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Introduction

Complete complaint management

The eControl Complaint Management system reports and controls all activities that the company ini-
tiates to run a successful complaint management system and restore the satisfaction of the customer
or complainant.

The eControl Complaint Management system is suitable for both centrally capturing and processing
complaints through a complaints office and for local processing at various locations or through differ-
ent departments.

The eControl Complaint Management system is seamlessly integrated into the operational workflow,
which means considerably easier cooperation with the specialist departments involved. As a result, the
circumstances can be better analysed and targeted preventative measures introduced to prevent them
arising again in the future.

A complaint is often an indicator for a fault in a product or service and thus provides valuable infor-
mation for the process management system. Depending on the individual complaint this information
can also be used, for example, by the safety, security or environment management system through the
downstream module integration.



One system for all stakeholders

Complainant

The complainant benefits from an increase in service quality and restoration of customer satisfaction
through effective complaint processing and a good flow of information.

Complaints department

The complaints department has a comprehensive instrument available for the convenient receipt,
management and evaluation of the complaints process.

Specialist department

Cooperation between the complaints department and the specialist departments is made easier and is
characterised by an efficient flow of information. Processing is specifically delegated to the specialist
department, who can take effective preventative measures on the basis of a root cause analysis.

Information, including that from procedures where work has been divided, is integrated directly into
the complaints process in line with auditing requirements and intensifies the information content of
the complaint.

Management/administrative department
eControl enables the simple filtering of relevant cases according to quality, security or other aspects.
The further processing of complaints according to specialist criteria without the effort of duplicating

information, loss of information or time delays is another performance feature. A statistical instru-
ment is available to detect correlations and prove the effectiveness of preventative measures.
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Step by Step
Step 1: establish the complainant

Prompt and meaningful information about the progress in dealing with a complaint is perceived
positively by every complainant. The company takes the customer’s complaints seriously and smooths
the way for eliminating the complaints and restoring or improving customer retention.

Communication with the complainant crucially depends on the possibility of responding to them
in a targeted and correct manner. The required fields can be completed quickly, however there are
enough data fields available to be able to store all meaningful and useful information if required.

Ci

Name: Tompson Firstname: Karl

Title: : y| [sex: male v Age: v Language: English v
Company: ¥ MultiComp: Country: USA =
Addr. 1: i

Addr. 2:

Addr. 3:

Communicationtype 1: Mobile phane v | [Communication 1: 0173 459125

Communicationtype 2: v Communication 2:

Communicationtype 3: v Communication 3:

Identification of repeat complainants

In order to adequately process complaints it is essential to identify complainants who repeatedly
complain about the same or similar issues, even though the company is not able or only partial-
ly able to solve the complaint. These complainants can cause significant processing costs if they
are not identified as so-called multiple complainants and classified with the status “RC” (repeat
complainants).

A further problem with repeat complainants arises from a distorted or diluted influence on the com-
plaints statistics — with the systematic classification of repeat complaints using the “RC” status, these
complaints can be filtered out in the statistics.

After a click on the button | Detecting multiple complaints creators (MCC)  the system checks whether there
is a match of the following data fields during the data recording:

Surname + first name
Telephone number

Fax number

E-Mail address



As soon as eControl has filtered complaints that may relate to a repeat complainant, the complaints
are presented in a list view.

If it can be clearly gathered from the title and the sequence description that it is a duplicate, the

“MultiComp” checkbox must be set in the current complaint. In the statistical evaluation there is the
option to ignore this duplicate.

i N N AN P 4 NP - N P NP N N S V0 Y N N e 2 NI NN

# Detecting multiple complaints creators (MCC)
D from Title Complainant MCC
Course of events
13881 15/06/2015 Cemplaint about parking fees Tompson, Carl ]
Mr Tompson thinks that paying 2€ for 35 minutes of parking is too expensive.
13885 01/07/2015 Too expensive parking fees Tompson, Carl (¥
Mr Tompson had to pay 2€ for 25 minutes of parking and this is too expensive in his opinicn
o EHnant
(Name: |Tompson ‘ (Firstname: Karl |
Title: [Sex: male v | (Age: [Language: ‘ English v |
(Company: | 3K:T7Iulti<20mp: (Country: ‘ USA z |
(Addr. 1: | |
[Addr. 2: | |
[Addr. 3: | |
[Communicationtype 1: ‘ Mabile phane v | [Communication 1: ‘0173 459125 |
[Communicationtype 2: ‘ = | [Communication 2: ‘ |
(Communicationtype 3: ‘ = | [Communication 3: ‘ |
Col int i~€orma*an:
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Step 2: record complaint details

The appropriate recording of the content of the complaint enables third parties to understand the
circumstances of the case. This abstraction of the circumstances of the case is a demanding task
that requires tact and expertise when talking to customers, as customers who complain are often
annoyed.

C laint information:

(Complaint registration: W‘ ‘Way of complaint: ‘ Email v | PRM?: Mo v
[Service dept.: ‘ Baggage claim 3‘ Forwarded: No v
(Complaint reason 1: ‘ Long wait times 3‘ [Complaint reason 3: | gl

[Complaint reason 2: ‘ 3‘

(Complaint comprehensible: "\Tﬁ Statement stipulated:

[Location information: ‘ 3‘ Severity: | 5 =

[Course of events: Mrs Smith had te wait an hour for her luggage. She therefore missed her train and had fo take a cab home. She had to pay 30 $ for the it.

Processing notes:

[Claim demanded: v [Claim: [$] 3000 |

Desc. claims:

Complaints procedure

The complaints procedures can be tailored to an individual company. In addition to complaints
received in the complaints department by e-mail, telephone, post or in person, complaints pro-
vided by the customers for subsidiaries, specialist departments, information desks etc. are also
conceivable.
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Service areas

The service area is a central classification criterion. It specifies the organisational unit in the com-
pany to which the complaints are primarily or mainly assigned in terms of content.

The master data of the service areas is a hierarchical structure, which can be adapted freely by the
customer to the organisational structure, product structure or other relevant structural elements
of the respective company.

g4 Service Area Root
|_:_|£:'|'<_} Authorities

ﬂ'-j'& Customs
-y Federal police
a4 Baggage

ﬂ'v Animal carriers
@< Baggage claim
@y Oversized baggage
@y Multimedia

ﬁjv Airpart app
&I';f Arrival/departure menitors
@ Home page
E-ge.F Parking

H-@er Terminals

An arbitrary node can be selected in this tree structure. If the complaints generally focus on the
subject of “parking” but cannot be assigned to any suitable sub-category, the point “parking” can
be selected.
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Reasons for complaint

There are often several reasons underlying a complaint, which then stir the complainant into ac-
tually making the complaint.

eControl offers the possibility of defining individual hierarchical reasons for complaints as master
data according to the respective operational requirements. A maximum of 3 complaint reasons
can be assigned per complaint when recording the complaint details.

E@,@e’ Charges/Fees
(D Incorrect billing

----- (14 Too expensive
E]--@,@ Directional guiding system
-804 Facilities/Equipment
E-C5 4 Personnel

(DR incompetent
E,.T-:',g;‘ Knowledge of English lacking

----- (114 Mot helpful

..... L5 Unfriendly
B-(5 4 Procedures

The classification of operational areas and reasons for complaint is an important component for
further processing complaint information in terms of the continuous improvement process (CIP) of
a customer-oriented complaint management system (cf. e.g. DIN EN ISO 9001:2000 Section 8.5.1).

Location information

If required, eControl can take additional location information from a hierarchically organised
structure.

Every location from the location information corresponds to a point or area on a map. Through
the allocation of the location information, the objects which triggered a complaint can be specif-
ically identified. In this way, the specialist department tasked with performing corrective or pre-
ventative measures can be directly informed.

b APRON

=- @ A0L Terminal &

'-;i A01 Terminal A Atrium
- g AD1 Terminal A B1

'-;i A01 Terminal A Gates
- g AD1 Terminal A GF
B (g AL Terminal & PBEs
\é AD1 Terminal A Travel Agencies
- (g A01 Terminal F1

- gy A02 Terminal B

- g BO1 Halls

- \3 Fence and Locking System
- '-;i Parking

o OO s IO s I



After the allocation of a location, the selected object can be viewed on the “map” tab title:

1 Indidenls

incident | 1 Map | Documents

IERC | measures | mights | mETaR | Objectexplorer

Map: Terminal 1

Zeichnen: | Q point @ et current location

£ poiygon

‘s

The establishment of the location makes it possible to identify, at the touch of a button, hotspots
or areas that are often involved in complaints by placing a grid over the map during cartographic

analysis.

Severity of complaints - set priorities

Cumulative customer complaints that cannot all be processed at the same time may arise from ex-
ceptional external influences such as building measures, product launches, organisational changes
or restructuring. The prioritisation of complaints enables a basic ranking to be created, which can

Incidents

s ERENER

Scale: | 100%

be used by the specialist department or complaints department to establish a processing order.

The severity classification can be individually determined for specific customers — for example the

scheduled maximum processing times can be managed through this.

ARCONDA.



PRM and Federal Aviation Authority

In June 2012 the interpretative guidelines for application of regulation (EU) No. 1107/2006 regard-
ing the rights of disabled passengers and passengers with reduced mobility (PRMs) was published.

Although complaints by PRMs fortunately form only a very small proportion of overall complaints
in practice, eControl offers the possibility of capturing the PRM status in order to better address

the needs of this group of people in future.



Step 3: communication with the complainant

Communication with complainants, who are generally annoyed, is a demanding task and it is essen-
tial that “misunderstandings” and “communication problems” are avoided through an appropriate
choice of words and phrases.

eControl makes communication with the complainant easier through the elements

Overview of processing status

Form letter generator

Document archiving

Overview of processing status

The eControl complaint management system offers the possibility of documenting the commu-
nication with the respective customer. In doing so eControl supports communication with the
customer through form letters, which can be selected from the dropdown list. An additional brief
statement can be attached to every form letter giving a brief outline of the message.

Contact type 1:

Contact type 2:

Contact type 3:

Contact type 4:

Contact type 5:

Info 1:

Info 2:

Info 3:

Notes 4:

Notes 5:

Complaint - initial reply - thanks and acknowledgement v

Complaint - in progress v

Complaint - compensation v

Complaint — initial reply - thanks and acknowledgement
‘Complaint - compensation
Complaint - in progress

v

E-mail

E-mail

E-mail

E-mail

E-mail

Date contact 1:

Date contact 2:

Date contact 3:

23/03/2015

25/03/2015

26/03/2015

Date contact 4:

Date contact 5:

Conclusion date:

26/03/2015

Investigation period: [Days]

3

A selected form letter is opened automatically in the e-mail dialogue window and is available
there for further processing:

4 Send

E-mail | Contacts | Category

= | To: [csmith@gmail.com

85  cc: [fank@arconda ag
subject: Complaint — initial reply - thanks and acknowledgement
Attachment:

I Log e-mail delivery in the history of the incident
e-mail | Text block

B 7 Uabs x! % 9-

Your Compliant - 22/03/2015

Dear Mrs. Catelyn,

= || Verdana, Aria.. - | 12px -| Az Ty I

) archive Email

thank vou for contacting us. Your comolaint has been documented under the title "Lona wait time for luagage” on 16/07/2015.

We will inform you on the further proceedings shortly

Resl regards,
Frank Espenhain

PS
Arconda Airport

Tools> eMail> Send

Send

Upload

The content can be transferred via copy & paste into a text processing programme if necessary and
further processed and formatted in this programme, if it is not to be sent via e-mail but rather by

post.
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Form letter generator

The eControl complaint management system offers the possibility of depositing an individual
form letter for every standard letter or every standard email. These form letters can be marked

with placeholders that, when the form letter is called up, are automatically replaced by the system
with the field content of the complaint.

The "Text modules” dialogue window is available for defining this personalised, process-specific
correspondence.

@ Text blocks Settings> Master data> General> Text blocks

Master data | Context

ID 00000011 « Complaint - initial reply - thanks and acknowledgement + Complaint management

D: 11 Public text block ¥/ External [[] Active ¥

Designation: Complaint - initial reply - thanks andracknow\edgemenl

Short designation: C - Eniﬂ Category: Complaint management Ad|

Note: i
A

Text: B 7 U abe x* X 9 - - [Verdana Aria.~| 12px | A = B = i= i= [zoom -] - |[PlaceHolder -]

@@CUSTOMERLOGO_S@@

Hamburg, @@SYSTEM_DATE@@
Your Compliant - @@9901429_Complaint registration@@

@@PERS_SALUTATION@@,

thank vou for contacting us. Your complaint has been documented under the title "@@ERIST_TITEL_Title@®@" on @@ERIST_CD_Created at@@.

We will inform vou on the further proceedinas shortly.

Best regards,

@@SENDER_FIRSTNAME@@ @@SENDER_SECONDNAME@@
@@SENDER_DEPARTMENT@@
@@SENDER_COMPANY@@

All eControl users are entitled to use and adapt public form letters. The generation and processing
of public form letters in the master data, on the other hand, is reserved for the entitled users.

Private form letters can only be viewed and processed by the respective creator.
eControl administers private and public text modules. A public text module can be submitted by

all users, whereas private text modules can only be used by the creator. User rights ensure that
public text modules are used in the correct way.
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Document archive

The document archive of the complaint management system allows all documents relating to a

complaint to be stored centrally together with the form.

Access to this document archive is granted to one of the following departments/positions accord-
ing to the process, and in doing so the highest data protection requirements are to be applied:

* Complaints department
* Specialist department

° Management/administrative department

Form letters can be stored in this archive if the storage of individual text is necessary. Incoming

complaints, third-party statements etc. can also be saved as scans.

1 Incidents

Incident | Map | 2 Documents | iERC | Measures | 1 Rights | History | METAR | ObjectExplorer

Incidents

« EAEEER

ID 00013883 = 22/03/2015 23:45 « Complaint » Long wait time for luggage

|/ Show deactivated documents
! Show release history
! Show only checkedout documents

B e

Document ID: 447 Release state: 1 Checked in ¢ Active ¢/
¥ Group documents by category
Title: L belt
~ General documents . [Luggage be |
£+ 1 ooo13883 Category: ‘ Picture documentation 3|
Eg Picture documentation Keywords: ‘ Compliant management 3| ‘ 3‘
{5 Emoansliei ‘ s| ‘Arconda Airport :5‘
|\ Complaint -- initial reply - thanks and acknowledgement [393]
e Linked documents ot
)
Source file: Img_209331.jpg (00010125_001.jpg)
| Select
Created on/by: 05/03/2016 14:48, FRANK
Changed on/by: 05/03/2016 14:48, FRANK
Preview document "Luggage belt” Download

ARCONDA.systems



Step 4: define processing method

In general three different processing methods can be defined: Complaints department, Complaints
department and specialist department together or processing by the specialist department alone.

The processing method is defined with the initial recording and can be amended according to the
requirements during the processing of complaints.

Processing method Complaint processing by the Complaint processing by the Complaints processing by a spe-
Complaints department Complaints department together | cialist department
with support from a specialist
department
Brief description Employee in the Complaints de-  Employee in the Complaints Employee in the Complaints
partment (Internal Coordinator)  department (Internal Coordinator) ~department hands over the pro-
can completely resolve the manages the processing process  cessing and management of the
situation him/herself. and draws on the support of a complaint to a specialist depart-
specialist department for expert ~ ment, operational area or location
clarification. through appropriate assignment

of an internal coordinator.

Complaint recording  Centrally (by the Complaints Centrally (by the Complaints Centrally (by the Complaints
department) or locally by the department) or locally by the department) or locally by the
specialist department specialist department specialist department

Communication with

the complainant as

well as management Complaints department Complaints department Complaints department
and monitoring of the

complaints process

eCOHfI’Ol.GI’COﬂdG.Gg



Step 5: fine-tuning of processing method

eControl has various control elements to adapt the processing methods to the requirements of the
respective complaint.

Complaint recording
A complaint can be recorded

centrally
locally or as

a mixture of central and local variants

in eControl. Generally the complaint can be recorded from any workstation in the company. The
“Complaints recording” user right is required for recording complaints.

If the complaint is recorded centrally by the Complaints department, the Complaints department
employees can usually see and process all complaints.

If on the other hand it is recorded locally, the user rights can be chosen in such a way that the area
“Complaints receipt for plant XY" can only see the complaints that were recorded by employees
in this area.

After initial recording a complaint automatically has the “Recording” status.

The eControl notifier offers the possibility of informing any employees via e-mail about the re-
cording of complaints, provided that specific notification rules apply (service area, reason for com-
plaint etc...). The notifier then informs the bus driver manager (= User John Doe) if a complaint is
recorded for the bus operation service area.

Definition of processing method

The definition of the processing method is carried out by the identification of the internal coordi-
nator or the person responsible for processing.

Upon identification of the internal coordinator a complaint changes to the status “in processing.”
If an employee from the Complaints department is selected as the internal coordinator, the re-
sponsibility for this process lies with the Complaints department. The following processing meth-
ods are covered by this:

Processing by the Compliants department
processing by the Complaints department with support from a specialist department

ARCONDA.



If it is established from an organisational perspective that the existing complaint, including all
further processing steps, should be delegated to a specialist department, an Internal Coordinator
from this specialist department is to be appointed.

If this person responsible for complaints has no general access rights to the complaint manage-
ment system, authorisation to access individual complaints is granted by event-specific access
rights.

The eControl Notifier offers the possibility of informing the internal coordinator via e-mail about
the recording of complaints which have been assigned to him:

“Inform John Doe when he has been appointed as the internal coordinator for a complaint.”

Range of tasks covered by the internal coordinator

The internal coordinator is responsible for resolving and processing a complaint. This includes the
following tasks:

Ensuring that the complaints are either resolved by him/herself or by an internal or
external organisational unit

Granting of access rights for specialist departments if necessary and taking into consid-
eration the data economy requirement

Consistent contact person for the complainant

Ensuring that incoming and outgoing letters, e-mails etc. are saved as documents, if
this seems to be advisable based on the severity of the complaint.

Ensuring that corrective or preventative measures about measure management are
introduced

Control of processing progress or complaint status
Monitoring of processing duration of a complaint

Support by specialist department

Support by a specialist department is established by assigning a “Processing area” business area or
specifying a person with “Responsibility for the area”.

A CliCk Of the Publish section button or Publish responsible person results in appropriate
user rights for the person responsible or the selected operational area being set by the system.

Con_Adile, _oCE%. g7 ™ S _— _— _— —_ —_— —_ za za za N N N e e e AN AN AN PN O

Internal coordinator: | Boeing, Bodo -

External person responsible?: Ext. departmant:

«®

Investigating department: Ground v Publish section

Responsible department: | Boeing, Bodo - Publish responsible person

P g



The granting of authorisations can be carried out several times in a row and for several people
and areas.

Additional areas and persons are authorised when the button is activated; previously granted au-
thorisations are not withdrawn. If this is necessary, this can of course be carried out manually with
a few mouse clicks.

In the following example only “Ampere, Peter” has access to the complaints. He can later decide
which employees in his area should actually carry out the processing and change the person re-
sponsible for the area. From a technical point of view, he can independently grant additional
reading and writing rights to the respective complaint.

Complaint processing

Within the context of complaint processing, all information is compiled in eControl for clarifica-
tion of the facts and resolution of the complaint. The complaints form is summarised together
with external documents and other data in an electronic file (eFile).

The coordinator responsible for processing — provided that this seems meaningful for the com-
plaint — will carry out an error/cause-analysis or root cause analysis, in order to initiate effective
corrective and preventative measures.

The further processing steps are no longer relevant for the complainant or customers. This means
that the complaint completion date can now be set from the customer’s point of view, which is
significant for monitoring the processing period.

Further processing of the complaint - from the customer’s point of view

The following specialist departments use — taking into account data protection requirements — the
data stream and can semi-automatically filter the complaints that are of interest with regard to
the respective management function.

Safety Management

Work protection

Security management / safety
Environment

Risk Management

ARCONDA.



Complaint
| |
l - Title l

- Canmpleirent Local Specialist

- Communication .
- Core information on recording department

the complaint |

Complaints  Central
department recording

Recording

Define processing methods
Internal coordinator?

YES

Complaint processing by specialist department?

lNO

Assignment to person or operational area
of the consulted department

i

Publishing person or operational area
of the consulted department

+

(system controlled) Allocation of user rights

Processing

{

Complaints department
+clarification of the facts

$

Fault/causes - Analysis

+

Set complaint completion date from customer’s point of view
Initialising and processing of
preventive- and correctional measures CIP

"""""""" Closing complaints processing S

l

Filtering of occurence and statistical analysis by the
complaints- and management departments

I

Safety = Quality Risk Management Security Environment

c
o
2
&b
o
S
o
O
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Step 6: measures management

eControl makes available to the responsible internal coordinator data fields for documenting an
error/cause analysis.

In the area of aviation, eControl measures management meets the standards of the IATA, ICAO as
well as the regulations of the EASA (inter alia Annex to ED Decision 2012/007/R v. 19.04.2012 ORA.
GEN.150).

eControl leads the user to the goal-oriented use of the formal procedure - the root cause analysis -
and documents the approach for verification. The following data fields are available for the storage
of errors or deviations and their causes or analysis, as well as for the countermeasures introduced
and also for an evaluation of the effectiveness of these measures:

Root cause
Development of a corrective action
Implementation of the corrective action taken

Monitoring and evaluation of the corrective action

In addition to the root cause analysis, eControl measure management serves as a coordination in-
strument for the planning, allocation, tracking and documentation of all complaints management
measures, where both the employees responsible and the employees doing the work are allocated.
These employees do no need to know the exact connection between the activities assigned to them
and the respective complaint. The exact description of the task is of prime importance as a prereg-
uisite for successful completion.

In principle the description of the measures can be read by both those responsible and the employ-
ees doing the work. Authorisations to access the complaint and the personal data are not necessary
for this purpose.

An important feature of eControl measures management is notification management - employees

involved are automatically informed in full about the allocation, completion of measures and, if de-
sired, missed deadlines.

ARCONDA.



In the following example, the Internal Coordinator delegated “Routine checks of luggage avail-
ability” to the employee “Boeing, Bodo”, who should carry this out along with the employees
“Consultant Jones, Richard” and “Jumbo, Julia”:

7 Incidents Incidents
Incident | Map | Documents | IERC | 1 Measures | Rights | History | METAR | objectexplorer | & ﬂ m
ID 00013884 » 20/05/2015 11:20 « Complaint = Littering in Lounge 3, Terminal 1
") Show deactivated records N N T ®

== T Measure information | Notification | History
B+ 1D 00013884 I
i ¥y Rountine inspaction trash bin filling level 1D: 35 Active @
il Linked
d nked measures {ERC:
Title: Rountine inspection trash bin filling level
Description: The availability of trash bin space has to documented threugh rountine inspections (filling level at location
¥ at time Y). The inspections can be limited to peak times.
4
Keyword 1: ‘ ¥ Keyword 2: | ¥
Target date : 18/06/2015 Actual date: 16/06/2015
Responsible: Realization:

Boeing. Bodo v | | Hope. Bob v |
| |
| ]

Info: Suspected root cause: trash bin was not emptied by cleaning personnel.

)
External
organisati ‘ 3‘
External
& \ ]
Ext. info:

4
Root cause analysis
Root cause:

econtro|.orcondo.og



Step 7: reporting

There are standard reports, location statistics and complaint-specific evaluations available for the
reporting of complaints.

Complaint-specific evaluations
The complaints management module includes the following reports and statistics:

— Complaints management statistics: reasons for complaint
— Complaints management statistics: processing status

— Complaints management statistics: evaluation

- Complaints management statistics: service areas

— Complaint details report

— Structural representation: service areas

- Structural representation: reason for complaint

i Statistic complaint management complaint status Reports> Complaint management> Statistic complaint management complaint status

Selection criterias | Report view =] &

Time of obversation:
Grouping interval:
Location:

31/12/2015
12 Months
Arconda Airport

Responsible section: - All -
Internal cocrdinator: - All -
Processing responsible: - All -
PRM: []
External: []
Don't include MCC in report: [ ]
Service area: Service Area Root
Complaint reason: Complaint Reason Root

| | = Capture

I = In processing
| m g/ 4 .| .|
I / I Iﬁ

Finished without processing
= Finished

1.5

"
]
T

0.5

0172015
02 /2015
03,2015
04,2015
05 /2015
06/2015
07 /2015
08/2015
09,2015
10/2015
11/2015
122015
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Standard reports

eControl has more than 150 report generators for trend analyses, evaluation of individual data
fields, time distributions etc. that can be used to analyse complaint information.

In the following example, the average processing duration is determined in days for all complaints
that show a completion date.

2, Statistic cockpit values compared with previous year Reports> Operation management> Statistic cockpit values compared with previous year
Scloction criterizs | Mool | Report view | B B &

Statistic cockpit values compared with previous year

Interval: Previous 12 months
Date:
Cemparison with last vear: []
Incident: Complaint
Sclection criteria: Incident — Complaint
Measurement interval: Monthly
Faclor:
key figure: - All -
View option: Chart

be] = = =) 5
7 7 ] 7 7
=] a -1 =1 1
8 S ] g S
Copyright © Arconda Systems AG, 2007 - 2016 Control aviation - Arconda Airport

econ’rro|.0rconc|c1.og
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Indicators and CPI's

Cockpit statistics enable the targeted publication of up-to-date figures and statistics for system
users. The cockpits include professional explanations and can be retrieved by assigned users with-
out any statistical knowledge.

In the following example, complaints are listed and assigned to the main service areas. Cockpit
statistics are automatically updated in full by the system once a day and are available in a fully
edited form for the authorised user.

O COCk[JR display Info> Cockpit= Cockpit display
Display | Settings '. L]
Display all available | Standard?
Complaint management I
’_V\Vt ge processing d ion for c for the last 12 months 7]
The average processing duration for complaints in days is shown. Only complaints with an end date are taken into account.
™
:V Main complaint areas 2015 [l
Complaints from 01.01.2015 to 31.12.2015 are taken into account. The processing status is not taken into consideration.
Key Safety Metrics =2
‘V | Aircraft damages AOG per 10.000 movements previous 12 month #l
{', | Aircraft damages AOG previous 12 month [l
;’, | Aircraft damages Non-AOG per 10.000 movements previous 12 month !
\V | Aircraft damages Non-AOG previous 12 month vl
{', | Aircraft d: per 10.000 previ 12 month ]
‘V | Aircraft damages previous 12 month vl
{', flniured pax airside alsolute numbers for the last 12 months [l
{', | Injured pax airside trend analysis monthly per 10 000 pax 4l

ARCONDA.systems



Data protection

A lot of personal or individual-related data is stored when processing complaints.

The eControl system acts as an incident management system for various procedures, in order to meet
the highest data protection requirements. With eControl, data protection and process requirements
can be consolidated in such a way that, in addition to the Federal Data Protection Act, the require-
ments of the operational codetermination bodies can be fully taken into account.

In general eControl offers

Data access rights: access restrictions depending on the data owner
User rights for programme functions

Individual event rights: specific authorisation of special people or groups of people to
individual processes

Workflow rights: granting of reading and writing rights to field levels
Time-controlled authorisation system: avoidance of unwanted performance controls

Release logic: check logic for sensitive cases
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51 Compliance with audit requirements

The eControl system complies in full with audit requirements and offers an audit trail for all data re-
cordings and amendments that will stand up in court.

The documentation of all data recordings and amendments is automatically and independently per-
formed in full by the underlying OracleTM database. For every transaction a record is kept by the data-
base of who recorded which information and when, which means that the data status can be recorded
before and after the amendment.

The processing history, including e-mails sent and automatic system notifications, are made available
for every electronic complaints form in a way that can be understood by the user. eControl therefore
maintains transparency in a collaborative environment and makes it easier to delegate responsibility
in relation to complaints management:

1 Incidents Incidents
Incident | Map | 2 Documents | iERC | Measures | 1 Rights | History | METAR | ObjectExplorer L] E “
ID 00013883 = 22/03/2015 23:45 « Complaint = Long wait time for luggage

¥ audittrail ( ¥ without medification timestamp and -user) #| Notification ( L tnsert 53 Update) ¥ (EE-mail
# [J tncident data #/ i= Incident attributes
v X Map ¢ || Documents @ & iErC ¢ %5 Measures @ & Rights
Type Data field Value NEW Value OLD Time stamp User
Type Job-ID In/Up Message type Time stamp User
User name Category E-mail Status
B Last modified on 09.03.2016 14:52:06 09.03.2016 14:49:22 09/03/2016 14:52 Espenhain, Frank
1= DOC448 UPLOAD 09/03/2016 14:49 Espenhain, Frank
=] 303 @ E-mail 09/03/2016 14:49 Espenhain, Frank
Free hand csmith@arconda.ag &7
Free hand frank@arconda.ag ¥4
D Last modified on 09.03.2016 14:49:22 09.03.2016 14:48:59 09/03/2016 14:49 Espenhain, Frank
ﬂ Incident rights Boeing, Bodo => WRITE 09/03/2016 14:49 Espenhain, Frank
= Responsible department: Boeing, Bodo 09/03/2016 14:49 Espenhain, Frank
D Last modified on 09.03.2016 14:48:59 09.03.2016 14:37:03 09/03/2016 14:48 Espenhain, Frank
1= DOC447 UPLOAD 09/03/2016 14:48 Espenhain, Frank
D Last modified on 09.03.2016 14:37:03 09.03.2016 14:33:58 09/03/2016 14:37 Espenhain, Frank
B Last modified on 09.03.2016 14:33:58 09.03.2016 12:42:20 09/03/2016 14:33 Espenhain, Frank
D Last modified on 09.03.2016 12:42:20 09.03.2016 12:39:29 09/03/2016 12:42 Espenhain, Frank
= Compensation: 30.00 30 09/03/2016 12:42 Espenhain, Frank
= Claim: 30.00 30 09/03/2016 12:42 Espenhain, Frank
B Status In Progress Completed 09/03/2016 12:39 Espenhain, Frank
D Last modified on 09.03.2016 12:39:29 16.07.2015 16:07:39 09/03/2016 12:39 Espenhain, Frank
B Last modified by FRANK SOKO 09/03/2016 12:39 Espenhain, Frank
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eControl

Process Operation Safety Audit |Qua|ification Compliance Environmental Bird Control
Management Management Management Management Management Management Management

Customers:

g N STUTTGART FBB;;L;E;;”E" @ MUNSTER OSNABRUCK

I;f.&l%i:f'\.l:ﬂ"—‘x\kilf%l%i{ : AIRPORT BRANDENBURG INTERNATIONAL AIRPORT

<> LEIPZIG-HALLE 0 ALBRECHT DURER BeiedeOff ﬁ

AIRPORT AIRPORT NURNBERG
WEEZE
- <. hannover & o @ _y
Dortmund Airport -~ = . .
P m - - alrport KOln Bonn ﬂll‘port ————————

Flughafen Libeck

District
Government of
Upper Bavaria

/

Da sind Sie einfach hin &weg!
e ot 9 DAVVL e.V.
Sl

Customers international:

N Fugoter gl S
Omw= [RRN  “BERN  Peons

dministration de la avigation Mérienne

ST. GALLEN-ALTENRHEIN

MALTA -~ .
AIRPORT Q@ o

ARCONDA.systems Sportallee 6 Tel. (+49) 40 823 158 0
Aktiengesellschaft 22335 Hamburg | Germany E-Mail: info@arconda.ag

Web: www.econtrol.aero




	1. Introduction
	2. One system for all stakeholders
	3. Step by Step
	3.1	Step 1: establish the complainant
	3.2	Step 2: record complaint details
	3.2.1  Complaints procedure
	3.2.2  Service areas
	3.2.3  Reasons for complaint
	3.2.4  Location information
	3.2.5  Severity of complaints - set priorities
	3.2.6  PRM and Federal Aviation Authority

	3.3	Step 3: communication with the complainant
	3.3.1  Overview of processing status
	3.3.2  Form letter generator
	3.3.3  Document archive

	3.4	Step 4: define processing method
	3.5	Step 5: fine-tuning of processing method
	3.5.1  Complaint recording
	3.5.2  Definition of processing method
	3.5.3  Range of tasks covered by the internal coordinator
	3.5.4  Support by specialist department
	3.5.5  Complaint processing
	3.5.6  Further processing of the complaint - from the customer´s point of view

	3.6	Step 6: measures management
	3.7	Step 7: reporting
	3.7.1  Complaint-specific evaluations
	3.7.2  Standard reports
	3.7.3  Indicators and CPI´s 


	4. Data protection
	5. Compliance with audit requirements

