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Dealing with Complaints

COMPLAINTS made by customers are a source of deep
concern to management and of irritation to workers.

It is human nature to take offence at a complaint
when it is known that everyone from the man or
woman at the counter up to the general manager of
the firm is striving mightily to see that no preventable
cause for grievance is given. But the clumsy handling
of one small customer complaint by some harassed or
frightened clerk may upset the earnest efforts of the
whole organization.

Complaints, which may be looked upon as the ex-
pression of dissatisfaction or a grievance or something
that disturbs a person, are to be taken seriously.
Do not let their apparent smallness, from your point
of view, cause you to deal with complaints in an off-
hand way. The grievance which may be almost invisible
to you looms large in the complainant’s eyes. Even if
an error can be corrected by nothing more than a little
clerical dexterity, do not make it appear petty. Do it
in the spirit of attentive service.

Nine times out often an injury is exaggerated. Often
it is imaginary. Sometimes it is fabricated. Nevertheless
it must be handled in the best way in the interest of
your firm.

Why worry, some may say, about the occasional
complaint when the great majority of customers says
nothing? But just as nine-tenths of an iceberg lies
under the surface of the sea, so this complaint may be
a signal that there is much trouble at hand, though
unseen.

Smallness of a customer’s business is not a good
reason for brushing off his complaint. Everyone who
does business with your company feels that his affairs
are important, and he is right. Careful handling of his
complaint will build loyal support for you, and that is
excellent business building.

Preventing complaints

Established customers are a firm’s best friends. The
most effective way to keep them is to give them no
cause for complaint, to establish your firm on that

foundation stone of respect and confidence which is
best described by the word "dependability".

The ideal way to handle complaints is to prevent
things from happening that give rise to grievances, to
be careful to give no grounds for a justifiable cause of
distress. By thinking of the interest of the customer --
a key principle in all business -- you are safeguarding
also your firm’s interests.

Even if you were perfect, you would still receive
complaints, but the nearer to perfection your work is
the fewer will be the criticisms, and the better qualified
you will be to deal with them.

Every worker should know the drill pertaining to
his own job, but he should know more than is abso-
lutely necessary to his daily work. By understanding
the policies of his company and the connection of his
department with others, he is able to relate things, to
get them into perspective, and this helps enormously
in handling problems.

He should also learn about customers’ wants and
expectations. Satisfied customers are the backbone of
business success, but how can we satisfy them unless
we know what they want?

It is true that people who have a high regard for your
firm are likely to be patient, but their long-suffering
is not the sort of thing on which to count for future
trade or word-of-mouth promotion of your company’s
goods or services.

Try to sense, before he reaches the point of making a
complaint, when a customer is dissatisfied. It is not
enough to assure yourself that you are pursuing a
course beneficial to your customer: you need to make it
evident to him. Every contact with the customer should
make it clear that he is the central figure.

Even in this age of thought manipulation there are
many old-fashioned people who believe that the best
way to keep old customers and win new customers is
to give value for money, intelligent service, and per-
sonal attention.

What a customer notices most is not your normal
efficiency, which he takes for granted, but the extra
touch which demonstrates your understanding of him,




