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Setting the stage

~Private company
/ «7,000 + staff

/ +69 locations

*Millions and millions of customer
Interactions per year
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Our objective

/Make sure the phone never

/ rings....
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Responding to customer
complaints?

0 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.
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SESSION OUTLINE

sInability of customers to obtain
iInformation about an
;organization’s privacy policy
econtact a privacy officer

*Jodge a complaint without first

manoeuvring through a maze of
WebPages or being interminably
transferred from person to person.




LONDON
DRUGS

What we do

4*Culture of privacy
oIt IS everyone’s job

Making it easy for the customer
Channel management

*Responding to the customer
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Culture of privacy

/ “e....extract from my speaking

notes to staff and departmental
meetings.
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PRIVACY

SAWHY SHOULD YOU CARE?
/ *POLICIES AND PROCEDURES.

¢ +|SSUES TO CONSIDER.
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WHY SHOULD YOU CARE?

Besides the policy

/ FAILURE BY AN EMPLOYEE TO

HEIR OBLIGATIONS UNDER

POLICY MAY RESULT IN

NARY ACTION, WHICH MAY

NCLUDE TERMINATION FOR
CAUSE.
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ISSUES TO CONSIDER

LEARNING AS WE GO
/ —IF YOU SEE SOMETHING THAT YOU

THINK PUTS US AT RISK YOU NEED TO
TELL SOMEONE...

—IT IS ALL ABOUT TRUST...

|ssues allow you to learn and make
continuous changes to processes.
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POLICIES AND
PROCEDURES

/ -CUSTOMER EACING

—\WEB SITE GENERAL POLICY
—WEB SITE TECHNICAL POLICY
—HANDOUT CARD
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Creating Channels

/*Open lines of communication

*Provides many ways for
customers to contact you.

eDonN’t reinvent the wheel



LONDON
DRUGS

LD Insurance = Corporate Info = Store Locator | SiteMap = ContactUs | Wishlist My Account = Login

L‘ONDON Prescription Lq-leal‘lh Photo
213V S Nobody does itbetter® SRS Library

.Healtrmellness : Computers Electronics Cameras Beauty j Homeware Food/Candy .Ewerything Else

Product Search: “Wou are here:  Home = Corporate Info = Privacy Policy = Privacy Policy

G0
e  Privacy Policy

Corporate Info "~ Welcome to London Drugs
Privacy Policy

Departments
Safequarding yvour Personal Information

At London Drugs, we will not collect, use, or disclose your personal information without your consent -
except as required or permitted by law. We do not and will not sell or rent your personal information to
anyone for any reason. Personal information you provide to us will only be used by us as part of our ongoing efforts

Safety Recall to provide you with superior service and selection.

Mews & Events We know that we earn your busingss and your trust with each transaction. And that is why we will take every step
Contact Us nacessary to protect vour privacy by safeguarding any personal information we collect, provide to third-party senvice
providers andior store during the course of doing business together.
Leqgal
Our Guarantes Cwur mandate for protecting your privacy is to ensure that our privacy standards meet or exceed the guiding principles
o pali established in federal and provincial privacy legislation.
- Fivacy Folicy

London Drugs is responsible for personal information it holds or is under its control, including the personal information
it entrusts to service providers. We have designated a person to act as our Privacy Officer, whose duties will include
manitoring London Drugs compliance with relevant legislation, replying to our valued customer's questions, as well as
responding to requests by individuals for access to and correction for any personal information London Drugs has
collected on them.
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HANDOUT CARD






















