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1. Give short answers for the following questions: (15)

I. Why do complains occur?

The roots of any grievance and/or complaint can be either operational
issue or human interaction. However, Human factor is the key element for generation of grievances. The contact person's performance in providing service is really a source of satisfaction if it is positive and dissatisfaction if it is negative.

II. Outline the two factors that influence effectiveness of customer complaint handling.

There are two overarching important factors that will determine the actual
effectiveness of the complaint-handling system used to deal with customer complaint.  

1. When a customer contacts your company for a complaint, the complaint-handling system should reflect the company’s culture and its customer service values. A customer’s experience of these will influence their perception of the organisation and future buying pattern.
2.   Once a customer the customer communicates with the organization, via a complaint letter, e-mail, fax, phone call or in person, they will expect sympathetic action: a response that is attentive, sympathetic, and quick




III. What are the widely established response standards for customer services?

An apology is a widely established standard response. The customers will judge an entire company during a complaint situation.

IV. What are the common reasons for customers’ complaints?

Bad Attitude:
Not Willing To Seek a Solution:
Not Giving Full Product Explanations:
Not Willing To Admit a Mistake: 
Not keeping you Up To Date:
Broken Promises:

V. Define complaint management.

Complaint management is the formal process of recording and resolving customer complaints.

2. ‘Proper complaint handling system is vital for running the business successfully’. Discuss (7)

Studies have established that the efficiency in resolving a complaint leads
to stronger customer loyalty. Effective complaint management is one of the important areas to ensure customer satisfaction. Most organizations face big challenges in complaint management. They generally suffer from a lack of systematic approach to complaints handling.  Proper complaint handling system is vital for running the business successfully and to achieve this, organization’s need to identify the following:

· recognize the importance of customer complaints at a strategic level
· Systems and processes for logging complaints, processing them, etc.
· be proficient with measurement and in non-financial areas such as customer satisfaction and complaints
· Create a culture that is not too much of a "blame and reprimand" practice
· embrace the concept of quality management and its related concepts

Businesses need to have a Complaint Management Process. There are five stages in the customer complaint management process.

· Complaint registration
· Classification of customer complaints
· Analysis and reporting of trends
· Management action
· Continuous improvement of complaint process

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

Wysocki, Kepner and Glasser classified the behavior of the complainers into five types: 
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The Meek Customer: These customers generally will not complain.

The Aggressive Customer: This customer readily complains seriously and at length. These customers need to be handled carefully.

The High-Roller Customer: This type of customer expects the absolute best and is willing to pay for it.

The Rip-Off Customer: The goal is not to get the complaint settled satisfactorily but rather to win by getting something the customer is not entitled to receive.

The Chronic Complainer Customer: This customer is never satisfied.







	



Student Statement:

By submitting this assignment, I confirm that this is my own work.



	Student Signature
	Anthonia Moses
	Date
	15/09/2021




For Tutor / Assessor Use Only
	Total Marks
	

	Marks Obtained
	

	Percentage / Grade
	













image1.png
ﬁ
o R




