
What	i s	a	Compl ai nt

An	expressi on	of 	di ssati sfacti on	made	to	an	organi zati on,	rel ated	to	i ts	products

(servi ces),	or	the	compl ai nts-handl i ng	process	i tsel f ,	where	a	response	or	resol uti on

i s	expl i ci tl y	or	impl i ci tl y	expected

Steps	to	Creati ng	Good	Customer	Servi ce

Make	eye	contact	and	greet	a	customer	to	show	you	are	avai l abl e	to	provi de	them

servi ce	as	needed.You	shoul d	have	a	good	understandi ng	of 	the	product	or	servi ce

you	provi de,	so	that	i f 	a	customer	needs	assi stance,	you	are	abl e	to	del i ver	a

sati sfactory	response.	Assume	attenti ve	posture	to	convey	conf i dence	and	a	hel pful

atti tudeSmi l e	of ten,	i f 	appropri ate,	or	model 	the	emoti on	that	i s	sui tabl e	to	the

si tuati on

The	Aggressi ve	Customer

Readi l y	compl ai ns,	of ten	l oudl y	and	at	l ength.Your	response:	Li sten

compl etel y.What	not	to	do:	Be	aggressi ve	i n	return.	Thi s	customer	does	not	respond

wel l 	to	excuses	or	reasons	why	the	product	or	servi ce	was	unsati sfactory.Always

fol l ow	company	pol i cy

The	Hi gh-Rol l er	Customer

Expects	the	absol ute	best	and	i s	wi l l i ng	to	pay	for	i t.	Li kel y	to	compl ai n	i n	a

reasonabl e	manner.Your	Response:	Always	l i sten	respectful l y	and	acti vel y	questi on

to	ful l y	determi ne	cause.Always	fol l ow	company	pol i cy

The	Ri p-Of f 	Customer

Thei r	goal 	i s	not	to	get	the	compl ai nt	sati sf i ed	but	to	wi n	by	getti ng	somethi ng

that	i s	not	enti tl ed	to	be	recei ved.	Of ten	repl i es	wi th	a	repeti ti ve	“not	good

enough”	response.Your	Response:	Remai n	obj ecti ve.	Use	accurate	data	to	back	up

your	response.	Be	sure	the	adj ustment	i s	wi thi n	the	range	of 	what	the	organi zati on

woul d	normal l y	do.Always	fol l ow	company	pol i cy

The	Chroni c	Compl ai ner

Never	sati sf i ed,	feel s	there	i s	always	somethi ng	wrong.Your	Response:	Extreme

pati ence	i s	requi red.	Li sten	careful l y	and	never	get	angry.	I t	i s	best	to	gi ve

sympathy,	a	si ncere	apol ogy,	and	a	promi se	to	correct	the	si tuati on

The	Meek	Customer

General l y,	wi l l 	not	compl ai n.	Most	dangerous	to	busi nesses	because	they	wi l l

most	of ten	compl ai n	to	others.Your	Response:	Must	work	hard	at	sol i ci ti ng

comments	and	compl ai nts	to	act	appropri atel y	to	correct	those	probl ems

DEALING	WITH	COMPLAINTS

-	take	each	compl ai nt	seri ousl y,	l i sten	to	your	customer,	admi t	that	the	mi stake

has	been	made	and	say	sorry,	accept	personal 	responsi bi l i ty,	take	immedi ate

acti on,	of fer	a	compensati on,	thank	the	customer	for	maki ng	the	compl ai nt
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maki ng	the	compl ai nt

-cal l ,	vi si t	the	agency,	state	the	probl em,	gi ve	i nformati on,	ask	for	compensati on,

accept	or	refuse	compensati on,	apol ogi ze	once	agai n,	thank	them	for	immedi ate

acti on
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