
Complaints Management
Effectively manage complaints, enforce regulatory compliance and 
improve customer experiences

Handle complaints in an efficient, effective and compliant way
Responding quickly and compliantly to complaints is of paramount importance. The challenge of 
treating the customer fairly and meeting heightened customer expectations can be exacerbated 
by the increasing likelihood of the complaint being pursued across multiple channels and touch 
points. Whilst it is important to have workflows in place to make sure advisors follow due process it 
may not be enough if disparate systems fail to provide a holistic view of all customer interactions 
and meet changing regulatory standards.

Callcredit Cosmos Interactive not only provides sophisticated and highly flexible workflows 
that enforce best practice, it also creates a single customer view from across all channels of 
communication, including social media. Advisors, empowered by a dynamic knowledgebase, can 
see the full picture when tackling a complaint and can respond with the customer’s history and 
particular circumstances in mind.

Key features
• Allows complaints to be managed in any language across all communication channels, 

including social media,  using the same workflow engine.

• Displays full visibility of all complaint messages in one place irrespective if which channel has 
been used.

• Enforces the highest standards of regulatory compliance to meet SLA’s and legislative 
requirements by industry.

• Provides configurable workflows based on complaint classification and severity to: promote 
best practice, keep the customer informed, recognise ‘trigger events’ for automatic escalation 
such as a solicitor’s letter, provide ‘resolve and redress’ rules by complaint type, provide a final 
response checklist and initiate closing correspondence.

• Provides full historical case management.

• Provides a single customer view of all customer interactions, including supporting information 
from back office and legacy systems.

• Allows multiple brands to be handled simultaneously whilst recognising and supporting variable 
SLA’s by brand.

• Provides comprehensive management information to monitor performance against SLA’s and 
regulatory requirements.


