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CUSTOMER SUPPORT AND COMPLAINT RESOLUTION POLICY
Effective Date: 1 July 2025
1. Policy Purpose
To ensure all employees understand how to deliver exceptional customer service and resolve complaints efficiently, reflecting Tunu-ApC’s core values of Quality Excellence, Integrity, and Customer Focus. This policy empowers workers to:

· Uphold the company’s reputation for premium products and ethical practices.

· Strengthen customer trust through timely, respectful, and solutions-driven support.

· Align with Tunu-ApC’s mission to "provide high-quality spices and services that satisfy clients."

2. Scope
Applies to:

· All employees interacting with customers (sales, support, field staff).

· Suppliers and partners representing Tunu-ApC.

· Complaints related to product quality, delivery, information accuracy, or ethical concerns (e.g., child labour in supply chains).



3. Core Principles for Customer Support
A. Professionalism & Respect
· Treat every customer with courtesy, patience, and cultural sensitivity.

· Use clear, jargon-free language (English/Swahili) and active listening.

B. Product Knowledge
· Understand key product attributes:

· Health benefits (e.g., immune-boosting properties of Precious Spice, Turmeric).

· Sourcing ethics (e.g., Harvest Connect model, women/youth empowerment).

· Certifications (organic, compliance with child labour policy).

C. Responsiveness
· Acknowledge queries/complaints within 24 hours.

· Resolve issues within 7 business days (escalate complex cases to the Quality Team).

D. Empowerment
· All frontline staff may offer:

· Replacement/refund for defective products (with supervisor approval).

· Nutrition education resources (e.g., seminars, pamphlets) for product-related inquiries.



4. Complaint Handling Procedure
Step 1: Log & Acknowledge
· Record all complaints in the Customer Feedback Register (digital/physical).

· Send acknowledgment via email/SMS:

"Thank you for contacting Tunu-ApC. We are reviewing your concern [Reference ID] and will respond by [date]."
Step 2: Investigate
· Gather details:

· Product batch number, purchase date, photos (if quality issue).

· For ethical concerns (e.g., suspected child labour), immediately alert the Compliance Team via:

· Email: ceo@tunuagriproducts.co.tz
· Phone: +255 754749382 (confidential line).

Step 3: Resolve
	Complaint Type
	Resolution Actions

	Product Quality (e.g., spoilage, contamination)
	Replace product or refund; share lab test reports if available.

	Delivery Issues (e.g., delays, damaged packaging)
	Compensate with discount/free shipment; optimize logistics.

	Ethical Concerns
	Report to Compliance Team; suspend supplier partnerships pending audit (per Child Labour Policy).


Step 4: Follow-Up
· Contact customer within 48 hours of resolution:

"We hope your issue is resolved. Your feedback helps us improve!"
· Offer nutrition consultancy for product usage guidance.



5. Employee Responsibilities
· Training: Attend bi-annual workshops on:

· Product knowledge (health benefits, sourcing).

· Conflict resolution and cultural sensitivity.

· Documentation: Maintain accurate complaint records.

· Escalation: Immediately refer unresolved/high-risk issues to:

· Quality Team: Product defects (quality@tunuagriproducts.co.tz).

· Compliance Team: Ethical breaches (compliance@tunuagriproducts.co.tz).

6. Zero Tolerance
· Prohibited:

· Dismissing customer concerns.

· Sharing confidential customer data.

· False promises or misrepresentation.

· Consequences: Verbal warning to termination (based on severity).



7. Policy Review
· Reviewed annually by the CEO and Customer Service Manager.

· Updated to reflect changes in customer feedback trends or regulations.

Signed:
Dr. Domina Esther Mbela Nkuba (PhD)
CEO, Tunu Agriproducts and Consultancy Ltd.

Contact for Support:
info@tunuagriproducts.co.tz | +255 742 479 604
Mustafa Street, Tarimo Road, P.O. Box 39844, Dar es Salaam, Tanzania

"Nourishing Lives Through Service Excellence"
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