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                                                           Customer Service 
Know how to deal with Customer complaints.
NAME: 

DATE:

WORKPLACE:

1. How to handle dissatisfied customers

Which of the following are ways to handle dissatisfied customers? Highlight Yes or No.

a) Argue with the customer to protect the company’s image                      Yes/No

b) Dispute their claim to see if they persist                                                  Yes/No 

c) Probe with questions to determine why they are upset                           Yes/No 

d) Acknowledge the complaint                                                                     Yes/No 

e) Apologise if required                                                                                Yes/No 

f) Confirm and clarify next steps to be taken                                               Yes/No 

g) Quickly sum up the situation and act on your assumptions                      Yes/No

h) Consider yourself released from any further obligations to the customer. Yes/No  
i) Remedy the situation, especially if it’s your (or the company’s) fault         Yes/No 

j) Let the customer vent their negative feelings without interruption             Yes/No 

k) Try to have the solution proposed by the customer, so they own it           Yes/No
2. Writing a procedure
Write a short list of priorities to consider when dealing with an agitated customer, based on what you have learned so far use the PowerPoint for help.
_________________________________________________________________________________________________________________________________________________________________________________________________________ ______________________________________________________________________________________________________________________________________

_________________________________________________________________________________________________________________________________________________________________________________________________________ ______________________________________________________________________________________________________________________________________

3. Tell me about a time when you or someone you know have made a customer complaint. And whether or not you were happy with the response given. 
_________________________________________________________________________________________________________________________________________________________________________________________________________ ______________________________________________________________________________________________________________________________________

_________________________________________________________________________________________________________________________________________________________________________________________________________ ______________________________________________________________________________________________________________________________________
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Costumer: Excuse me, the room is too cold. Could you lower the air conditioner please?


Waiter: Of course, sorry for the inconvinience.





Highlight KEY phrases!





COMPLAINTS





Costumer:Sorry, this is not what I ordered. I ordered the chicken and this is beef.


Waiter: I’m terribly sorry, I’ll get your order right away.








Costumer:Pardon me, this drink is not cold. Could I have some ice?


Waiter: No problem, just a moment please.
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