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TITLE : Challenges and Issues of Outsourcing Customer Service: Case Study of
One Consumer Healthcare Company

In modern world, service outsourcing is deemed as a common way for business
management. The call center for customer service is usually one of first outsourcing
units for most companies to reduce manpower and cost. In reality, it is very difficult for
the outsourced call centers to answer all customers’ inquiries or respond to complaints.

So companies must provide support to respond to the escalated customer complaint.

During the customer service delivery process, service failures happen occasionally.
Therefore, it is very important for firms to implement appropriate service recovery to
satisfy customers. This study explores the challenges and issues of handling escalated
customer complaints through semi-structured interviews. The gaps of complaints
handling were identified and the recommendations for future improvements and
trainings required were also suggested and categorized based on our qualitative data

analysis. Results, implications and directions for future research were then discussed.

Keywords : Outsourcing, Customer Complaint, Service Quality, Service Failure, Service

Recovery
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functional * Legal
Team + Compliance
* RALead
* MKT/BM

Conclusion of |° Not compensated
X-functional * Compensation accepted

deliver to * Compensation not accepted
consumer tl?en go back to step 3 for
discussion

If mutual agreement could not be reached, cross functional team should make decision to close this case.
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Involved
Functions

QA/BM

+ 15 contact by QA Lead/BM
for consumer requirement
probing

* QA Lead to reply inquiry

Initial Solution
Propose to
Consumer

* Product switch &/or sample add-on - Sggﬁ?'lr\?egzgﬁ:grfhe

* Product refund at purchasing channel result to consumer if

* If compensation requested by consumer, applicable or required.
escalated to cross-functional team discussion

* QA Lead
Involved X- * MA Lead
functional * Legal
Team « Compliance
* RALead
* MKT/BM

Conclusion of |* Not compensated

X-functional * Compensation accepted

* Compensation not accepted

then go back to step 3 for
discussion

deliver to
consumer

If mutual agreement could not be reached, cross functional team should make decision to close this case.
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