Case Study: Lime Producer Turns Customer Complaints into Opportunities with PHRED

A leading manufacturer of lime products faced a common challenge: a cumbersome and
ineffective customer complaint process. Their previous system, based on an SAP module, was
disliked by the sales team due to its rigidity and lack of user-friendliness. Complaints were often
handled outside the system, relying on emails, Excel spreadsheets, and Word documents, making
it difficult to track, analyze, and learn from customer feedback. This resulted in repeated problems,
missed chargeback opportunities, and inconsistent 8D reporting, ultimately impacting customer
satisfaction and loyalty.

Recognizing the need for change, they implemented PHRED, offering a centralized platform that
streamlined the entire complaint process, from initial logging to resolution and follow-up.

Here’s how PHRED transformed their customer complaint process:

e Enhanced Visibility and Collaboration: PHRED provided a centralized, searchable database
for storing all customer complaints. This made it easier identify recurring issues, track
complaint resolution progress, and share knowledge across different sites. This was a
significant improvement over their previous system, where information was siloed and
knowledge sharing was limited to informal discussions during weekly meetings.

e Standardized 8D Process and Improved Root Cause Analysis: PHRED guided their teams
through a standardized 8D problem solving process, ensuring consistent and thorough
investigations. The emphasis on root cause analysis helped identify the underlying causes
of complaints, leading to more effective solutions and a reduction in recurring issues. They
even discovered that conventional wisdom about some issues was inaccurate, leading
them to change their approach to problem-solving.

e Data-Driven Insights and Proactive Problem Solving: PHRED's reporting capabilities
enabled them to track the cost of complaints, including material, transportation, and other
expenses. This data-driven approach helped raise awareness about the financial impact of
complaints and encouraged proactive problem solving and process improvement.

e Strengthened Customer Relationships: By demonstrating a commitment to understanding
and resolving customer issues, they strengthened customer relationships. PHRED
facilitated more open communication between sales and technical teams, allowing them to
work together to address customer problems effectively. In one instance, they proactively
investigated a customer's issue with clumping lime, using PHRED's disciplined problem
solving steps. This collaborative approach helped build trust and solidify the customer
relationship.

Their implementation of PHRED has been a success. They have seen improvements in several key
areas:

o Reduced repeat complaints and associated costs: By addressing root causes and
leveraging past solutions, they have saved money by reducing downtime, rework, and scrap.

e |ncreased customer satisfaction: The use of a standardized 8D process has resulted in
more consistent, thorough, and timely responses to customer complaints. This, in turn, has
led to happier customers and a reduction in the risk of losing clients due to unresolved
issues.



e Improved internal collaboration and knowledge sharing: PHRED has facilitated better
communication between sales, technical teams, and different plant locations, fostering a
more collaborative approach to problem solving. This has helped move towards a more
global and integrated approach to quality management.

This case study demonstrates the power of a well-implemented customer complaint management
system like PHRED. By providing the right tools and processes, PHRED has empowered them to
transform customer complaints from a negative experience into an opportunity for improvement,
leading to increased efficiency, reduced costs, and stronger customer relationships.



