
Complaint Recording and Routing
Allows customer service representative, restaurants 
or quality managers to initiate a complaint for a 
product or service. Depending on the complaint type 
and other parameters, it is automatically routed to an 
internal department, a supplier or to a distributor as 
per the organizations standard operating procedures 
(SOPs) for investigation and response. Notifications 
are sent to relevant departments and personnel 
based on complaint type and severity. Documents 
and pictures can be attached to the complaint.

Investigation and Response Monitoring
Ensures responsiveness by assigning a due date 
based on product/service type and complaint severity 
level. The case is emailed and also appears in the 
To-Do list of the assigned person and failure to 
respond by the due date leads to escalation of the 
case. The investigation response is routed to the 
complaint manager along with the action plan for 
containment and closure.

Triggering Corrective/Preventive Actions
Enables initiating internal & supplier root cause 
analysis and Corrective and Preventive Actions (CAPAs).

Competitive pressures are forcing organizations to 
change the way they handle, manage, and respond to 
customer complaints. In addition, ever changing 
government regulations can mandate that organiza-
tions track and report all issues related to quality and 
take appropriate follow up actions to prevent recur-
rence of incidents. The real-time visibility provided by 
Instill’s solution enables organizations to track each 
complaint through its lifecycle from initiation to 
closure — following the appropriate process to ensure 
that nothing slips through the cracks. The powerful 
analytics and reporting capability with graphical 
dashboards helps managers perform trend analysis 
and spot recurring problems to drive root cause 
analysis in a timely manner. Based on a complaint, 
managers can also trigger internal or supplier correc-
tive and preventive action. 
 
 

 Accelerate complaint handling process as 
tasks are automatically assigned and tracked 
from one stage to the next

 Get enterprise-wide visibility into complaint 
data and status with measurable perfor-
mance metrics and scorecards

 Collaborative management of cases across 
departments, functional areas and with 
trading partners

 Reduced cost of regulatory mandates for 
complaints handling process

 Reduce event closure time up to 42%

 Reduce incidence of events up to 15%

 Increase credit recovery up to 20%

 Improve restaurant & franchisee satisfaction

 Improve trading partner relationships

Benefits 
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Charge-Backs and Mediation
Supports charge-backs, credits, returns and 
replacements that result from complaints. In case of 
disputes or rejection of complaints, an authorized user 
can mediate the resolution and closure of the case.

Reports and Metrics
Provides complete visibility into the complaints 
database and lifecycle with comprehensive aggregate 
reporting as well as individual case status tracking. 
Ability to associate various complaint types for 
spotting trends and common sources of complaints so 
that timely preventive actions can be taken. Graphical 
executive dashboards provide statistics and data by a 
variety of parameters like complaint types, products, 
status, open cases, average closure times, plants, 
region, supplier, etc. with drill-down capability.

About Instill
Information to Understand Your Business.
For more than a decade, Instill has been helping customers build enterprise value by applying innovative 
technology and industry expertise to address the unique challenges facing foodservice companies. Instill is the 
only technology company focused exclusively on the foodservice industry, providing a proven, comprehensive 
set of solutions for leading companies such as Hardee’s, International Dairy Queen, IPC/SUBWAY®, YUM! 
Brands’ UFPC and UPGC, Centerplate, General Mills and Procter & Gamble. Instill is headquartered in 
Redwood City, California, and can be reached at 1-888-Instill or at www.instill.com.

To learn more about
Instill Quality & Compliance Management,
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ensure that complaints don’t slip through the cracks.
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