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Abstract: According to the central idea of the national power
grid three-set and five systems and the requirements of unified oper-
ation, optimizing the complaint process and reducing the rate of cus-
tomer complaints is an urgent problem to be solved by the provincial
power companies. In order to meet the increasing customer service
demand, complaints work orders are analyzed with big data as basis.
Combined with status of electric companies, it grabs complaints job
important links and information, finds the relationship among the
key aspects, carries out special research work to form a set of man-
agement measures to improve the service quality of the electric pow-
er company in order to realize comprehensive improvement of cus-
tomer satisfaction.

Key words: customer complaints; customer psychology; com-
plaint behavior; big data; analysis of work orders
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