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Complaints Handling
___________________________________________________________________________
1. Give short answers for the following questions: (15) 
I. Why do complains occur? 
Generally, when customers/clients are dissatisfied with services or products, they do complain. Customer complains can occur as a result of poor customer handling by staff or at the operational level of providing goods or services to clients. If any of employees fails to perform professionally and positively while serving customers that would cause dissatisfaction and complains would occur. On operational side, things like faulty products, low stock levels, late/non deliveries, delaying responds to customer requests, long waiting for point of service, complicated company procedures, all could cause customer grievance and/or complains.   
II. Outline the two factors that influence effectiveness of customer complaint handling. 
1. The customer’s experience of the company’s complaint-handling system reflecting working culture and customer service values of the organisation would influence their view of the company and their loyalty. 
2. Once customer contacts the company with their complaint, staff dealing with them must be sympathetic, attentive and understanding. Responding customer with an immediate apology and with genuine interest to solve the problem, they would give the customer a chance to calm down and be willing to negotiate a reasonable resolution.  
[bookmark: _GoBack]III. What are the widely established response standards for customer services? 
· Most important measure of the response standard is an apology.
· Considering customer complaints fairly and providing reasonable compensation.
· All product related and consumer right documentations must be produced in clear, plain writing for customers to understand the procedures easily.
· Responding to incoming calls within three to five rings.
· Responding to incoming letters, e-mails and messages within 24 hours
· Updating customers on progress of inquiry
· When responding a customer for the first time, giving them name and a direct number to contact when they wish, would show openness and continuity in dealing with complaints.
· Preventing customers from having to repeat their story each time they contact the company and speak to someone different.
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IV. What are the common reasons for customers’ complaints? 
· Bad Attitude: If staff fails to acknowledge customer’s presence, ignoring them or speak to them in a rude and inconsiderate way, customers would not be happy with the way they are treated and rightfully complain about the staff.
· Not Willing to Seek a Solution: Sometimes staff may acknowledge a customer's problem but would not offer any solution to it. They do not have a “can do attitude” and they think it is too much bother to provide customer with positive service.
· Not Giving Full Product Explanations:  Lack of product or service knowledge by sales staff would result in selling products ,not meeting customer’s needs or persuading the customer  to purchase an item  knowing it won’t be fit to their needs just to achieve a sale would lead to a unhappy customer. 
· Not Willing to Admit a Mistake: Businesses must admit when they get things wrong and apologise for it without any delay.
· Not keeping Customers Up To Date: Customers should be kept informed during a complaint handling process just so they will not have any doubts and contact company with an anger over the way it has been handled so far.
· Broken Promises: Staff, handling customer complaints must follow through on their commitments to avoid any further customer dissatisfaction and to present their company as professional and caring organisation. 
V. Define complaint management. 
Complaint management is the formal process of recording customer complaints and seeing through till a reasonable resolution reached by both side.
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2. ‘Proper complaint handling system is vital for running the business successfully’. Discuss (7) 
Businesses must ensure proper complaint handling system would be in place in order to retain their customers as well as attracting new ones. It is vital that customers are satisfied with the complaint management process. This would help businesses to keep a good reputation in their industry and ensure successfully run business.
 A proper complaint handling process should be designed to prevent staff and customers from wasting time and energy while avoiding extra cost to both sides furthermore customers would be encouraged to complain if they are not happy with services or products they receive. That would mean resources being used efficiently and also customer satisfaction would lead to more sales through the word of mouth.
Registering and categorizing complaints would allow companies to identify the problem areas and take necessary steps to make changes to be able to take the company forward. Complaints should be seen as opportunity for improvements and for providing high quality services to customers.  
Companies also have to comply with rules and regulations imposed by industry related regulatory bodies. That would mean that they have to follow certain standards when capturing, investigating, resolving and reporting customer complaints. Following these procedures would prevent any law suits against the company which might result in unnecessary high cost and disciplinary actions.
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3. Wysocki, Kepner and Glasser classified the complaining customers based on their behaviours 
into five types. What are these? (8)

1. The Meek Customer: This type of customers would not make their dissatisfaction known to businesses and would not complain. Companies would need to seek for their feedback in order to find out if they were satisfied with products/service they received. 
2. The Aggressive Customer: These people are complete opposite of meek customers. They complain readily and loudly. The best respond for these customers would be, listening to their complaints, acknowledging the problem and letting them know exactly how and when the problem will be resolved. Staff must keep calm when dealing with them at all times.
3. The High-Roller Customer: High roller customers expect very high standards and they are willing to meet the costs for it. They are not interested in excuses and should be listened respectfully and carefully to identify the problem.
4. The Rip-Off Customer: These people aim to get something they are not  entitled to receive and normally they would respond with “not good enough” to staff’s attempts to reason with them. When dealing with this kind of customers, best approach would be staying objective and using measurable data to back up company’s position as well as documenting everything accurately.  
5. The Chronic Complainer Customer: This type of customers always finds something wrong and is always dissatisfied. Unfortunately they cannot be dismissed and must be dealt with patience.


