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The Analysis and Countermeasures of Service Complaints and Crisis in
Gas Enterprise

Peng Zhijun

Abstract:

In recent years, Shenzhen Gas Enterprise has been dedicating to building the special gas—industry—service

system. And the core aim is to create the professional, high—quality service and prompt the gas industry public service's

brand. Further more to win the social recognition, customer's trust and provide the a stronge guarantee for expanding

the sales market. In respect of service process, it's inevitably to meet the complaints and crisis, according to "20/80"

principle, and we should focus on the 20% proportion of complaints and crisis prevention aspects. So analyzing the

complaints and crisis in service process and proposing the countermeasures is the mainly aim in this paper.
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