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Relationship Management Programs

Rall-e is a digital platform developed for small retailers
as a business solution that helps them keep their stores
consistently stocked, reduce out-of-stock situations at
the point of sale, and efficiently address their needs
through technology.

As part of its digital capabilities, Rall-e incorporates an 
AI-based chatbot that provides customers with 
automated and real-time support, enhancing 
accessibility and improving the overall customer 
experience.

AI – BASED CHATBOT
24/7 availability | Automated support | Real-time assistance 
| Customer self-service

The AI-based chatbot serves as a first point of contact, 
enabling customers to obtain immediate assistance and 
information while complementing traditional customer 
service channels.



Home Menu

AI – BASED CHATBOT

Under the “Schedule a Visit” option, the
customer is asked to provide their
contact number so that a visit can be
arranged with the sales representative
responsible for their area, under a
designated case number.
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ONLINE FORM SUBMISSION – COMPANY WEBSITE

Provides customers with a digital channel to 
submit inquiries, requests, complaints and other 
customer-related matters directly to the company.

Customers access the online form 
through the company’s website. 

They select the type of request and 
provide the relevant information. 

The request is submitted electronically 
for review and management by the 
responsible team. 

Customers receive a response within 
the established service timeframe.

https://colombina.com/gl-en/contact

https://colombina.com/gl-en/contact
https://colombina.com/gl-en/contact
https://colombina.com/gl-en/contact
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ONLINE FORM SUBMISSION – COMPANY WEBSITE
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ONLINE FORM SUBMISSION – COMPANY WEBSITE
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ONLINE FORM SUBMISSION – COMPANY WEBSITE

STEP 5/5 CONFIRMATION

¡Hello! We have received your request!

We have received your request, and a customer service 
agent will review your case, which has been assigned the 
reference number #XXXXXX.
We will notify you as soon as we have an update. Thank 
you for your patience.

This email was generated automatically. No reply 
is required.
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DEDICATED PHONE LINE

The telephone line is an additional channel for receiving and 
managing PQRS, which is managed through a third-party service 
provider. Once a case is received, the corresponding 
communications are sent by email; however, when the consumer 
does not respond or has difficulty using this channel, telephone 
contact is also made. In this way, anyone can submit and manage a 
PQRS, regardless of their ability to use email. For example, in the 
case of older adults, telephone contact allows us to provide them 
with support and guidance throughout the management of their 
request.

Social media

• Colombina 
website

• Consumer 
service mail

Consumer 
complaints

Consumer 
complaints

• National 
PQRS 
hotline

PQRS handling

Ticket creation and 
information 
gathering

¿Qualify 
a PQRS?

Yes No

Documentation, 
categorization, and 

routing
Database 

documentation and 
supporting evidence in 

SharePoint

Escalation to the 
plant

¿Positive 
response?

Yes

Reading the quality 
response

Escalation to the 
district for 

replacement

Follow-up and 
confirmation of 

replacement

No

Reading the quality 
response Ticket 

closure
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CUSTOMER FEEDBACK

Case Received
Salesforce

Escalation to the 
plant

Issue Analysis

Implementación de 
la mejora

Implementation of 
Process 

Improvement

Response to the 
Consumer / 
Customer

Ticket 
closure

PQRS is entered into Salesforce.

The case is referred to the relevant plant, which directs it to the manufacturing area
responsible for the issue.

The issue is analyzed and an action plan is developed to address it.

Changes or improvements are implemented in the process to resolve the issue and
prevent similar PQRS cases.

The consumer/customer is informed about the solution and actions implemented,
strengthening transparency and trust.

The actions taken are verified and the PQRS case is closed in Salesforce.
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INTERNAL AND EXTERNAL VERIFICATION

Management Systems Audit Process

1. AUDIT CRITERIA

ISO 19011. According to the aplicable process and 
site

2. AUDIT EXECUTION

Internal: Trained Colombina internal auditors
External: Certification bodies, mainly SGS and 
ICONTEC

3. AUDIT PROGRAM & FREQUENCY

Internal: Annual integrated audit program – 4 cycles /
27 audits in 2026
External: Annual audits according to each certification
cycle

4. METHODOLOGY

Based on ISO 19011 guidelines, including on-site,
remote and hybrid activities. ISO 19011:2026
considered as an updated reference for internal
auditors.

5. FINDINGS & ACTION PLANS

Evaluation of criteria and evidence → Findings →

Audit report→ Corrective/action plans→ Follow-up

6. CERTIFICATION OUTCOME

For external audits: Certification / Recertification /
Follow-up, as applicable.

Procedure & 
responsibilities

↓

Customer service 
channels

↓

Complaint 
management & 

traceability
↓

KPIs & 
performance 
monitoring

↓

Consumer 
satisfaction surveys

↓

Analysis of results 
& improvement 

actions

CONSUMER 
SERVICE 

PROCESS- AUDIT 
SCOPE



CUSTOMER 
SATISFACTION 

MEASUREMENT
2025



Objectives

GENERAL OBJECTIVE

SPECIFIC OBJECTIVES

To understand the level of satisfaction of our international customers regarding the products and
services provided by Colombina S.A., for the identification of strategies that allow us to improve
as a commercial partner.

• Obtain customer opinions about our products and level of service through Customer Service Surveys
• Identify strengths, weaknesses, and improvement opportunities in the Marketing, Commercial,

Logistics, and Administration processes.
• Understand the general opinion about the work performed by the Commercial Managers.
• Establish strategies to carry out corrective actions and improvement plans.



Methodology

• Quantitive research.
• Online survey sent via email by the Customer Service department to customers in the Northern

Region and executives assigned to Andean subsidiaries, Central America, and EMEA.
• The most representative customers for the company in terms of sales in subsidiaries and

regions (customers who accounted for more than 80% of sales in 2025).
• Survey Evaluation Areas: Commercial Service, Billing Process, Marketing Service, Logistics

Service, Product Customer Service.
• Evaluation Scale: 1-5, with 5 being the highest rating.
• Percentage of satisfied customers: 84%



Group of Respondents

Customers who responded to the survey

232
There was a decrease compared to last 
year, when 396 survey responses were 
received. One of the factors contributing 
to this decrease was the turnover of sales 
executives/managers across different 
countries.

Responses were received from 38 
countries. 207 responses were from 
subsidiary customers and 25 responses 
were from direct distributors.



Survey Model



GLOBAL RESULTS

Customer Satisfaction 
Measurement



Global Results

Colombina has set a target of achieving an overall Service score above 4. The overall result 
remains unchanged compared to last year.



Commercial Service



Billing Process



Marketing Service



Logistic Service



Product



Customer Service



ACTION PLAN 
& 

FOLLOW UP



Action Plan

• Customer insights & follow-up: Share results with commercial teams and prioritize areas with the lowest scores or 
year-over-year declines. 

• Marketing support: Review opportunities for additional customer support, considering specific customer needs, sales 
volumes and growth commitments. 

• Logistics performance: Strengthen proactive monitoring of order fulfillment, identify root causes of delays and 
implement corrective actions. 

• Billing & documentation: Work with Foreign Trade to reduce invoicing errors and document delays impacting 
shipments. 

• Continuous improvement: Integrate survey feedback with commercial and operational insights and monitor the 
effectiveness of improvement actions.



ONLINE STRATEGIES 



Online Strategies

Colombina has a diversified ecosystem of digital channels for sales and order management:

Channel Type How it works

 E-commerce de 
retailers B2C Consumers can purchase Colombina products through the online platforms of major retail

chains, such as Olímpica, Carulla, and other supermarkets.

B2C / Quick 
Commerce

A digital commerce and last-mile delivery platform that connects consumers with
participating retailers, stores, and products available for online purchase. Colombina has a
presence on the platform, including direct access to its own Colombina Markets, enabling
consumers to purchase products through these digital channels.

Rall-e B2B

Colombina’s proprietary B2B digital Marketplace serving traditional retailers, wholesalers,
and ice cream customers. The platform enables customers to place orders 24/7, access
the product portfolio, receive information on promotions and new launches. (75.921 
customers served through the Rall-e App).

 Electronic Data 
Intercharge (EDI) B2B / Retail

An electronic data exchange solution that connects the systems of selected retail
customers with Colombina. Customers’ POS systems monitor inventory levels and
automatically generate replenishment orders, which are electronically transmitted to
Colombina through EDI platform. (+4.200 customers)



Online Strategies

National Direct Customers 81.891

Central America and Mexico 1.179

ENAM Region (Europe, North 

Africa and Middle East)
452

Other International Markets 811

Andean Region 1.740

International Direct Customers 4.182

Total Customers 86.073

Online Customers 80.146

EDI Channel 4.225

Rall-e Ventas App 75.921

% Online Customers 93,1%

Online Customers COP$MM

EDI Channel 425.236.984.627

e-Commerce 21.259.490.554

Rall-e Ventas App 249.782.955.920

Online Revenues 696.279.431.101

Company Revenues 3.542.061.000.000    

%Online Revenues 19,7%

Online Revenues COP$MM
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