Unit 6: Customer Complaints Handling

Lead-in


Answer the questions briefly. 

1. Is customer complaint a good or bad thing?

2. What will be the result if we can’t handle the customer complaints properly?

3. Please list several skills of how to deal with customer complaints online.

4. Please tell a good case of customer complaints handling you have ever experienced.

5. Please tell a bad case of customer complaints handling you have ever experienced.
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Situational Dialogues

Model Dialogue 1

Situation 1  (S: Airline representative , T: Passenger)

  S: 
Good morning .How can I help you?

  T: 
I’m sorry to say that I’m very unhappy about your service. I flew from Urumqi to Hohhut and it was the worst flight of my life.

  S: 
I’m sorry to hear that. Please tell me what happened and I’ll see what I can do about it.

  T: 
Well, first of all, your airline lost one of my bags. When I arrived, the bag was gone. I asked for help, but the people at the airport were rude .I hate to have to say this, but I think they are unfriendly and impolite. They just said that they couldn’t do anything about it and that it was my responsibility to look for the bag .

S: 
Hmm, I agree that they didn’t do their job. I will look into it immediately and report it to my boss. Do you have anything else?

  T: 
Yes, my plane was two hours late, two hours!

  S: 
Well, sometimes flights are changed. It can be because of the bad weather .We can’t always be sure that the plane will take off on time. 

T: 
Why didn’t you tell me the truth? When I booked the ticket, I explained that I had to get there on time and you said it was no problem.

  S: 
I’m sorry, we can’t control things like the weather.

  T: 
And the food on the plane was terrible. The ticket was expensive and the travel agent told me that I would get a good meal on the plane. Good meal! Hah! We got a dry piece of bread , some peanuts and an apple. Is that what you call a good meal?

  S: 
I’m sorry to hear that, but ……
  T:
I hate to have to say this, but I will never fly with this airline again. The service is terrible and I’m very disappointed. If you want to keep your customers, why don’t you do something about it?

  S: 
Well, please listen to me. I understand that you’re upset and I would like to make you 

feel better. I ensure that we can offer a comfortable flight to you and the others in the 
future…
Model Dialogue 2 

	
	A: Miss, who's in charge of customer complaints?

B: What's the problem, sir?

A: I bought this coffee pot here yesterday and it's defective.

B: Do you have your sales receipt?

A: Yes, right here.

B: Take the coffee pot and your receipt to the Customer Service Desk on the second floor and they'll give you a refund.

Substitutions

A: Who's in charge of this store?

B: Not me. I just work here.

A: Who's in charge here?

B: Mr. Johnson. He's the manager.

A: Who's responsible for this department?

B: Mr. Thompson. He's in charge.

A: Who controls the money in your family?

B: My husband. He's in charge of that.

A: Who's in charge of the ship?

B: The captain. He's in command.

	
	


Useful Words and Expressions 

Translate the phrases and sentences into English.

1.  file (lodge) a claim with (against) sb. 

2.  We need a few facts about the claim you recently filed with us. 

3.  This fault of yours caused our clients to file complaints against us. 

4.  Please acknowledge receipt of this letter and settle the claim as soon as possible. 

5. Please acknowledge this cheque as soon as you receive it. 

6. We send you by separate mail a copy of Certificate of Quality No. 123, please acknowledge

 receipt. 

Typical Sentence Patterns
Translate the sentence patterns into Chinese. 

1.  I’m sorry to say.
2.  I hate to have to say this, but ……

3.  Could you do something about ……?
4.  You really have to do something about ……

5.  I will look into it immediately.
6.  Why didn’t you tell me the truth?
7.  Why don’t you do something about it?
8.  What seems to be the problem?
9.  I will do everything I can to help you.
10. We’ll try our best to help you.

Practical Skills 

1. Read the following and learn ten tips for dealing with customer complaints online. 

Ten Tips For Dealing With Customer Complaints Online

As the power and popularity of the Internet has grown, business transactions traditionally conducted off-line—such as purchasing, payment, and product—are increasingly being carried out on-line. Given the billions of daily interactions that take place both by mouse and mortar, it is to be expected that a certain amount of misunderstandings and errors will occur. The following tips will help you craft an approach to dealing with complaints that encourages your customers to communicate with you and assures them that quick and reasonable actions will be taken: 

1. Make it easy for customers to complain. 
Your customer complaint policy should spell out in detail: 

How customers can contact the company when they have a complaint or problem. 

Where in the organization to make complaints relating to specific areas. 

Who is responsible for dealing with complaints from different areas. 

2. View complaints as gifts. 
Complaints can be a great source of information, innovation and inspiration. They can help you gain valuable ideas for new products/services, recover a customer who might have otherwise decided to go elsewhere, fix problems that could be the cause of other customers leaving, or gain a customer for life by resolving the complaint quickly and efficiently.

3. Thank the customer.
A simple ‘thank you’ is one way to let the customer know that you appreciate the time and effort that they have taken to inform you about a problem with your company’s service or product that you need to know about. Let the customer know why or in what way the complaint has contributed to you or your business. 

4. Let the customer vent. 
Trying to resolve the situation without first listening to the customer’s feelings almost never works. Only after your customers have vented can they start to hear what you have to say and begin the process of problem solving. Remember, if you try to stop a customer from expressing their feelings, you will push them from annoyed to irate in a matter of moments. 

5. Sincerely apologize. 
Here are some guidelines:

Apologize even if you are not the person who made the mistake. Remember, your customer relates to you as the representative of the company and takes your apology as a corporate mea culpa if not a personal one. 

Apologize even if the customer is in the wrong by saying something like “I’m sorry you are having a problem.” What difference does it make if the customer is right or wrong? Ultimately the solution comes down to fixing the problem, not assigning blame. 

Don’t use your apology as a preemptive strike by making it the first thing you say to an upset customer. Give them time to provide the necessary details so you can make the apology more person and specific to their circumstances. 

6. Identify the elements of the complaint. 
It’s easy to assume you know what the customer’s problem is within their first few sentences, because you’ve probably heard it all a hundred times before. Often, however, how a problem appears at first glance changes upon closer examination. In order to resolve a customer’s complaint, you need to understand exactly what elements are contributing to their dissatisfaction. 

7. Fix the problem. 
Often you can easily remedy the situation by changing an invoice, redoing an order, waiving or refunding charges, or replacing a defective product. At other times, however, fixing the problem is more complex because the damage or mistake cannot simply be redone. In these instances, mutually acceptable compromises need to be reached.

There will be times when, after gathering the facts of a situation, you will be unable to resolve an issue immediately. In this case it is important to let your customer know an estimation of how long it will take to take action on the complaint and what you will be doing to resolve the issue in the meantime.

8. Give a care token.
A care token is a specific action that you take as a way of letting customers know that you are sorry for the mistake that was made, regret any stress or inconvenience they were caused and that you care about keeping their business. A few examples: 

An airline gives you a coupon for a free drink and movie on your next flight because by the time they got to your row, they ran out of that spicy tomato drink you like. 

A restaurant buys you a glass of wine on the house because you were not seated for your 7:30 p.m. reservation until 8:00 p.m. 

The one-hour photo shop gives you a free roll of film when they take longer than an hour to process your holiday snaps. 

9. Follow Up. 
Calling or emailing your customers after you have taken steps to solve their problem is an important part of bringing closure to a customer’s complaint. Contacting a customer after a service breakdown has occurred helps ensure that the problem has been completely resolved to the customer’s satisfaction and that no other action is required. The personal touch also helps re-establish your company’s credibility while reinforcing your sincere concern that the problem has been resolved. 

10. Practice Prevention. 
The information you gather from customer complaints can be a valuable source of process improvement for your company. In order to capture this information and make sure you are using it to prevent future problems from occurring, create a formal procedure for recording all incoming customer complaints. 

Over time, complaint logs can be analyzed by management or an employee task team to determine patterns, trends and root causes that need to be addressed within your company. In addition, this type of log allows managers to spot check the system and follow up to make sure complaints are being handled quickly and fairly.

Role Play

Situation: A woman brought a jacket yesterday, but today she wants to return it. Because. There is something wrong with the clothes. 1) It has a tear in the lining 2) Some of the buttons are very loose. 3) There’s a stain on the collar. Having checked the clothes, the clerk felt deeply sorry, and asked back the receipt.

Key:    Model Dialogue.

    Clerk: 
Can I help you?

    Helen: 
Yes, I’d like to return this jacket. 

    Clerk: 
Is there something the matter with it?

    Helen: 
Yes. I didn’t notice when I bought it, but there are a few problems. First, it has a tear in the lining.

    Clerk: 
Hmm. Actually, it’s torn in several places 

    Helen: 
And some of the buttons are very loose. This one came off, in fact. And there’s a stain on the collar.

    Clerk: 
I’m really sorry about this. would you like to exchange it for another on?

    Helen: 
Well, to be honest, I don’t think this jacket is very well made. I’d rather get a refund.

    Clerk: 
I understand. Do you have the receipt?

 
Case Study 

Dealing with Customer Complaints

                                                 by Ron Kurtus (revised 6 June 2007)

When a customer contacts your company to complain about a product or service received, it can be a blessing in disguise. For every person who complains, there can be hundreds who do not bother to complain but who also spread negative comments about your company. In situations where customer complaints occur, the complaint must be dealt with immediately and the cause of the complaint rectified. Some companies are not concerned with quality and often ignore complaints or deal with them dishonestly. Seeking customer satisfaction benefits a company in the long run. 

Dealing with complaints

When the customer pays for a product or service, it is assumed that the product will work correctly or that the service received is as promised. Ideally, the customer will be satisfied, and there will be no complaints. 

If there is a problem and the customer complains about it, your company should quickly answer the complaint and solve the customer's problem. This is often done through your company's customer service activity. But also, you need to follow up and improve your business processes to rectify the problem.

Solve the problem

You need to immediately answer the complaint and solve the problem. It may be to give money back, exchange a product or do some repair.

Special bonus

To make sure the customer is completely satisfied, some companies will provide some special service or a reduced price on another product. This is done to assure the customer will come back for more business. Many retail stores have a generous return policy to satisfy dissatisfied customers.

Dishonest customers

Unfortunately, there are dishonest customers who will make false claims to get some bonus. Some people will use a product or piece of clothing and then return it, saying they weren't satisfied.

High-end women's clothing stores often will have expensive gowns returned after some important event. The clothes have obviously been worn, but the customer says she is not satisfied or has changed her mind. Usually, the store will refund the money.

Since it is often difficult to tell if the complaint is valid or not, the company will follow the adage, "The customer is always right." But since some dishonest people repeat their crimes, a better adage is, "The customer is always right... once."

Price in customer service

When a company sells a product or a provides a service, part of the pricing should include the cost of servicing a certain percentage of defective products or complaints.

Rectify problem

The second thing a company should do upon receiving a complaint is to seek to rectify the problem.

Although a company hopes not to get complaints, they often can be blessing in disguise. Sometimes problems can be caught and fixed before they cause serious negative feedback or even legal problems.

It is in the company's best interest to solve any problems and try to make sure that they don't happen again. It is foolish for a company not to use customer complaints to initiate a corrective action. 

Extended Exercise

Mini-quiz to check your understanding

1. If a business makes quality products, should it need to answer complaints?

A. Yes, because it is part of satisfying the customer

B. It shouldn't answer them, if they are invalid complaints

C. Only when it is covered in a warranty

2. What can happen if a company ignores complaints?

A. Dissatisfied customers will tell others of the poor service 

B. It saves money and time

C. The company can eliminate the customer service department 

3. How can complaints help a company?

A. They give people in the complaint department things to do

B. They can make the competition overconfident

C. The company can find out about unknown problems

If you got all three correct, you are on your way to becoming a Champion in Total Quality. If you had problems, you had better look over the material again.

Related Information 

Customer Complaints

A customer in CRM is the core of a business. The customer is of utmost importance for any business to flourish. A complaint can be defined as an unmet need of a person who pays for some service/good. When a need is not satisfied a complaint arises. 

Many of the dissatisfied customers do not complain. This never is a boon instead it results in a bane since CRM looses the major advantage of building relationship with the customer if:

· The complaints are not taken as a high priority 

· The complaints are not handled properly 

Always remember good complaint handling procedure puts customer at the center of your organization. Customers who complain have a particular mind set. They complain expecting some compensation to be given for the product or service failure at personal level. Socially they believe that every future customer will be benefited if the provider corrects the wrong; based on their complaints.

It should always be remembered that customers believe a good product, a good service and a fair treatment in their right. What do people expect from their comments? It is a simple expectation of being taken seriously.

Why people do not complain? 

· Majority think it is not worth the time and efforts. 

· Many think it will not change any thing and hence do not complain. 

· At times many do not know how to complain and hence many customers do not complain. 

· Some sincerely believe it was their fault that things went wrong and hence do not complain. 

· Many think there are numerous other vendors to collect a similar product/service. So why complain? 

CRM tries to look at the customer complaints closely and positively learn from it, to put this learning into the organization; offering and collecting the way the things have been going wrong.

Why do complaints matter? 

Complaints are a hurdle in the path of satisfaction of customers. Complaints are important due to the following factors:

· It improves customer retention and loyalty 

· Avoids unfavorable and negative publicity 

· Getting more customers through word of mouth and through satisfied clients 

· Saves time and efforts 

· Saves money for organization 

· It increases reputation of the organization 

Customer complaint is an important input to management for better understanding of customer needs. Consequently, this improves the customer satisfaction index. Customers while complaining can give future direction and valuable insights.

Always remember a well addressed complaint can not only develop a dialogue with the customer, but also build a long term relationship with him.










