Investigates and
Resolves the Complaint

Customer Information Notify Resolution / Review Resolution and

Collection Provide Feedback to Customer Update Complaint Status Implement Resolution

Record Customer Satisfaction Provide Feedback

Evaluati d - -
Evaluation e to Responsible Unit
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Complaint Acknowledgment and Confirmation to the Complainant
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Across all 1365 Contact Center service channels, agents are required to acknowledge and confirm receipt of every complaint at the time of contact, as follows:

Telephone

Agent verbally confirms receipt of the complaint
during the call.

Sample Script

"We sincerely apologize for the inconvenience. |
have now logged your complaint and will forward
it to the relevant department for immediate
investigation. Once a resolution is available, we will
contact you promptly.”
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@ Verbal confirmation — during call

Line (Messaging)

Agent sends an acknowledgment message in the
chat immediately upon receiving the complaint.
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@ Written acknowledgment — instant message

Reference: Inbound Service Process (Inquiries, Complaints, Suggestions, Compliments, and Service) Document— P-CR.CSD-0055

Email

Agent sends a reply email to the customer upon
receipt of their complaint email.
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@ Written acknowledgment — email reply




Complaint Follow-Up — Warning Alert System
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© Complaint tracking is measured continuously — including weekends (Sat-Sun) and public holidays. Automated alerts active up to 180 days.

Standard Complaint Flow SLA: Issue closure within 5 days

Alerts 1-15 over 180 days | Escalation to AM — Division — Department

Alert1 Alert 2 Alert 3

Special Flow SLA: Issue closure within 3 days

Alerts 1-15 over 180 days | Daily escalation from Day 1

Alert 4 Alert 5 Alert 6 Alert 7 Alert 8 Alert1 Alert 2 Alert 3 Alert 4 Alert 5 Alert 6 Alert 7 Alert 8
Day 2 4 5 7 9 14 21 28 Day 1 2 3 4 7 14
AM AM / AM / AM / AM/ AM / AM / AM / AM / AM / AM / AM / AM / AM / AM / AM /
To Division Division Division Division Division Division Division To Division Division Division Division Division Division Division Division
/ Dept. / Dept. / Dept. / Dept. / Dept. / Dept. / Dept. / Dept. / Dept. / Dept. / Dept. / Dept.
Alert9 Alert 10 Alert T Alert 12 Alert 13 Alert 14 Alert 15 Alert9 Alert 10 Alert 11 Alert 12 Alert 13 Alert 14 Alert 15
Day 35 42 60 20 120 150 180 Day 21 28 60 920 120 150 180
AM / AM / AM / AM / AM / AM / AM / AM / AM / AM / AM / AM / AM / AM /
To Division Division Division Division Division Division Division To Division Division Division Division Division Division Division
/ Dept. / Dept. / Dept. / Dept. / Dept. / Dept. / Dept. / Dept. / Dept. / Dept. / Dept. / Dept. / Dept. / Dept.

® AM = Area Manager @ Division = Division Manager ~ @ Dept. = Department Manager
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Independent External Verification of the Complaint Handling Process

The Customer Relations Division holds certifications under the following internationally recognized standards, providing independent verification of its

complaint handling practices.

ISO 9001

Quality Management System Standard

Ensures systematic quality management in service operations,
including complaint handling processes. Provides a structured
framework for consistently delivering services that meet
customer and regulatory requirements.

@ Independently Verified

PTT Qil and Retail Business Public Company Limited — Customer Relations Division

1ISO 22301

Business Continuity Management System Standard

International standard for maintaining continuity of critical
business operations, including customer service functions,
during disruptions. Ensures complaint handling remains
operational under adverse conditions.

@ Independently Verified
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leaving no one behind
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