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Marking Criteria:
 We expect the learners to write minimum one well expressed point in three lines against each allocated mark. This means one needs to write 15 lines with 5 well expressed points to get high grades for a 5 marks question.

For high grades use examples and illustrations where appropriate. 
	1. Give short answers for the following questions: 

I. Why do complains occur? 
Complains occur when poor service has been provided at an operational level or the staff member has provided a poor level of service.
II. Outline the two factors that influence effectiveness of customer complaint handling. 
The two factors are the complaint handling system and the response they will get will influence the customer’s perception of the company in the future. 
III. What are the widely established response standards for customer services? 
· Providing an apology

· Response to an incoming call should be within three to five rings

· Responding to a letter, email or fax within 24 hours

· Providing a name when you answer the phone

· Fairness is what most customer ask for

IV. What are the common reasons for customers’ complaints? 
· Bad attitude from the customer service staff will have an adverse effect on the company could drive the customers away.

· Lack of product or service knowledge will have a negative effect on sales.

· Staff members who acknowledge the customer’s complaint, not willing to provide a positive solution for the customer. 

· The company is not will be accept they were culpable for the mistake.

·  Promising to resolve and issue for the customer and carrying it out.

V. Define complaint management. 
Complaint management is the process by which companies utilise to keep the customers happy and retaining them.  The process involves dealing with the complaint in a constructive, positive and professional manner.
2. ‘Proper complaint handling system is vital for running the business successfully’. Discuss 
Having a proper complaint handling system in place is vital to the success of any business. This will insure the issues the customer may have are dealt with systematically and in a professional manner. This will project a positive image of the company and will encourage the customer to stay loyal. Retaining customers is good for business and it’s cheaper financially in the long run than attracting new ones. This system will reduce the risk of the customers going to a rival company.  Response times are vital and must be adhere to whether it’s answering a call to responding to an email.  Customers don’t want to be kept waiting to have their issues resolved and should be kept up on date on the progress of their dissatisfaction.  Customer complaints tend to be centered around a product not be available or the service they received by a staff member.  This is compounded by the lack of product or service knowledge and the staff member not will to resolve the issue.  

The five stages of the complaint management process:-

· Complaint registration – First stage of the process and should reduce the time, energy and cost for the customer to register a complaint.

· Classification of customer complaint - Complaints should be classified according to the nature of the complaint e.g product, service and department. 

· Analysis and reporting of trends – Data should analysed and trends identified.

· Management action - Action must be taken when the issues have been identified.  This can be done by providing additional training of staff, updating customer service standards and improving communication. 

· Continuous improvement of complaint process – The system is in place, but there is always room for improvement and getting feedback from customers can help iron out any issues. 

3. Wysocki, Kepner and Glasser classified the complaining customers based on their behaviours into five types. What are these? (8) 

· The chronic complainer customer – This type of customer will continually complain, but can still be a valued customer. Will complain about anything and everything from the product to the service. This type of customer can’t be dismissed if they are regular shoppers.  

· The meek customer – Will not complain and keep their opinions to themselves. Would be to the benefit of the company if they could get feedback from them.

· The aggressive customer – Continually complain just like the chronic complainer, but at length and aggressively. These types of customer need to be dealt with care and attention. Be polite, be professional and provide the time frame in which their issues will be resolved.

· The highroller customer – Expect the best service and not will to hear excuses. Must be treated with utmost respect and in a timely manner.

· The rip-off customer – Their aim is to be compensated more than value of the product they paid for and will be never be satisfied. 
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