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Abstract 
This report is the result of the course IET101, master thesis on the MSc programme in 
Industrial Management and Engineering performed at the Department of Industrial 
Logistics at Luleå University of Technology.  
 
During autumn and winter 2005 the author of this thesis has conducted a research at 
Iggesund Paperboard. Iggesund Paperboard is one of five business areas within the 
Holmen Group. Iggesund Paperboard produces and sells solid bleached board and 
folding box board. The company has customers spread across a large geographical area 
and produces a great amount of paperboard, therefore an extensive distribution system 
is needed. The distribution is made by vessels, trains and trucks to terminals and 
distribution centres before finally being delivered to customers. During distribution, 
transport damages occur. These damages correspond to an annual cost of distribution 
related complaints of approximately 2.5 MSEK. These complaints lead to the purpose 
of the thesis; to examine the cost of complaints and the complaint management system 
at Iggesund paperboard and furthermore to give recommendations to reduce these costs 
and guidelines how to improve the complaint management. 
 
To fulfil the purpose of the thesis a literature study and a collection of empirical data 
from the company has been accomplished. The empirical data consists of primary data, 
gathered through interviews with personnel at different levels at the company. The 
study also includes secondary data from databases and annual reports from Iggesund 
Paperboard. 
 
The analysis of the research show both benefits and disadvantage with the current 
Complaint Management System. The benefits consist of the prerequisites for a well 
functional Complaint Management System exists, with a well functioning organization 
which has awareness of the importance of Customer Service. Further, work is done 
continuously to improve the supply chain regarding distribution damages. The 
disadvantages are threefold; first and most important is that the traceability of where the 
damage of the product has taken place is low. Second, guidelines of how to work with 
failure products to prevent future damages for Technical Service Managers at Iggesund 
Paperboard, customers and third party distribution providers are missing. Third, today’s 
complaint software system does not encourage the user to exercise aggregate analysis of 
complaints so they can find places where improvements can be made to prevent 
distribution damages. 
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Sammanfattning 
Den här rapporten är resultatet av kursen IET101, examensarbete i industriell logistik 
för civilingenjör industriell ekonomi och är utfört på avdelningen för industriell logistik 
vid Luleå tekniska universitet. 
 
Under hösten och vintern 2005 har författaren till detta examensarbete utfört en 
undersökning på Iggesund Paperboard. Iggesund Paperboard är ett av fem 
affärsområden inom Holmenkoncernen. Iggesund Paperboard producerar och säljer 
kartong. Företaget har kunder spridda över ett stort geografiskt område och producerar 
en stor kvantitet av kartong, därför behövs ett omfattande distributionssystem. 
Distributionen sker med båtar, tåg och lastbilar till terminaler och distributionscenter 
och slutligen till kund. Under distributionen sker transportskador. Dessa skador 
respresenterar en årlig kostnad för distributionsrelaterade reklamationer på ungefär 2.5 
MSEK. Dessa reklamationer leder till syftet för detta examensarbete; att undersöka 
kostnaderna för distributionsreklamationer och reklamationshanteringen samt ge förslag 
på förbättringar för att minska kostnaderna och förbättra reklamationshanteringen. 
 
För att uppfylla syftet med examensarbetet har en litteraturundersökning och insamling 
av empiriskt material från företaget genomförts. Det empiriska materialet består av 
primärdata, samlad genom intervjuer med flera personer på olika nivåer och platser 
inom Iggesund Paperboard. Den empiriska studien innehåller även sekundärdata från 
databaser och årsredovisningar. 
 
Analysen visar att det både finns för- och nackdelar med nuvarande 
reklamationshanteringssystem. Fördelarna består av att förutsättningar för ett väl 
fungerande reklamationshanteringssystem finns samt att en väl fungerande organisation 
med medvetenhet om varför kundservice är viktigt är etablerad. Organisationen arbetar 
även ständigt med att förbättra supply-kedjan för att minska distributionsskador. De 
nackdelar som under analysen hittats är tre. För det första är spårbarheten om var 
skadorna på produkterna inträffat låg. För det andra saknas det riktlinjer för hur 
Technical Service Managers på Iggesund Paperboard, kunder och tredjepartslogistiker ska 
arbeta med skador för att förhindra att dessa uppstår igen. För det tredje är dagens 
mjukvarusystem inte utvecklat för en aggregerad analys av reklamationer för att på så 
sätt upptäcka var förbättringar kan göras för att minska skador från distributionen.  
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1 Introduction 
The following chapter will start by introducing complaint handling in order to enlarge the reader’s 
knowledge and understanding about the issue of the thesis. Then the author will continue by 
present the studied company and why complaint handling is of interest for Iggesund Paperboard. 
This will lead to the purpose of the thesis and the delimitations. Finally the author will present 
the structure of the thesis.  

1.1 Introduction to complaint handling 
Customers are often a firm’s most neglected asset. Develop over a period of time; 
expenses incurred in improving relationships with customers should be viewed in the 
same way as capital expenditures. Fortunately, rising costs associated with customer 
service are often offset by increased revenues generated from the total network of 
present customers (Wagner, 1994; Storhagen, 2003). In addition there are always the 
potential bonuses of new accounts generated by initiation of any well designed 
customer-service programme (Wagner, 1994). Furthermore, an effective service 
operation can be invaluable as a means of obtaining information on product 
performance, as well as identifying market needs that suggest new or different products 
or new applications for existing ones (ibid). 
 
Complaints are a natural consequence of any service activity because mistakes are an 
unavoidable feature of all human endeavour and thus also of service delivery (Johnston, 
2001). As desired levels of service have risen, the proliferation of customer service 
complaints has commonly been in evidence. Greater product complexity has created an 
appreciable increase in malfunctioning as well as greater susceptibility to complete 
breakdowns; moreover, a tremendous service demand has brought about an ever-
increasing number of complaints. The shift towards better service has made complaints 
the vehicle through which dissatisfaction can be released as well as a powerful source of 
leverage through which buyers may bargain more effectively (Wagner, 1994). 
  
The customer service complaint is universal in physical distribution operations. It is 
inevitable that even the most efficient of distribution systems will occasionally have 
failures; it is equally inevitable that from these failures will emanate complaints. Only if 
an active and systematic approach is made to handle these complaints can they graduate 
to become part of management’s kit of tools in making its distribution system better 
and more responsive to the company’s and its customers’ needs. (Wagner, 1994) 
 
The inability of firms to provide customers with acceptable products and services is 
expensive. The cost of not doing things right the first time is approximately 20 per cent 
of gross sales for manufacturing companies and 30 per cent for service industries  
(Schibrowski and Lapidus, 1994; Krajewski and Ritzmann, 2005). This finding 
indicates that the firms that do the best job of reducing customer complaints have a 
distinct competitive advantage (ibid).  This advantage is a result of reducing the number 
of times things have to be done over and increasing customer retention rates (ibid). As 
such, firms should attempt to reduce the number of complaints and increase customer 
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satisfaction. To accomplish this, they must develop methods to effectively handle 
individual complaints as they occur and make strategic changes in business practices to 
reduce complaints over time (ibid). 

1.2 Iggesund Paperboard 
Iggesund Paperboard is one of five business areas within the Holmen Group. The 
company produces and sells solid bleached board and folding box board, using virgin 
fibre as raw material. The business area has production facilities in Iggesund (SWE), 
Workington (UK) and Strömsbruk (SWE). The products are used to make packaging 
for food, cosmetics, tobacco and confectionary, as well as for graphic applications. The 
market for grades of virgin-fibre-based paperboard produced by Iggesund Paperboard 
amounts to just over 9 million tonnes. Iggesund Paperboard produced in 2004; 502 
thousand tonnes and thereby stands for approximately 5.6 per cent of the global 
consumption. Iggesund Paperboard’s main market is Europe, primarily Great Britain, 
Germany and France. 

1.2.1 Problem background 
Since Iggesund Paperboard has customers spread across a large geographical area and 
also produces a great amount of products, an extensive distribution is needed. The 
distribution is made by vessels, trains and trucks to terminals and distribution centres 
and finally to the costumer. When the products have been delivered it happens that the 
costumer receive faulty product which lead to complaints. Within the Holmen Group 
these complaints are categorized into three categories; technical, transport and 
administrative. The technical consist of quality errors from the production, transport 
consist of damage goods from the distribution and the administrative consists of 
complaints regarding wrong product, wrong quantity, wrong delivery date etc. The 
total cost of complaints was for Iggesund Paperboard in 2004, 80 MSEK where the 
distribution complaints correspond to about 2.5 MSEK. 

1.2.2 Purpose 
The purpose of the master thesis is to examine the cost of complaints and the complaint 
management system at Iggesund Paperboard and to give recommendations to reduce 
these costs and how to improve the complaint management. 

1.2.3 Delimitations 
The thesis will be limited to complaints regarding distribution. This limitation is made 
for the reason that a research of all types of complaints would acquire a more extensive 
study. The limitation is also made because of the author’s preferences.  

1.2.4 Outline of the study 
To visualize the different parts of the thesis the structure of the thesis is presented in 
figure 1:1 below. The thesis starts with an introduction of the thesis where the problem 
area and purpose is presented. Chapter 2 includes the methods that were used during 
the research. Theories are presented in chapter 3 and the empirical material collected is 
presented in chapter 4. In chapter 5 theories and empirical material are analyzed and in 
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chapter 6 recommendations of improvements are presented. Finally there is a chapter 
that includes a discussion of the thesis. 
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2 Methodological Framework 
In the following chapter the author describes the methods that have been carried out while 
conducting this thesis. The chapter will start with explaining the course of action of the thesis, 
research purpose and then continuing with presenting the research approach. Then follows the 
research strategy and data collection method. The chapter finish with presenting the quality criteria 
for the thesis. 

2.1 Course of Action 
This part of the chapter will explain how the thesis work was carried out and how the 
author chose to work with the problem area.    

 

Figure 2:1. Illustration of the course of action of the thesis. 

2.2 Research purpose 
The purpose of a research can be grouped in different ways. Saunders, Lewis and 
Thornhill (2000) classifies the purpose of a study into three different directions; 
descriptive, exploratory and explanatory studies. 
 
The purpose of a descriptive study is according to Denscombe (2002) to mainly 
describe how an phenomena look like, rather than what it will become and how it 

Problem area, purpose 
and delimitations 

Method 

Theory 

Data collection 

Analysis 

Recommendations 
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should be, or even why the phenomena occur the way it does. Ethnographical 
examinations, case studies and survey examinations are used to gain this sort of 
information (Denscombe, 200). The purpose of an exploratory study is to analyze 
causes and relations (Eriksson and Wiedersheim-Paul). Denscombe (2002) describes the 
purpose of this study as to understand the relations between events and phenomena, 
and to lean on theories or models that explain how things work. According to Saunders 
et al (2000) there are three ways of conducting an exploratory research; a search of 
literature, talking to experts in the subject and conducting focus group interview. 

 
When conducting an exploratory research the author must be willing to change the 
direction of the research as a result of new data appears and new insights occur (ibid). 
That means that the focus of the study is initially broad and becomes progressively 
narrower as the research progresses (ibid). 
 
Studies which establish causal relationships between variables may be termed 
explanatory studies (Saunders et al, 2000). The emphasis here is on studying a situation 
or a problem in order to explain the relationships between variables (ibid). To 
accomplish this, the research requires a planned and structured design that will not only 
minimize systematic error and maximize reliability, but will also permit reasonably 
unambiguous conclusions regarding causality (Kinnear and Taylor, 1996). The main 
data sources for the explanatory research are interviewing respondents by surveys 
and/or conducting experiments. 
 
In order to fulfil the purpose of the thesis, the author searched for the problem areas 
within complaint handling and causes of the complaints. To find this the study started 
broad with many interviews with different persons on different levels and locations at 
Iggesund Paperboard. This approach was made to eliminate sub optimization, like 
conclusions and suggestions for improvements on areas which is not actually the main 
problem areas. This is the case for the exploratory research method. 

2.3 Research strategy 
The research strategy is a general plan how to answer the purpose of the research. The 
strategy should contain clear objectives, derived from the purpose and specify the 
source from where the data will be collected. There are four major strategies; 
experiment, survey, case study and action research. (Saunders et al, 2003) 
 
Experiment is a classical form of research that owes much to the natural sciences, 
although it features strongly in much social science research. It typically involves a 
definition of theoretical hypothesis, selection of samples of individuals from known 
populations, allocation of samples to different experimental conditions, introduction of 
planned change on one or more of the variables, measurement on a small number of 
the variables and control of other variables. (Saunders et al, 2003) 
 
The survey strategy is usually associated with the deductive approach. It is a popular 
and common strategy in business and management research. They allow the collection 
of a large amount of data from a sizeable population in a highly economical way. Often 
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obtained by using a questionnaire, these data are standardised, allowing easy 
comparison. (Saunders et al, 2003) 
 
However, much time is spent on designing and piloting the questionnaire. Analyzing 
the results, even with the aid of an appropriate computer package, will also be time 
consuming. (ibid) 
 
Saunders et al (2003) defines case study as ‘a strategy for doing research which involves 
an empirical investigation of a particular contemporary phenomenon within its real life 
context using multiple sources of evidence’. The case study strategy also has 
considerable ability to generate answers to question ‘why?’ as well as the ‘what?’ and 
‘how?’ questions (ibid). The data collection methods employed may be various. They 
may include questionnaires, interviews, observation, and documentary analysis (ibid).  
 
In some situations the researcher is opposed to the opinion that his task only is to 
describe and analyze what is happening. He takes not only part of the research but also 
the work of change. Researches where the work is not only to collects facts but also to 
work active to change unsatisfactory conditions is called action research. (Eriksson and 
Wiederheim-Paul, 1999) 
 
The focus on this research is to investigate the complaint handling process regarding 
distribution damages and the costs connected to this process. Because of the nature of 
the research where the goal is to make suggestions of improvements for Iggesund 
Paperboard a deeper understanding of the processes within Iggesund Paperboard is 
necessarily. Therefore a case study is the most suitable. 

2.4 Data collection 
There are two general types of data; primary and secondary data (Kinnear and Taylor, 
1996). Primary data are collected specifically for research needs at hand. Secondary data 
are already published data collected for purposes other than the specific research at 
hand. Consequently, this distinction is defined by the purpose for which the data were 
collected (ibid). 
 
Data are also either quantitative or qualitative and there are some distinctions between 
them (Saunders et al, 2000). Quantitative data is: 

•  Based on meanings derived from numbers 
•  Collection results in numerical and standardised data 
•  Analysis conducted through the use of diagrams and statistics 

Qualitative data is: 
•  Based on meanings expressed through words 
•  Collection results in non-standardised data requiring classification into categories 
•  Analysis through conceptualisation 
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2.4.1 Secondary data 
In this research the author have used both primary and secondary data. The secondary 
data consists of two parts. First there is the literature review done by the author to gain 
knowledge in complaint management within distribution. The literature review were 
done at Luleå University Library and keyword used for the literature search were: 
“complaint”, “complaint handling”, “complaint management”, “distribution”, 
“distribution complaints”, “claims” and its Swedish translation. Second there is data 
collected from Iggesund Paperboard which consists of qualitative data such as annual 
reports and the quantitative data collected from the complaint-software-system. 

2.4.2 Primary data 
The primary data in this research consist of qualitative data collected from interviews. 
The author used semi-structured interviews which contained of list of themes and 
questions that were presented to the respondent. The interviews were made to different 
persons at different locations of Iggesund Paperboard. 

2.5 Quality criteria 
In this section the quality criteria of the thesis will be discussed. This includes the 
validity and reliability of the research and some general method problems during 
research. 

2.5.1 Validity 
A research ability to measure what it is suppose to determine is called validity 
(Svenning, 1999). Validity is about asking right questions to the right respondents or to 
use right measuring instrument (ibid). To gain a high validity to this thesis the author 
has done a broad literature search concerning the issue of the thesis. Furthermore, the 
author has made interview with several persons at different levels at the company; this 
will increase the validity of the thesis. The use of qualitative data gathered during 
interviews may have decreased the level of validity. But the author has, when analysing 
the quantitative data from CASS and Diver, found that the drawn conclusions from the 
interviews are confirmed by statistics. 

2.5.2 Reliability 
According to Kinnear and Taylor (1996) reliability is the extent of which the 
measurement process is free from random errors. Reliability can be assessed by posing 
two questions (Saunders et al, 2000); 

•  Will the measure yield the same result on different occasions? 
•  Will similar observations be made by different researchers on different occasions? 

 
To increase the reliability of the thesis, the researcher has collected information 
systematically. The interviews were carried out in a semi-structured approach with 
standardised interview forms. The interview forms were constructed from relevant 
literature and when conducted in a semi-structured way the author made sure that no 
important information got lost. The interviews were also recorded and the author took 
notes to expand the reliability of the research. During the research, the author has held 
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presentations of the study at Iggesund Paperboard to get feedback that the course of 
thesis is right. This results in that the outcome of the thesis will be the same on a 
different occasion as well as if it is performed by different researchers and thereby high 
reliability. 
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3 Theoretical frame of reference 
In this chapter the author will present the most important findings from the literature study. The 
chapter will start with introducing terms of logistics and distribution and continue with theories in 
complaint handling and management. The chapter finishes with explaining the cost of poor 
performance of processes and performance. 

3.1 Distribution 
By physical distribution means physical and administrative activities which aims at 
making a company’s products available to its market (Storhagen, 2003). Segerstedt 
(1999) consider that distribution is the output of products from a company to its 
customers. Distribution includes the real transport of products to customers directly to a 
customer as well as via a terminal or a distribution centre (Storhagen, 2003). 
 
Even a foregone distribution channel must constantly be supervised so that the 
distribution takes place in an effective way. The product should reach the customer in 
fast and safe to reasonable cost. Briefly following key words should be taken under 
consideration; packaging, transportation mode, transport times and insurances. 
(Segerstedt, 1999) 

3.1.1 Distribution as a logistical buffer 
The physical distribution of finished goods is the final step within a company’s product 
or material flow and has because of that a vulnerable position. Disturbance in prior 
stages can be transferred and in worst case accumulate. To avoid that the customer 
being affected by the distribution in order of being the final step in supply chain capture 
and handle these disturbances. The choice of transport and handling equipment, its 
capacity and flexibility is because of that very important to a functionally logistics flow. 
(Storhagen, 2003) 

3.2 Terminals 
A terminal or a distribution centre is a geographically allocated function for storage 
and/or reloading of finished goods, components or spare parts. Its purpose is by its 
location being near the market to ensure a high customer service and to be a buffer for 
disturbance in production, distribution and customer demand. The terminals also aim 
to lower the total cost of transportation by combinations of different flows and means 
of transportations. (Storhagen, 2003) 

3.2.1 Motives for terminals 
The shortest path between two points is a straight line, but the cheapest way of 
transport a product from a point to another is not always the straight line. This is the 
foundation of using terminals. By using a terminal the total amount of transactions for a 
company can be reduced, see figure 3:1. (Storhagen, 2003) 
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Figure 3:1. Differences between direct delivery and using a terminal. 
 
Because of the costs related to each transaction alternative II with a terminal and 8 
transactions is obvious more efficient than alternative I with 12 transactions. (Storhagen, 
2003) 

3.3 Customer Service 
Customer Service is a wide concept and considers all activities that in some way involve 
direct contacts with the customer. Customer Service can be divided into two types of 
services; core service and peripheral services. Core services are services that the 
customer takes for granted, for example deliver an ordered product at an agreed time. 
This is not actually a competitive advantage. But helping the customer with packaging, 
documentation and delivery announcements is peripheral service. It is important to ask 
the question what the customer see as service and not. That is a first indication what 
should be prioritized to develop the customer service. (Storhagen, 2003) 

3.3.1 Different delivery service elements 
According to Storhagen (2003) delivery service elements are terms of the extensive 
deliver service concept different characterizes. Delivery service can be arranged into 
four elements (ibid); 
 
Percent of fill. Probability that the product is in inventory. 
Delivery time. The time from order placement to delivery 
Delivery reliability. The reliability of the delivery time. 
Delivery dependability. Delivery of the right product in right quantity. 
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To the list of elements some additional service elements can be added (ibid); 
Information. Information exchange in both directions. 
Customer adoption. Ability to satisfy the customer’s expectations. 
Flexibility. Adoption ability to changed conditions. 
Other service elements. Other activities associated with delivery service, for example 
packaging or administrative service in connection with the delivery. 
 
The delivery service of a company cannot be worse than the competitors. The 
company should be innovative and solve the problems that the customer have and even 
present solutions of problems that the customer not yet has discovered (Segerstedt, 
1999). 

3.3.2 The cost of increased customer service 
The service affects the costs in different aspects. An increased percent of fill often leads 
to more tied up capital in the finished goods inventory. Shorter delivery times may lead 
to that a terminal become necessarily to be able to store the product near the customer. 
(Storhagen, 2003) 
When it comes to the cost side there is good possibilities to measure the economical 
effects of different delivery service levels. The relationship between costs and delivery 
service level can be illustrated as figure 3:2 (ibid). 

 

Figure 3:2. Relationship between costs and level of delivery service. 

3.4 The complaint management process 
The interest in complaint management, from an operations perspective, is the process 
by which complaints are handled and customers recovered (Johnston, 2001). The 
design, planning, control and execution of these processes are core operations tasks. 
Several factors have been identified to suggest what is meant by a “good” complaint 
management process. These include (ibid): 
 

•  Having clear procedures 
•  Providing a speedy response 
•  The reliability of response 
•  Having a single point of contact for complainants 
•  Ease of access to the complaints process 
•  Ease of use of the process 

SEK 
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•  Keeping the complainant informed 
•  Stuff understand the complaint process 
•  Employees are empowered to deal with the situation 
•  Having follow-up procedures to check with customers after resolution 
•  Using the data to engineer-out the problems 
•  Using measures based on cause reduction rather than complaint volume 

reduction 
  
The critical issue about complaint management is that it is not necessarily the failure 
itself that leads to customer dissatisfaction; many customers accept that things can go 
wrong. It is more likely to be the organisation’s response (or lack of response) to a 
failure that causes satisfaction (ibid). 
 
Customer retention has been shown to have a direct impact on revenue and 
profitability. Loyal customers continue to purchase the service, generate long term 
revenue streams, tend to buy more, and may be willing to pay premium prices, all of 
which increase revenue and profitability. Further, it has been showed that customer 
loyalty is a more important predictor of profitability than market share. Loyal customers 
may also lower marketing costs since retaining customers is usually significant cheaper 
than attracting new ones. (ibid) 
 
Furthermore, since negative word of mouth is likely to result from customer 
dissatisfaction, not satisfying customers may have a potentially greater negative effect on 
business earnings than that which is lost through the customer alone. (ibid) 
 
A key benefit of complaint management is that complaints can also be used to support 
the drive for continuous improvements by focusing managerial attention on specific 
problem areas. This potential however is often overlooked. Complaints should lead to 
identification of problems and action to ensure that such failures do not happen again. 
Although service recovery processes and programmes can be expensive, they should 
also be viewed as opportunities to make improvements that will ultimately result in 
more satisfied customers, and also lead to cost reduction through those improvements 
preventing future service failures. (ibid) 
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3.5 Complaint handling within distribution 
A customer service programme is the foundation of complaint management 
(Schibrowsky and Lapidus, 1994). Although wide variations exist in approaches to 
managing customer service, one reputable source has stated that upon examination of 
successful service management programmes, six principal steps have been revealed, 
namely (Wagner, 1994): 
 

•  Define elements of service 
•  Determine the customer’s viewpoint 
•  Develop a competitive service package 
•  Plan a programme to sell service 
•  Market-test the programme 
•  Establish performance control 

 
A logical extension of this sequential approach would be a seventh step, namely; 
effective control of the customer service complaint (ibid). The role of seventh step is 
twofold; individual complaint handling and aggregate complaint analysis (Schibrowsky 
and Lapidus, 1994). The complaint handling function is designed to address individual 
complaints in an attempt to immediately redress customer dissatisfaction (ibid). While a 
poorly handled complaint results in negative effect toward either the product or the 
retailer, well handled complaints might alter the customer’s final disposition toward the 
complaint encounter in a positive direction (ibid). Positive evaluation of the complaint 
encounter by customers might even help to build customer loyalty. Customer 
satisfaction at the complaint encounter has also been shown to yield higher levels of 
repurchase intention (ibid).    

3.5.1 A sequential approach to handling complaints in distribution 
Customer service level requirements must be incorporated into the design of and sound 
distribution system. Included in such specifications should be provisions for handling 
complaints. Complaints stemming from distribution service failure should be 
transmitted to a customer service division within the central distribution department. 
This enables specialists in customer service to concentrate on this all-important 
function, thereby freeing other distribution specialists from an area which they cannot 
devote full intention. (Wagner, 1994) 
 
Constraints on authority for claim settlement should be established in accordance with 
corporate philosophy. Typically, the distribution customer service manager should be 
responsible for the wide spectrum of service activities surrounding the distribution 
function. (ibid) 

3.6 Cost of poor process performance and quality 
Any instance when a process fails to satisfy its customer is considered a defect. Many 
companies have spent significant time, effort and expense on systems, training and 
organizational changes to improve the performance and quality of their processes. They 
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believe that it is important to have the ability to determine the correct levels of 
performance of their processes so that any gaps between a process’s competitive 
priorities and its competitive capabilities can be determined. Gaps reflect the potential 
for dissatisfied customers and additional costs for the firm. Most experts estimate losses 
in the range of 20 to 30 per cent of gross sales for unsatisfactory services or products. 
These costs, attributable to poor process performance and quality, can be broken down 
into four major categories: prevention, appraisal, internal failure and external failure. 
(Krajewski and Ritzmann, 2005) 

3.6.1 Prevention costs 
Prevention costs are associated with preventing defects before they happen. They 
include the costs of redesigning the process to remove the causes of poor performance, 
redesigning the service or product to make it simpler to produce, training employees in 
the methods of continuous improvements and working with suppliers to increase the 
quality of purchased items or contracted services. In order to improve performance, 
firms have to invest additional time, effort and money. (ibid) 

3.6.2 Appraisal costs 
According to Krajewski and Ritzmann (2005), appraisal costs are incurred in assessing 
the level of performance attained by the firm’s processes. Appraisal helps management 
identify performance problems. As preventive measures improve performance, appraisal 
costs decrease, because fewer resources are needed for quality inspections and the 
subsequent search for causes of any problems that are detected.  

3.6.3 Internal failure costs 
Internal failure costs result from defects that are discovered during the production of a 
service or a product. They fall into two main categories: rework costs, which are 
incurred if some aspect of a service must be performed again or if a defective item must 
be rerouted to some previous operation(s) to correct the defect and yield losses, which 
are incurred if a defective item must be scrapped. (ibid) 

3.6.4 External failure costs 
Krajewski and Ritzmann (2005) mean that external failure costs arise when a defect is 
discovered after the customer has received the service or a product. Dissatisfied 
customers talk about bad service or products to their friends, who in turn tell others. If 
the problem is bad enough consumer protection groups alert the media. The potential 
impact on future profits is difficult to assess, but without doubt external failure costs 
erode market share and profits. Encountering defects and correcting them after the 
product is in the customer’s hands is costly. 
 
External failure costs also include warranty service and litigation costs. A warranty is a 
written guarantee that the producer will replace or repair defective parts or perform 
service to the customer’s satisfaction. Usually, a warranty is given for some specified 
period. Warranty costs must be considered in the design of new services or products.
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4 Empirical Framework 
This chapter includes the collected empirical material during the research. The chapter starts by 
present Iggesund Paperboard’s markets and customers and then continue by presenting the 
distribution and order flows. Then the complaint management process within Iggesund Paperboard 
will be presented. The chapter finishes with data from CASS and Diver and conclude with a 
summary. 

4.1 Markets and Customers 
Iggesund Paperboard which is one of five business areas within the Holmen Group 
produces and sells solid bleached board and folding box board with virgin fibre as raw 
material. The business area has production facilities in Iggesund (SWE) and 
Workington (UK) and Strömsbruk (SWE). Iggesund Paperboards’ main market is 
Europe where approximately 490 thousand tonnes is delivered every year, other large 
markets are USA and Asia where 20 and 30 thousand tonnes is delivered respectively 
on an annual basis. On these markets spreads over 1000 customers. Iggesund 
Paperboard produces three types of products, which is packaging for tobacco, other 
packaging and for graphic applications. 

4.1.1 Packaging for tobacco 
With this box board Iggesund’s customer manufactures packaging to cigarettes and 
other types of tobacco products. At the production facility in Iggesund about 60 per 
cent of the production is connected to this type of product which is equivalent to 186 
thousand tonnes of the total production of 310 thousand tonnes a year. For the 
production facility in Workington this type of products stand for about 20 per cent of 
the total production (46 thousand tonnes of 230 thousand tonnes a year). These 
merchandises are then delivered to different customers on different markets. 

4.1.2 Other packaging 
To this class of products among box board that will become packaging for cosmetics, 
liquor, and different types of groceries. At the mill in Iggesund this product type 
represents about 20 per cent of the annual production (62 thousand tonnes) and at the 
mill in Workington 60 per cent (138 thousand tonnes a year). 

4.1.3 Graphic applications 
This product group consist of products to different graphic applications, for example 
postcards, CD-covers and brochures. This product represents 20 per cent of Iggesund 
mill’s annual production or 62 thousand tonnes per year. At the mill in Workington 
this product also represent 20 per cent (46 thousand tonnes). 

4.1.4 Products at Iggesund Mill 
At Iggesund Paperboards’ profit centre Iggesund Mill the company got two box board 
machines, called KM1 and KM2. KM1 produces 22 different qualities and KM2 
produces 49 different qualities. KM1 produces products for the tobacco industry only, 
while KM2 produces box board for other packaging and for graphic applications. By 
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different qualities means different physical parameters, for example grammage. These 
qualities are then divided both into rolls or sheets and into different dimensions. In this 
way the total amount of products for Iggesund Mill are about 2000. 
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4.2 Order handling 
In this section the order process, order types, order batches and order variation for 
Iggesund will be presented. 

4.2.1 The order process 
The order process within Iggesund Paperboard can be illustrated as the figure below: 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Figure 4:1. The order flow within Iggesund Paperboard. 
 
The progress steps in the order process which progresses in the following order; first of 
all the customer contacts the Sales Office which is responsible for the market where the 
customer acts. The customer then informs the Sales office what product he would like 
to order regarding to quality, quantity, delivery-date and order type. The person at the 
Sales office who receives the order transfers the order information into an enquiry 
which is  transferred into an order-software-system where the order is checked towards 
available capacity. In the software-system the capacity is divided into different 
production cycles, where a production cycle is allocated to a specific product or 
market. If there is available capacity in a production cycle which fits customer demands 
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of delivery-time and quantity, the order will be booked. If there is not enough capacity 
available to produce and deliver the desired quantity within the expected delivery-time, 
the software-system gives a suggestion of a later delivery-date. When the order finally is 
booked, deliveries are planned and pallets are ordered. Thereafter the order is 
production planned to the day when it should be produced. When the order is 
produced a vessel transports the products to a terminal or direct to the customer by 
train or lorries. When the final dispatch is done of the order an invoice is sent to the 
customer. The final dispatch depends on which order type is used. 

4.2.2 Order types 
Iggesund Paperboard uses five order types, which all function in different ways, 
nevertheless only three order types are used regular. The five order types are 
consignment stock, call-off, two-order-procedure, direct-order and VMI (Vendor 
Managed Inventory). Below a short explanation of respectively order type is given as 
Iggesund Paperboard uses them: 
 
Consignment stock 
This type of order implies that Iggesund Paperboard has a customer-allocated 
warehouse, which means that Iggesund Paperboard has a warehouse localised near the 
customers’ production facility. The customer then takes the products that he need from 
the warehouse and in the same time he does that the inventory levels at the stock 
decreases in the ERP-system and an invoice for the gathered products is sent to the 
customer. When the inventory levels have reached a certain point a production order is 
sent to Iggesund Paperboard which produces the order and replenishes the inventory. 
For the time being, Iggesund Paperboard has this kind of order type for one customer 
in Italy. 
 
Call-off and Two-order-procedure 
These two types of orders imply that a customer for example makes a 100-tonnes-
order. This order is then delivered to the terminal which is granted for the customers 
market. From the terminal the customer then makes call-offs which means that the 
customer take out part of the 100-tonnes-order, the part is then delivered to the 
customer. When the customer makes a call-off it is also registered in the ERP-system 
and the inventory levels decreases and an invoice for the call-off is sent to the customer. 
Two-order-procedure works in a similar way but in this case there are two customers 
who makes call-offs from the same stock. The customers who have two-order-
procedure are mainly from the tobacco-industry. Iggesund also got a safety-stock of 
2500 tonnes in the terminal for these customers. 
 
Direct order 
This order-type is as the name indicates orders that are delivered directly to the 
customer. That means that products are sent directly to the customer from the mills 
without storage in a terminal, however sometimes when the products are sent by vessels 
it happens that that the products are stored for a few days in a terminal. With this order 
type the invoice is sent to the customer when the last dispatch from the mill is done. 
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4.2.3 Order batches and order variation 
The order batches differs between the different product groups relatively much. 
Tobacco which has the largest batches, most of the orders is in sizes over 100 tonnes, 
which means fully loaded lorries. For other packaging which has the second largest 
batches, the order sizes are above 10 tonnes and finally there is graphic applications 
where the batch sizes are below 10 tonnes. 
 
For tobacco which has large batch sizes, the orders do not differ a lot regarding to 
quality, dimensions etc. For other packaging and for graphic applications are there 
however a large spread regarding to quality, dimensions etcetera and because of more 
customers and more orders. 

4.3 Distribution systems 
The finished products are distributed to customers all around the globe in different 
ways. The main part of the distribution is done by vessels to terminals in Europe and 
from there to the customers by train or lorries. 

4.3.1 Vessels 
Transport by vessels is done on two routs. One route traffics the Baltic Sea to Lübeck 
and the other one traffics the North Sea to Rotterdam, see illustration below: 

 

Figure 4:2. Distribution routes within Iggesund Paperboard. 
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The Baltic Sea Route 
This route is operated by two vessels that have two departures from Iggesund a week. 
The departures are on Mondays and Fridays and goes to the terminal in Lübeck. From 
there the products are transported with lorries to markets in Germany, Switzerland, 
Austria, Italy, Eastern Europe, USA and Asia. For transports outside Europe the box 
board is reloaded into containers and transported to Bremen Hafen for further transport 
by vessels. The vessels also make land in Holmsund, Husum and Sundsvall before 
arrival to Iggesund. 
 
The North Sea Route 
The route that operates the North Sea is trafficked by three vessels with departures 
from Iggesund twice a week, Tuesdays and Fridays. These vessels go first to the 
terminal in Tilbury where products from Iggesund to the UK are unloaded and 
products from Workington to the European markets are loaded. From there the vessels 
go to a terminal in Rotterdam where the vessel is finally unloaded. On this route is also 
Holmsund, Husum and Sundsvall trafficked. 
 
Jenkins 
Once per week one vessel traffic a route to Jenkins on Ireland to support the Irish 
market. The vessel still departures from Tilbury. 
 
Vessels 
All vessels are owned and operated by SCA Transforest and also transports products 
from SCA fabrics in Sweden. These products are mainly newsprint and office paper but 
sometimes also forest products. The two vessels that operate the Baltic Sea route have 
capacity for 153 respectively 181 cassettes1 and Iggesund has an agreement of sending 
38-46 cassettes per journey. On the North Sea route there are three vessels with 
capacity of 165 cassettes and Iggesund has an agreement of sending 19-23 cassettes. 
Approximately 85 per cent of Iggesund Paperboard’s total distribution is made by 
vessels. 

4.3.2 Lorries and trains 
Every day transports of products with lorries and trains are made from Iggesund to 
Sweden, Norway, Finland, Former East States and Russia. This type of transportation 
represents about 5 per cent of the total distribution. On railroads the boxboard is 
transported to France, Spain, Southern Sweden and Denmark. Some of the deliveries to 
France are to Iggesund Paperboards’ IDF-facility where the products may be rewinded 
or cut into sheets with other dimensions. 

4.3.3 Terminals 
Iggesund Paperboard has five terminals plus terminals for dispatch in Iggesund and 
Workington. These terminals are located in Lübeck (Germany), Rotterdam 
(Netherlands), Tilbury (United Kingdom), Krakow (Poland) and Jenkins (Ireland). The 
terminals in Krakow and in Workington are the only one without harbours. The 

                                         
1 Cassette = Type of material carrier for pallets and rolls. 
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terminal where the largest amount of products is delivered is Lübeck where 
approximately 60 per cent of the total production is delivered. 
 
In respectively terminal the total inventory usage for Iggesund Mill is as the figure 4:3 
(year 2005). Because of that the terminal in Krakow is newly opened levels for this 
terminal is not included. 
 
Terminal Max Inventory Min inventory 
Iggesund 19.5 kton. 12.5 kton. 
Lübeck 10.6 kton. 6.5 kton. 
Rotterdam 1.4 kton. 0.7 kton. 
IPBS 5.0 kton. 3.5 kton. 
IDF 1.6 kton. 1.1 kton. 
Tilbury 1.0 kton 0.5 kton 

Figure 4:3. Inventory levels in the terminals. 
 
Iggesund Mill has a total level of inventory between 19 and 23 thousands tonnes abroad 
and with the terminal in Iggesund included 31 to 40 thousands tonnes. With an average 
inventory of 35.5 thousands tonnes that represents an inventory turnover rate of 8.7. 

4.3.4 Wrapping and material carriers 
Iggesund Paperboard is delivering their products in two ways, either as rolls or as sheets. 
The wrapping for the rolls consists of blue transparent plastic wrapping (figure 4:4). 
These rolls are then placed on a material carrier called cassette (figure 4:4). 
 

 

Figure 4:4. Wrapped rolls and a forklift loading rolls on cassettes.  
The rolls are loaded in 7 stacks on the cassette and with a height of maximum 450 
centimetres. Number of rolls depends of the height of each roll. The cassettes are 
loaded into vessels for transportation to terminals. At the terminals the cassettes are 
unloaded and the rolls are stored in stacks. The other way to delivers the products are as 
sheets. The sheets are loaded on pallets and the pallets are then loaded on cassettes. The 
distribution between pallets and rolls are about 60 per cent rolls and 40 per cent pallets 
which represents 186 respectively 124 thousands tonnes per year. 
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4.4 Handling with complaints at Iggesund Paperboard, Sales Europe, 
Amsterdam 

The information in this section is achieved by interviews with Lars Engström, Wout 
van Hoof and Lennart Larsson at Sales Europe. 

4.4.1 The organization of Sales Europe 
Sales Europe consists of approximately 90 persons working with sales, customer service 
and technical service to the European market. Within this department there are people 
working with complaints, some of them placed in Amsterdam but several of them are 
working in home offices near the customer, e.g. in Germany, France and the United 
Kingdom.  

4.4.2 The complaint-handling-process-map  
The picture below illustrates the process which Sales Europe is using for their 
complaint handling. The straight lines represent the way the complaint moves through 
process and the dashed lines illustrate how the information about the progress of the 
complaint is transferred.   

Figure 4:5. The complaint-handling-process at Iggesund Paperboard.  
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4.4.3 Complaint made by customer 
The first step in the complaint-handling-process is that a customer receives a product 
which the customer is not satisfied with. Then the customer takes contact with 
Iggesund and reports the failures of the products. Since the customer most often has 
been a customer for a long time he or she knows exactly which person on Iggesund 
Paperboard to contact regarding to the type of the complaint, usually the Technical 
Service Manager in charge of the customers’ market but sometimes they contact the 
Customer Service department in Amsterdam. Most of these technical service managers 
work from a home office near its market. There are several of ways the information 
reaches the technical service managers. Usually it is done by phone, e-mail or visits. If 
the customer has contacted the Customer Service, the Technical Service Manager 
contacts the customer by phone to confirm type and how extensive the complaint is. 
The contact is done immediately when the complaint is received. 

4.4.4 Sales Europe 
The next step within the complaint-handling-process is that when the responsible 
person for the complaint handling, most often the Technical Service Manager at the 
specific area or at Customer Service at Iggesund Sales Europe, have received the 
complaint and he sent a confirmation to the customer that the complaint is received or 
to confirm what type the complaint is. The next step for the manager to do is to 
categorize the complaint into one of three groups. This is made by either visits at the 
complaining customer or by letting the customer sent pictures or samples of the failure 
products. Then the category is chosen by the nature of the complaint; 
 
Production related complaints 
Complaints related to this category are any complaint related to the product or 
packaging quality. 
 
Distribution – transportation damages 
This category consists of complaints referring to damages that have occurred during 
transportation or when the products are handled in warehouses, terminals or 
distribution centres. 
  
Administrational complaints 
All other complaints are referred to this category. Examples from this category are all 
other complaints that have to do with distribution and transport. Examples from this 
are; late deliveries, too early arrivals, delivery to the wrong consignee, differences in 
quantities or non-delivery. Other complaints related to this category are mistakes made 
at: 
Order booking within Customer Service. 

•  Wrong bookings of e.g. sheet size, product, grammage, pallet type, quantity etc. 
•  Administration/execution of an order at Mill/Converting Station. 
•  Wrong production of e.g. sheet size, reel width, products or for example wrong 

pallet type used due to incorrect planning. 
•  Over- and under making due to incorrect planning. 
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4.4.5 CASS 
When the category is chosen, the complaint is registered into Iggesund Paperboards’ 
complaint software system called CASS (Complaint Administration Support System) 
where all complaints are registered regardless of the source or whether the complaint 
finally are classified as a complaint or not. When the complaint is registered the 
manager first of all fills in the order number connected to the failure product. Then 
continues the process by registration to one of the three groups (administrative, 
distribution and production) and then into subgroups. In this way Iggesund stores all 
the complaints and the information is saved for approximately seven to ten years. How 
long the information is stored depends on the legal rights of the customers’ country and 
how long Iggesund feels it has benefits of storing that particular complaint.  

4.4.6 Iggesund Mills 
The final step within the complaints handling at the Sales Office is to send the 
complaint to the source of the complaint. This is for example Technical Service at the 
mill where the failure products are made for production related complaints. This 
manager chose how from here to proceed with the complaint handling. In case of 
production related complaints a sample of the failure product often is needed. This is 
for the laboratories at the mills to do testes on to find out what actual did cause the fault 
and whether the fault is done at the mill or if there fault is connected to the production 
at the customer. When the mill has analyzed the complaint it is up to the mill what to 
do next. This is regarding to what to do with the failure goods and if they should send 
the customer new goods or a credit note. The same procedure is done with the other 
two types of complaints. Although it is up to the mills to decide what to do with the 
complaint, the technical service managers often give advice to the mills what to do, for 
example if they know someone who buy board waste for a reasonable amount. 

4.4.7 Failure in the distribution flow 
There are two types of failures which can occur during distribution to the customer. 
Sometimes these failures can be discovered before the products have reached the 
customer. The two types of failures are; damages during distribution and some of the 
administrational faults e.g. late delivery.  
 
The special thing about these failures is that they not necessarily have to become a 
customer complaint. If the failure is discovered before the invoice is sent to the 
customer, a complaint from there can be prevented. To obtain this there are restrictions 
that needs to be fulfilled. First of all must the invoice to the customer not have been 
sent. Seeing that corrections to the invoice can be made regarding to number of pellets, 
rolls etc. and the amount the customer should pay. However the invoice date for 
Iggesund Paperboard is when the last delivery of the order start, this means when the 
last dispatch leaves the mill or in some cases when the customer has a call-off-
agreement when the last dispatch leaves the distribution centre.   
 
In the case of a fault before the invoice is sent the Technical Service Manager can chose 
to do an internal complaint in the CASS-system. This means that the faulty products 
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get into the system but never become a customer complaint. In this way Iggesund has 
insight in damages but without a complaint by the customer. 

4.4.8 Commercial complaints 
Sometimes Iggesund receives a complaint from the customer which they not 
understand and they can not confirm that it is really a faulty product. In some of these 
cases Iggesund Paperboard chose to send the customer a credit note anyway. The causes 
of this are that sometimes the relationship with customer is more important than the 
cost saved and sometimes the product is just under the margin of which the product is 
classified as a faulty product.  

4.4.9 Complaint handling at Iggesund Mill regarding to distribution 
The complaint handling at Iggesund starts when they get information from CASS when 
the Technical Service Manager has done his work with the complaint. In CASS 
information what to do with the failure products are attached and if a credit note has 
been sent to the customer. There is also information about the type of damage. With 
this information the Market Service in Iggesund decides what to do. This can be order 
transportation for uplifts, sending regresses to the distributor and see if any preventive 
actions can be made. 

4.4.10 Internal complaint at Market Service, Iggesund 
Sometimes the terminals have made damage to a roll or a pallet and send an e-mail to 
Market Service in Iggesund to notify about the damage. In this case when an invoice 
not has been sent leads to that Market Service make an internal complaint in CASS. 
Otherwise the process is about the same; they send a regress to the terminal, modify the 
invoice to the final customer and see what preventive actions that can be made. 

4.4.11 Time for the complaint process 
Through out the whole complaint process the customer is informed regarding to what 
is happening with its complaint. Often the firms receive a credit note as soon as the 
complaint has been confirmed by the technical service managers. The whole process 
from when the customer makes a complaint to when the final settlement and 
corrections are made often takes about two week but often faster regarding of type and 
extent of the complaint. Usually the technical complaints take longer time than 
administrative and distribution complaint, sometimes months, but the customer is 
compensate in an early stage. 

4.5 Data from Diver 
In Diver all data from complaints registered in CASS are collected. The data used in 
this research comprises all complaints (production, administrative and distribution) from 
January 2003 to September 2005. The data is then transferred into Excel Spreadsheet to 
make it possible to use pivot tables to analyze the data. Because of the extent of the data 
a short summary of the statistics will be presented here and the findings from the 
analysis will be presented in the following chapters, a sample of the spreadsheet is 
presented in appendix D. 
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The data contains 10 757 complaints to total value of approximately 204 MSEK. Each 
complaint has a unique complaints number and information in 12 categories. The 
categories are: 
Total Cost. Represent the cost of the complaint. 
Resold Value. The value of failure products and regresses to distributor. 
Net cost. Total Cost – Resold Value. 
Customer. The customer who makes the complaint. 
Department area. Category of the complaint; administrative, production or 
distribution. 
R/S. Packaging type of the failure product. Reels or sheets. 
Defect Swedish. The defect of the product in Swedish. 
End use area. The type of product. Tobacco, packaging or graphic applications. 
Sales office. Which market the product where sold. 
I/S/W. Which production unit who produced the product. Iggesund, Strömsbruk or 
Workington. 
Year/month. Year and month of the complaint. 
Department. Where the complaint occurred. 
The distribution of costs between administrative, distribution and production 
complaints shows that production related complaints has a total cost of 179 MSEK, 
administrative related complaints represent a total cost of 18 MSEK and distribution 
related complaints stands for 7 MSEK during the period January 2003 to September 
2005 (see figure 4:6). This represents an annual cost of 2.54 MSEK.  

Figure 4:6. Distribution of cost of complaints. 
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4.5.1 Distribution related complaints 
The distribution related complaints represent 1250 complaints with a total cost of 7 
MSEK (2.54 MSEK per year). The cost of each complaint span over a range from 0 
SEK to 112 000 SEK. About 40 per cent (499 of 1250) of the complaints are internal 
complaints which in CASS and Diver are seen as a zero-cost-complaint because there 
has been no invoice sent to the customer. The distribution of the costs and number of 
complaints is presented in figure 4:7 and figure 4:8. 
 
Cost per complaint 
(TSEK) Number 

Per cent 
(number) Cost (SEK) Per cent (cost) 

 0-10 543 72,30% 2 015 302 29,74% 
 10-20 127 16,91% 1 723 152 25,42% 
 20-30 38 5,06% 905 188 13,36% 
 30-40 23 3,06% 833 009 12,29% 
 40-50 9 1,20% 391 012 5,77% 
 50-60 3 0,40% 165 068 2,44% 
 60-70 0 0,00% 0 0,00% 
 70-80 2 0,27% 148 001 2,18% 
 80-90 2 0,27% 176 505 2,60% 
 90-100 1 0,13% 98 879 1,46% 
 100-110 2 0,27% 208 479 3,08% 
 110-120 1 0,13% 112 874 1,67% 
       
Total 751 100,00% 6 777 469 100,00% 

Figure 4:7. Distribution of number and cost of complaints. 
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4.5.2 Pivot charts 
In the following section diagrams and tables will be shown to illustrate the nature of the 
distribution complaints regarding to defects, departments, production units and 
customers. The section finishes by presenting diagrams that consist of combines of 
defects, departments, production units and customers. The first diagram shown in 
appendix E illustrates the relationship of cost and type of defect. 
 
The appendix illustrates the distribution of all defects and figure 4:9 present the top six 
defects which represent 83 per cent of the total cost of distribution complaints. 
 
Defect Total Cost (SEK) 
KANTSKADA, RULLE        2 100 714     
MANTELSKADA, RULLE        1 122 116     
PALLSKADA, ARK          868 365     
TAPPAD/TIPPAD R/A          640 731     
HYLSSKADA          510 610     
STAPELSKADA, ARK          410 370     

Figure 4:9. Cost of top six defects. 
 
Iggesund Paperboard has during the period January 2003 to September 2005 had 315 
customers who have made complaints concerning distribution. Of these has 15 
customers made complaints that exceeds a total cost of 100 000 SEK. The customers 
are shown in figure 4:10. 
 
Customer Total cost 
REB   1 580 488     
WALL KRAKOW      286 951     
API/FIELD GROUP      226 603     
ALCAN 
KAZAKHSTAN      174 608     
ALCAN PACK UK      152 155     
ALCOA      140 815     
API LAMINATES      139 918     
WALL TOB      134 938     
RENTSCH 
NOVGOROD      133 528     
TORRAS      110 831     
TABAQUEIRA TOB      110 005     
FIELD FIRST SSS      103 154     
MODEL-KRAMP      102 813     
SIHL + EIKA      102 541     
EUROPAPIER AT      100 938     
Total cost   3 600 286     

Figure 4:10. Distribution of cost related to customers. 
 
The customers in figure 4:10 represent about 53 % (3.6 MSEK) of the total cost of 
distribution related complaints. 
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Production unit Total Cost 
Iggesund   4 620 237     
Strömsbruk      140 662     
Workington   2 015 764     
Total Cost   6 776 662     

Figure 4:11. Cost of distribution complaints at the mills. 
 
The figure 4:11 shows the total cost of distribution related complaint regarding to 
production unit. The mill at Iggesund represents approximately 68 per cent of the total 
cost of distribution complaints. 
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5 Analysis 
In this chapter the author presents the analysis of the research. This will be made by connecting the 
theories from chapter four with the empirical material from chapter five. The chapter starts with 
enlighten the benefits with the existing complaint handling system and thereafter continue with 
problem areas that were found during the research. An analysis of statistics from the software 
system Diver is then presented. The chapter wounds up with a summary. 

5.1 Benefits with the current system 
Today the complaint handling system within Iggesund Paperboard has a ground to 
build a competitive complaint handling system on. The benefits with the existing one 
can be summarized into two categories; the organization and the software system. 

5.1.1 The organization 
The research has found that Iggesund Paperboard has well organized organization 
towards complaint handling. The organization has clear procedures regarding to 
handling with complaints and they often provide a speedy response to the customer. 
According to Johnston (2001) speedy response and clear procedures are important in 
“good” complaint management processes. Further Johnston (2001) argues that 
customer retention has been shown to have direct impact on revenue and profitability. 
Iggesund Paperboard show insight in these issues when they use commercial complaints 
to make sure that the customers are satisfied. This also shows that the top management 
is aware and concerned about customer attitudes and has customer-oriented technical 
service managers. According to Wagner (1994) this is necessarily for establishing a 
programme to control customer complaints. 

5.1.2 The software system 
With the software tools CASS and Diver Iggesund Paperboard store information about 
all the complaints. The information includes such information as customer, extends, 
production unit, end use area, packaging type, total cost, number of complaints and 
defects which is useful information when analysing complaints. With the software tool 
Diver all the complaints that are registered in CASS are collected and statistics regarding 
complaints can be obtained. According to Schibrowsky and Lapidus (1994) the 
information that should be collected is; Date of correspondence, to whom the 
complaint was sent, whether a purchase was made or not, the nature of the complaint 
and disposition of the complaint. The CASS system collects all this information and also 
a large amount of additional information. 
 
The CASS system also include another benefit when it gives the Technical Service 
Managers the power of settle with the customers and give the firms compensation for 
the failure goods in the form of credit notes as soon as the failure has been confirmed.   
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5.2 Problem areas within the current complaint management system 
During the research the author has found five problem areas within the complaint 
management of distribution failures. These areas are the customers, Technical Service 
Managers, SCA Transforest, software systems and traceability. These problem areas are 
presented separately. 

5.2.1 Customers 
This problem area contains the problems regarding how customers make complaints to 
Iggesund Paperboard. Today Iggesund Paperboard does not have guidelines for the 
customer how to complaint and which person or department to contact when a failure 
product is received. Now complaints are made through different channels and in 
different extent depending on type of failure and which customer the complaint is 
concerning. According to Johnston (2001) there should be a single point of contact for 
complainants which are not the case with Iggesund Paperboard. This results different 
customer makes complaints in various extents. Some customers make complaint as soon 
they receive failure product no matter the cause and extent and others just scrap the 
failure products and use the proper products.   

5.2.2 Technical Service Managers 
Within Iggesund Paperboard there are Technical Service Managers placed around 
Europe at different market segments and also on markets outside Europe. There are 
most often these persons who the customer contacts regarding complaints. Hence there 
are the technical service managers who gather the information about the complaint. 
According to Johnston (2001) the service employees should be “both inspired and 
obliged to provide information accurately and consistently about service 
failure/recovery, which management the can us to redesign the system”. At Iggesund 
Paperboard on the other hand the Technical Service Managers mostly work to 
compensate the customer in the form of credit notes and make suggestions about what 
to do with the failure products instead of working with preventive actions. The 
preventive actions are up to respectively department (technical, administrative and 
distribution) to take care of. This situation leads to that there is no incitement for the 
Technical Service Managers to collect information about what has happen to the 
damaged product; their task is to confirm that there has been damage. Another problem 
with these managers is that they only work with invoiced products, which mean that 
they not handle with failure products in terminals. 
 
A key benefit with complaint management is that complaints also can be used to 
support the drive for continuous improvements (Johnston, 2001). With the current 
situation at Iggesund Paperboard and the technical service managers this opportunity is 
overlooked. 
 
According to Johnston (2001) “good” complaint management processes includes; 
having clear procedures. Today different technical service managers use different 
procedures when handling the complaint. Furthermore, this can be connected to the 
lack of incitements for the Technical Service Managers. 
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5.2.3 SCA Transforest 
Almost all distribution is carried out by SCA Transforest. This means that SCA 
Transforest has full control over the distribution flow from the terminals at the mills to 
the customer. A problem with this solution is that there are no guidelines how SCA 
should handle with damages during distribution. Different terminals use different 
methods to inform Iggesund of the damage. This could be done by mail or phone to 
Market Service at the mills or by contacting the Sales office. This information is also 
often very scarce and of no use for Iggesund Paperboard other than just information 
about that there have been damages on some of the products. The information cannot 
be used to improve the distribution. 
 
A problem also occurs when the customer receives a failure product. In these cases the 
customer receives a credit note and then the market services at the mills try to 
compensate their loss by sending a regress to the distributor. Today this is hard for the 
mills to do when they must define where the product has been damaged. This is 
difficult when SCA hire third party distributors to take the products by lorries to the 
customer. In these circumstances Iggesund Paperboard also needs to prove that the 
product not was damaged when it dispatched the mill terminal. This lead to a difficulty 
to send regresses to SCA Transforest. 

5.2.4 Software systems 
The problem with this system is that its primary objective is to store information about 
each complaint and to settle with unhappy customers. In this way Iggesund Paperboard 
work with one of the two roles of customer service which is according to Schibrowsky 
and Lapidus (1994) handling individual complaints to resolve problems, satisfy 
customers and reduce third party complaints. The other role which is to analyze 
aggregate complaints to identify causes of complaints and to modify business to 
eliminate future complaints (ibid). With the CASS system and with Diver this is not an 
easy task to manage. The information is often vague which makes it difficult to identify 
the cause of the complaint. For example Other distribution2 represent 49 per cent of the 
total cost of complaints for the years 2003 to 2005 which make it almost impossible to 
analyze where the damage have taken place.  
 
Another problem with CASS and Diver is that they do not encourage the user to take 
preventive actions to eliminate future complaints. Diver which is supposed to aggregate 
the complaints registered in CAS is not optimized to work with continuous 
improvements when it is difficult to obtain sufficient statistics from the software. In the 
statistics the cost for non invoiced products which have been damaged during 
distribution is considering a zero cost in CASS which also affects the statistics. 

                                         
2 Other distribution represents a group in CASS where the department of the damage of the goods have taken 
place. 
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5.2.5 Traceability 
A problem with the current complaint management process is the deficiency of 
traceability. Often the damage on the products is not discovered until it reaches the 
customer. This causes problem when it comes to analyze what went wrong.  
 
The causes of the lack of traceability is twofold, namely the quality controls and 
damages under packaging which make visual controls difficult. 

5.2.6 Quality controls 
Today the quality control of the products during distribution is done in an infrequent 
way by forklift drivers and other terminal workers. This procedure is not satisfying 
when it depends on if the person notice a damage product among a large quantity. 
There are no standard guidelines how the quality control should be done which lead to 
that it is up to the terminal worker to do check the quality of the products. In the end, 
this lead to a large quantity of faulty products is delivered to the customers. 

5.3 Analysis of statistics from January 2003 to September 2005 
The analysis of the record of complaints is gathered from Diver and put into an excel 
spreadsheet. This was made to do an aggregate analysis of the complaints recorded from 
January 2003 to September 2005. 

5.3.1 Distribution of costs and number of distribution related complaints 
The distribution of cost and number of complaints charts shows that about 88 per cent 
of total numbers of distribution complaints have an average value of 0-10 TSEK which 
represent 54 per cent of the total cost of distribution complaints. See figure 5:1. 499 of 
the complaints are not calculated statistics below when they are internal complaints and 
have a zero-cost in CASS. However these internal complaints should be calculated as 
an internal failure cost (Krajewski and Ritzmann, 2005). According to Krajewski and 
Ritzmann (2005) external failure costs is when a defect is discovered after the customer 
have received the product, this is the case for the non internal complaints. 
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Figure 5:1. Distribution of cost and numbers of complaints. 
 
The distribution of the percentiles of the distribution complaints is illustrated in figure 
5:2, internal complaints excluded. The mean value of a distribution complaint is 9025 
SEK with the internal complaints excluded. 
 
Percentile Cost (SEK) 
25 1 901 
50 4 866 
75 10 630 
95 33 841 

Figure5:2. Percentiles of distribution complaints. 

Cost per complaint 
(TSEK) Number Per cent (number) Cost Per cent (cost) 
 0-10 543 72,30% 2 015 302 29,74% 
 10-20 127 16,91% 1 723 152 25,42% 
 20-30 38 5,06% 905 188 13,36% 
 30-40 23 3,06% 833 009 12,29% 
 40-50 9 1,20% 391 012 5,77% 
 50-60 3 0,40% 165 068 2,44% 
 60-70 0 0,00% 0 0,00% 
 70-80 2 0,27% 148 001 2,18% 
 80-90 2 0,27% 176 505 2,60% 
 90-100 1 0,13% 98 879 1,46% 
 100-110 2 0,27% 208 479 3,08% 
 110-120 1 0,13% 112 874 1,67% 
       
Total 751 100,00% 6 777 469 100,00% 
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5.3.2 Distribution of defects 
The top six defects are related to the handling of the goods during distribution. This 
includes handling with forklifts and other handling with the products in terminal such 
as loading and unloading the paperboard. This is probably the cause of the damages, but 
when the CASS is designed categorize damages by the look of the defect instead of the 
cause of the defect it is not possible to find the source of the damage. The statistics is 
also dependent on the Technical Service Managers who register the type of defect in 
CASS. Moisture (Fukt R/A) is the largest non handling related complaint which 
represent a total cost of 191 657 SEK during the period. See figure 5:3. 
  
Defect Total Cost (SEK) 
KANTSKADA, RULLE        2 100 714     
MANTELSKADA, RULLE        1 122 116     
PALLSKADA, ARK          868 365     
TAPPAD/TIPPAD R/A          640 731     
HYLSSKADA          510 610     
STAPELSKADA, ARK          410 370     

Figure 5:3. Distribution of defects. 
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5.3.3 Distribution of complaints regarding to customers 
The statistics (figure 5:4) shows that one customer alone, REB3, has a total cost of 1.6 
MSEK. This cost corresponds to 22 per cent of the total cost of distribution complaints. 
The mill in Iggesund is the production unit that deliver to REB. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Figure 5:4. Distribution complaints regarding customers. 
 
The distribution of defects at REB are spread approximately as the defects overall 
(figure 5:5). This may indicate that there is no particular defect that leads to REB got 
the highest amount of complaints. Hence REB is located in Berlin the transportation of 
the goods is a standard procedure and therefore the transportation method should not 
impact the statistics. A worse case scenario would be that there is a large quantity of 
hidden distribution failures and the total coast of distribution complaints would be 
significant higher.  
 

                                         
3 Rentsch Berlin, packaging for the tobacco industry. 
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Distribution of defects at REB
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Figure 5:5. Distribution of defects at REB. 

5.3.4 Distribution of complaints regarding to departments 
Diagram 5:7 illustrates where the failure of the products have taken place. Other 
distribution represent 48 per cent (3 271 464 SEK) of the total cost and 30 per cent of 
the number of complaints (376 out of 1250). Forwarder represent 29 per cent 
(1 976 316 SEK) and 34 per cent of the number of the complaints (423 out of 1250). 
As previous analysis of CASS and Diver and the Technical Service Managers point out 
this diagram illustrates the problem with the current complaint management system. 
When the technical service managers do not know where the damage of the products 
has taken place they categorize the department as other distribution. For the logistics 
department who are responsible for the preventive actions regarding to the distribution 
failures the traceability is the most important factor. When a complaint is registered and 
the department set to others distribution the traceability is at minimum. Forwarder 
which symbolizes damages during transports by train, vessels or lorries also minimize 
the traceability of the damages when it is not possible to trace the source of the failure. 
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Figure 5:6.. Distribution of complaints between departments. 
 
Figure 5:6 also point out the previous analysis regarding to terminals. The terminal in 
Lübeck got considerable higher number of complaints than Tilbury and Rotterdam. 
The reason why Lübeck has a lower total cost than Tilbury is probably because of the 
use of 2-order-procedure and call-off stocks. Hence no invoice has been sent to the 
customer and the damage is categorized as an internal complaint. 
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6 Conclusions and recommendations 
The chapter start by presenting the most important findings of the research. Then follows a 
presentation of recommendations to further work at Iggesund Paperboard. 

6.1 The current Complaint Management System 
The present complaint management system has both benefits and disadvantages. The 
benefits consist of that the prerequisites exist for well functioning Complaint 
Management System. Iggesund Paperboard has a well functional organization regarding 
to make sure to keep the customer pleased. This includes having a generous policy of 
giving credit notes to its customers and a well-designed computer software system 
(CASS) to obtain this. The soft ware system furthermore provides Iggesund with useful 
information about the distribution complaints in different categories. The Technical 
Service Managers often give a speedy response to the customer which further 
demonstrates the concern of the customers. 
 
Although Iggesund Paperboard shows consciousness about their customers many 
disadvantages and opportunities is overlooked. Today there are no guidelines to the 
customer and the Technical Service Managers how to make a complaint and how it is 
received or it is neglected. This shows in the statistics were one customer by himself 
represent almost a quarter of the total cost of distribution complaints. This could be 
caused by the complainer who complaint about every failure he receive which other 
customer do not do. This cause could also be referred to the Technical Service 
Manager who is in charge of this particular customer’s market. Hence it is him who 
sends the credit note to the customer. 
 
The policy today at Iggesund Paperboard is that the Technical Service Managers do not 
work with not yet invoiced damages. This lead to that Iggesund Paperboard has no 
personal contact with the distributor and terminals which have caused the damage. 
With this procedure the responsibility of reporting the damage and information about 
the failure lie in the hand of SCA Transforest. Today guidelines how to report failure 
products at terminals is missing. That leads to different reporting systems and dissimilar 
handling with damaged products at terminals. 
 
Iggesund Paperboard shows for the moment modest effort to work with continuous 
improvements regarding to distribution complaints. The causes of this is several; the 
technical service managers who are the ones who actually get in contact with the 
damages do not pay effort to analyse what have caused the damage and preventive 
actions. Also the information they provides CASS with are often of diminutive use 
when the categories in CASS such as “Other distribution” represent about 25 per cent of 
the complaints. Further this indicates the disadvantages of CASS when using the data to 
analyze complaints in an aggregate level. 
 
The problem with continuous improvements at Iggesund Paperboard is the lack of 
traceability which affects the technical service managers and CASS. The short of 
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traceability is twofold. First, brief quality controls during distribution. The quality 
controls are done sporadically by forklift drivers and other personnel at terminals. There 
are no strictly guidelines how these quality controls should be done. Second, many 
damages can not be discovered visual and is first noticed when it reach the customer. 

6.2 Recommendations 
The author’s recommendation to Iggesund Paperboard is to form a project group to 
work with continuous improvements regarding to distribution damages. The group 
should consist of cross functional type with staff from Iggesund Paperboard (Sales, 
Market Service, and Logistics), SCA Transforest, software developer and a focus group 
consisting of customers. A Cross Functional team is the most suitable because of the 
strong correlation between them. This will lead a well grounded result of the project. 
 
The goal for the group is to develop a partly new complaint management system, the 
organization in the distribution flow and complaint management stay the same. To 
create a functional system there is 6 categories to consider. 

6.2.1 Traceability 
Their first task is to increase the traceability of the damages which is crucial for a well 
functioning Complaint Management Program. This should be done by setting up 
guidelines how to make quality controls at the mills, distribution centres, terminals and 
finally after delivery to the customers.  

6.2.2 Guidelines for Technical Service Managers 
Now the Technical Service Managers do not work with preventive actions and 
continuous improvements. The group’s task is here to set up rules and guidelines how 
the Technical Service Managers should act in situations like credit notes to customers. 
Their responsibility should be increased to investigate the sources of the damages and to 
handle with damages on products which are not invoiced. 

6.2.3 Guidelines for Customers 
Guidelines for how the customer should complaint and in what extent also need to be 
investigated. This includes how the information about damaged goods is transferred to 
Iggesund Paperboard. 

6.2.4 Guidelines for terminals and distributors 
The project group’s task is also to set up rules for reporting to Iggesund when they 
receive damaged goods and when products are damaged in terminals and during 
distribution. 

6.2.5 Aggregate analysis 
Today there is no aggregate analysis of complaints regarding to distribution. The group 
aught to do an analysis of the existing statistics in CASS. In this way the group can see 
both the benefits and the disadvantages with the current system. Factors like the REB-
case should be taken under consideration. 
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6.2.6 Complaint Software System 
When the group have conducted the previous five steps a new soft ware system should 
be developed to make the work with complaints easier. This can be made by either buy 
a complete new system or develop a plug-in to CASS that handle with continuous 
improvements. 
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7 Discussion and further research 
In this chapter a discussion about how well the thesis’ purpose have been fulfilled. The research 
validity and reliability will be discussed and how the research could have been made in a different 
way. Finally suggestions for further research are given.  

7.1 The purpose of the thesis 
The purpose of the thesis was to: “examine the cost of complaints and the complaint 
management system at Iggesund Paperboard and give recommendations to reduce these costs and 
how to improve the complaint management”. The author has done a broad literature study 
and an extensive collection of empirical material. The empirical material consists of 
both primary and secondary data as well as qualitative and quantitative which have been 
analyzed and several problem areas have been found. Then the empirical studies have 
been analyzed together with the literature study and which has resulted in 
recommendations to Iggesund. The analyses together with the recommendations the 
author consider fulfil the purpose of the thesis. 

7.2 The reliability and validity of the thesis 
The reliability and validity of the thesis the author consider being high. The author has 
used well known literature from different sources. The interviews have been made with 
different persons at different levels of the company to achieve high validity. Also 
continuous presentations at the company and the university were made to increase the 
reliability. Perhaps could more persons have been interviewed to gain a higher 
reliability. 
 
Another way of conducting this research could have been to analyze and to consider 
how to transport the paperboard to the customer. The packaging of the paperboard is 
also an important parameter when transportation damages should be low. This would 
have been a more technical approach to the problem area. The study would then 
primarily been on designing and analyzing cassettes, loading equipment, forklift and 
similar to reduce the transportation damages. The author did not choose this approach 
because he believes that a well functional complaint management system will recognize 
these problems anyway. A more technical approach could lead to suboptimization, for 
example optimize the handling equipment when the problem is the packaging. 

7.2.1 Generalizeability 
The generalizeability of the thesis the author considers being high. If as similar research 
was made to analyze complaints regarding to production and administration the results 
would have been equivalent. Probably there are customers that complaint more than 
other in these areas in the way that REB makes more complaints than others in the 
distribution field. The author also believes that the problem with CASS also occur in 
production and administrative complaints. This lead to a high generalizeability. 
 
In a wider spectrum the author thinks that other companies, not only the forest 
industry but also other high-volume-production-companies, would gain a deeper 
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understanding of the potential of a well functional complaint management system if 
they use the findings of this thesis. 

7.3 Recommendations for further research 
During the research the author have found different areas where further research would 
be appropriate. Because the limitation of time and the author’s knowledge in some 
areas, these areas have not been taken under consideration during the master’s thesis. 
The recommendations are listed below: 

•  Production and administrative complaints. A further research on the 
handling of these complaints should be done to gain the full benefits on a well 
functional complaint management system. 

•  Transportation methods. A research on how Iggesund Paperboard transports 
their product is needed. Is the best way of transport paperboard using cassettes 
and how could they be designed to decrease transportation damages? Is there 
other ways that Iggesund Paperboard could transport the paperboard, like 
containers or similar? 

•  Packaging. Is there another way of packaging better than using the plastic 
material they are using today, such as different kinds of boxboard and well pap? 

•  Handling equipment. Is the forklifts used today optimized for its purpose, 
does it exist better ones? Does it exist other types of handling equipment that 
produces less damage on the paperboard, such as vacuum lifts or similar? 

•  Distribution. Is it possible to design the distribution system in a way that less 
handle with the products are made, preferably none, before it reach the 
customer?   
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Appendix A 
1. Interview guide for Iggesund Sales Europe in Amsterdam 
2. General questions 
3. How do you handling with complaints? 
4. Does every complaint handle equal? 
5. If no, why? 
6. How do you categorize the complaints? (e.g. into sub groups) 
7. After you received a complaint, what is done to make sure it doesn’t happen 

again? 
8. What happens with the faulty products? 
9. How does the organization which handles with complaints look like? 
10. Do you keep any records of delivery service? (e.g. right time, right product, 

right quantity? 
11. Which information does the costumer gets in cases of late deliveries, wrong 

quantities etc. 
 
Questions regarding Customer service: 
 

1. Do you budgeting customer service, e.g. complaint service, as a separate cost 
centre? 

2. Do you do any customer research on product design, packaging and testing? 
3. If yes, how is it made? Do you keep any record? 
4. Are there any customer research regarding the service provided to customers? 
5. What do you do to encourage customer to give you suggestions of 

improvements regarding complaints handling or distribution? 
6. Do you analyze every complaint? Do you contact the customer after that he/she 

made a complaint?  
7. If yes, how is it done? (face to face, telephone, e-mail, written letter?) When? 
8. How do your competitors? 
9. What does the customer expect? 
10. Is there a continual review of the complaints regardless to type and extent? 
11. Who handles the complaints? 
12. How do the costumers leave their complaints? (written, face-to-face, telephone 

tec) 
13. Do you have a standardized complaint form? 
14. How do you document and record the complaints? 
15. Who is responsible for the complaint? Who is in charge for reducing them? 

(Group, business area, different levels) 
 
Aggregating complaints 

1. Does Iggesund do any aggregating of complaints? (e.g. over a year) 
2. How do you analyze this information? 
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Appendix B 
Interview guide to Logistics department, Iggesund Paperboard 
 
Inledande allmänna frågor till intervjuarobjekt 

1. Namn? 
2. Befattning? 
3. Huvudsakliga arbetsuppgifter? 

 
Marknader och kunder 

1. Vilka marknader säljer ni till? Hur många? Hur indelas de (efter 
produkt/geografi el båda)? 

2. Hur många kunder finns på respektive marknad?  
3. Vilka är Iggesund Paperboards kunder? Slutkonsument eller grossist (fördelning)? 
4. Finns samma kund på flera marknader? 
5. Produkter 
6. Vilka produkter/produkttyper säljer ni?  
7. Är det stora variationer inom samma produkttyp map kvalitet i form av ytvikt, 

längd, bredd, emballering, transportbärare etc? 
8. Vart går produkterna/produkttyperna? Kan man koppla samman en viss typ av 

produkt med en specifik kund eller marknad? 
9. Distributionsflöden 
10. Hur ser distributionsflöden ut? Var transporteras godset? Vilka lagerpunkter 

finns? Var finns kunderna?  
11. Vilka transportmedel används? 
12. Hur mycket kan Iggesund påverka i distributionsflödena och speditörerna? Vilka 

avtal finns? Hur många speditörer och terminalföretag använder sig ni av? 
13. Hur många ton distribueras per år? I förhållande till marknad/kund? Och 

längd?(tonkilometer)Volym? Antal order?  
14. Hur packeteras produkten? Finns alternativ? 
15. Hur ser lastbärarna ut? Materialhanteringsutrustning? Alternativ? 
16. Vertikal/horisontell intergration inom distribution? 
17. Leveranspolicies, E, C, D villkor? Om olika, varför? 
18. Hur planeras transporter? 

Terminaler 
1. Hur många terminaler finns? Var är de lokaliserade? Kapacitet? Varför är de 

lokaliserade där de är? 
2. Vem driver dessa? 
3. Hur mycket ligger i dessa lager? 
4. Är vissa av företagets produkter kopplade till en viss terminal? Eller kunder? 
5. Finns det några andra funktioner i terminalerna förrutom omlastning och lagring 

(exempelvis emballering)? 
6. Behövs alla terminaler? Räcker kapaciteten om det skulle vara färre? 
7. Hur länge lagras produkterna i terminalerna? 

Färdigvarulager 
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1. Vilken lageromsättningshastigehet har ni? 
2. Vad görs för att förbättra den? 
3. Görs all produktion mot kundorder? 
4. Finns det möjligt med ett VMI-produktion? 

Leveransservice 
1. Hur lång leveranstid är det på det olika produkterna? Från order till leverans? 
2. Hur tillförlitlig är den? 
3. Leveranssäkerhet? 
4. Har ni någon dokumenterad leveranssevicepolicy? 
5. Vad erbjuder konkurrenterna ifråga om leveransservice? (lev.tid, lev.pålitlighet, 

leveranssäkerhet, garantier, hantering av reklamationer) 
6. Vad kräver kunderna ifråga om leveransservice?  

Sälj- och leveransavtal 
1. Hur går säljprocessen till? Från  beställning till levererat till kund 
2. Ser den olika ut mellan olika marknader och kunder? (Säljkontor i Europa etc.) 
3. Vilka avtal gällande kvalitet, kvantitet, leveranstid etc finns? Eller andra speciella 

avtal som kan tänkas påverka 
4. Vilka avtal finns med tredjepartslogistiker? Leveranstid, transportsätt etc.  
5. Hur mycket inflytande har Iggesund i hur transporterna genomförs?  

Reklamationer, skador och distributionsskador 
1. Hur hanteras reklamationer? 
2. Hanteras de olika? 
3. Vad görs med skadat gods? 
4. Hur mycket reklamationer, under exempelvis ett år, förekommer? 
5. Kostnad för dessa? 
6. Huvudsakliga orskaer för reklamationer inom ditt område? Fel kvantitet, fel 

leveransdatum, transport- och distributionsskador etc? Skiljer sig dessa mellan 
olika produkter, marknader och kunder? 

7. Hur sker informationsflödet mellan säljare, kund och speditörer etc. om en skada 
skett? 

8. Hur stor del av kostnaden står reklamationer under självrisk för? Vad är 
orsakerna till dessa reklamationer? Skiljer sig dessa mellan olika produkter, 
marknader och kunder? 

9. Hur skiljer sig hanteringen av skador under självrisk med övriga? 
10. Hur arbetas det med förebyggande åtgärder med hjälp av förekommande 

reklamationer? Till exempel på aggregerad nivå? 
11. Om ja, hur analyseras den? 
12. Syfte och avgränsningar med examensarbete 
13. Finns det något speciellt flöde (produkt, marknad, kund) som har mer 

reklamationer än normalt, i förhållande till omsättning, antal kunder etc? 
14. Vad anser du är extra viktigt att undersöka? Speciellt ställe, avtal etc? 
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Appendix C 
Guidelines for Iggesund’s Complaint Handling System CASS 
 
Claims / CASS* / Claim related Credit Notes 
 
This guideline will tell you what is to be regarded as a claim and what actions need to 
be taken. It is important that claims are forwarded to the appropriate person as soon as a 
claim/error has been discovered, so that CASS can be updated and timely actions can 
be addressed. There does not always need to be an official complaint from the 
customer! 
All the claims described in this document need to be updated in CASS! 
 
Type of complaints 
Production related 
Distribution – transport damages 
Administration 
Administration – general (CS/mills/converting stations) 
Administration – all other transport 
 
Production related complaints 
Any complaint related to our Product or Packing Quality 
 
Action:  
→ Inform your Technical Service Manager (TSM) 
→ For consignment invoices (invoice tp 8) inform Mill TSM 
 
Distribution – transport damages 
Any complaint related to transport and handling damages 
A few examples: - pallet/reel damaged in transit 
  - pallet/reel damaged during unloading 
  - pallet/reel damaged by fork lift 
 
Action: 
→ For orders already invoiced – inform your Field TSM 
→ For orders not yet invoiced and consignment orders (invoice tp 8) –  
inform your appropriate contact at the mill 
Workington – Mill Technical Service 
Stuart Cross: UK North, UK Tobacco, Ireland, Germany Tobacco, Nordic, 

Switzerland/Italy/Austria, CEE, Ströms 
Tom Wilkinson:UK South, Germany (G+P), Spain, Asia, US, Agent  Sales, IPBS, IDF 
Philip Baggley:Benelux, France 
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Monica Alfredsson: Igg/Ströms – Market Services (distribution damages claims)
   
It is very important that transport damages are entered into CASS, because this also 
initiates that somebody takes care of the damaged pallet(s) or reel(s) ! 
 
Administration 
 
Administration – in general  
Complaints related to mistakes made at: 
Order booking within Customer Service 
Wrong bookings of e.g. sheet size, product, grammage, pallet type, quantity, etc. 
Administration/execution of an order at Mill/Converting Station 
Wrong production of e.g. sheet size, reel width, products, etc. or e.g.  
wrong pallet type used due to incorrect planning (if mistake was made in production = 
production complaint) 
 
Over- and undermakings due to incorrect planning (if mistake was made in 
production = production complaint) 
 
Action: 
→ Inform the Sales & Marketing Controller (SMC) 
Order file and all relevant documentation related to the order, like  
email correspondence with the mill/customer, needs to be forwarded. A description of 
what has happened (by email) would be very much appreciated. 
 
Administration – all other transport 
All other claims that have to do with distribution/transport, like e.g.: 
Delays, too early arrivals, delivery to the wrong consignee, differences in quantities, 
non-delivery 
 
Action: 
→ Inform the Sales & Marketing controller 
Order file and all relevant documentation related to the order, like  
email correspondence with the mill/customer, needs to be forwarded. A description of 
what has happened (by email) would be very much appreciated. 
 
Wrong prices and rebates are not regarded as complaints ! 
 
Claim procedure 
The procedure for complaint handling can be summarised as follows: 
As soon as a claim/error has been detected the appropriate contact person (SMC, TSM 
or contact mill) needs to be informed. 
TSM or SMC will update CASS and the necessary actions will be addressed to the 
appropriate functions/departments. 
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In case of crediting – TSM or SMC will issue the CN and will arrange 
authorisation/acceptance accordingly. 
 
All claims handled by the SMC will after final decision/CN be handed over to the CS 
Manager. He will forward it within Customer Service for discussions and filing.  
 
 
Uplifts 
For some of the complaints an uplift is necessary, wrong material has been delivered to 
the customer and material needs to be taken back. These uplifts always need to be 
arranged in accordance with the SMC or the TSM depending on the nature of the 
complaint. 
Responsibility for the physical uplifts and the decision where to take the material is 
with the Profit Centres / Mills. 
 
Should there be any doubt how to handle certain complaints, please discuss with the 
Business Area Coordinator (BAC) or the Sales & Marketing Controller ! 
 
Complaint communication 
The TSM is responsible for the communication with the customer concerning 
production and distribution damages (invoiced!) related complaints. 
For admin complaints and distribution damages complaints (not invoiced!) this 
responsibility lies in Customer Service.   
 
 
 
 
 
 
 
 
 
 
 
For more information: Onboard/Technical Service/Complaint Handling Handbook 
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Appendix D 

CID Nr 
Total cost 
SEK Resold value SEK

Net cost 
SEK 

No of 
compl Customer   

43700 4 270 0 4 270 1 VGB 
43699 0 0 0 1 IDF STOCK 
43698 0 0 0 1 FIELD COURONNE 
43697 0 0 0 1 FIELD COURONNE 
43696 0 0 0 1 CPI_FRANCE 
43695 0 0 0 1 CPI_FRANCE 
43694 0 0 0 1 WAUTERS 
43693 0 0 0 1 WAUTERS 
43692 0 0 0 1 FIELD PORTSMOUTH 

43691 0 0 0 1 
CHE SAN 
HONGKONG 

43690 0 0 0 1 CERBO GBG 
43689 0 0 0 1 BOXES GH 
43688 0 0 0 1 EDELMANN 
43687 14 536 9 14 527 1 DRISSLER DIETZ 
43686 3 121 9 3 112 1 DRISSLER DIETZ 

 
Dept. 
area   R/S Defect swedish   Enduse area   

Sales 
office   I/S/W 

Add 
year/month  Department   

P S SKADADE ARK PACKAGING BENELX W 200509  
P R VÅGIG  IDF W 200509 BOARDMACHINE 2
P S BLADSTRECK  TS PACKAGING IGG FR W 200509  
P S SMUTSFLÄCKAR  TS PACKAGING IGG FR W 200509  
P S MOTTLING I TRYCK  TS PACKAGING IGG FR W 200509  
P S MOTTLING I TRYCK  TS PACKAGING IGG FR W 200509  
P R INTRYCKNINGAR  TS PACKAGING IGG FR I 200509 BOARDMACHINE 2
P R INTRYCKNINGAR  TS PACKAGING IGG FR I 200509 BOARDMACHINE 2
P R ETIKETTERING TOBACCO IGG GB W 200509 OTHERS CONV 
P S FEL ARKANTAL/RIS GRAPHICS ASIA I 200509 FINISHING MILL 
P S DELAMINERING PACKAGING IGG SE W 200509  
P S BLADSTRECK  TS PACKAGING IGG GB W 200509 BOARDMACHINE 2
A S FEL TRYCKSIDA PACKAGING IGG DE I 200509 SALES OFFICE 
P S RISPACKNING GRAPHICS IGG DE I 200509 FINISHING MILL 
P S BLADSTRECK  TS GRAPHICS IGG DE I 200509 BOARDMACHINE 2
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Appendix E 
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