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Setting the stage

•Private company
•7,000 + staff•7,000 + staff
•69 locations
•Millions and millions of customer 
interactions per year



Our objective…… 

Make sure the phone never 
rings….rings….



Responding to customer 
complaints?

To develop an effective system for To develop an effective system for 
dealing with customer complaints 
you need to start way back in the 
process. It does not start with the 
phone call….starts much earlier.



SESSION OUTLINE
•inability of customers to obtain 
information about an 
organization’s privacy policy
•contact a privacy officer •contact a privacy officer 
•lodge a complaint without first 
manoeuvring through a maze of 
WebPages or being interminably 
transferred from person to person. 



What we do…… 

•Culture of privacy
•It is everyone’s job•It is everyone’s job
•Making it easy for the customer

•Channel management

•Responding to the customer



Culture of privacy…… 

•….extract from my speaking •….extract from my speaking 
notes to staff and departmental 
meetings.



PRIVACY 

•WHY SHOULD YOU CARE?
•POLICIES AND PROCEDURES.•POLICIES AND PROCEDURES.
•ISSUES TO CONSIDER.



WHY SHOULD YOU CARE?
Besides the policy……

FAILURE BY AN EMPLOYEE TO FAILURE BY AN EMPLOYEE TO 
MEET THEIR OBLIGATIONS UNDER 

THIS POLICY MAY RESULT IN 
DISCIPLINARY ACTION, WHICH MAY 

INCLUDE TERMINATION FOR 
CAUSE.
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ISSUES TO CONSIDER

•LEARNING AS WE GO
–IF YOU SEE SOMETHING THAT YOU –IF YOU SEE SOMETHING THAT YOU 
THINK PUTS US AT RISK YOU NEED TO 
TELL SOMEONE…
–IT IS ALL ABOUT TRUST…

•Issues allow you to learn and make 
continuous changes to processes.



POLICIES AND 
PROCEDURES

•CUSTOMER FACING•CUSTOMER FACING
–WEB SITE GENERAL POLICY
–WEB SITE TECHNICAL POLICY
–HANDOUT CARD



Creating Channels

•Open lines of communication
•Provides many ways for •Provides many ways for 
customers to contact you.
•Don’t reinvent the wheel





HANDOUT CARD



Learnings

•Communicate with the customer and 
communicate often,communicate often,
•Don’t be afraid to apologize.



WHAT HAPPENS IF WE HAVE 
A COMPLAINT OR ISSUE?

•COMMUNICATE TO CUSTOMER
•LP INVESTIGATIONS
•LP ISSUES REPORT TO CPO
•CPO WRITES OPINION BASED ON 
REPORT
•COMMUNICATE TO CUSTOMER
•DISCIPLINE



ARE WE SERIOUS?

YES!!!

IT IS ALL ABOUT TRUST



Other places…

...when things don’t work.



Three things to take away:

•Treat every complaint as a gift,
•Design your systems and procedures •Design your systems and procedures 
such that YOU would be happy if you 
were the customer with a question or 
concern,
•Deal with questions and concerns as 
fast as possible.



THANK YOU

Laird Miller CA
Chief Financial Officer and Chief Privacy Officer

London Drugs Limited


