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TOPIC:
SCOPE
TECHNIQUES IN HANDLING COMPLAINTS
-

It’s human nature that people will complain. It’s HOW you handle the complaint that’s important

1.
2.
3.
4.

LISTENING
SYMPHATIZING
PARAPHRASING
SUMMARIZING

LISTENING
- Show interest and listen carefully to the complaint
- Call the customer by name
- Treat the customer with respect
- Keep calm and cool

SYMPHATIZING
- Show sympathy, imagine how YOU would feel in the customer’s position

PARAPHRASING
- Repeat the exact nature of the complaint to the customer so there are no misunderstandings.
- HOW TO USE PARAPHRASE??

SUMMARIZING
- Summarizing and rephrasing complaints during conflict mediation not only allows the speaker to know that
you’ve heard and understood what he had to say, but it also gives the other employee the opportunity to
hear the concerns from a new source (you) and with new ears.
- HOW TO USE SUMMARIZING TECHNIQUES

-

Therefore, through LISTENING, SYMPATHIZING, PARAPHRASING & SUMMARIZING are important
skills/techniques in handling complaints.

HANDLING COMPLAINTS:
WHAT NOT TO DO?
1.
2.
3.
4.
5.
6.
7.
8.

Do not be defensive
Do not give NO as a flat answer
Do not assign blame to another person or another department – “the customer wants a solution”
Do not GIVE COMMANDS, Don’t order the customer about
Do not MAKE PROMISES that are unrealistic or not achievable
Do not leave the problem unsolved
Do not lose your sense of humour
Do not offer compensation, unless you are authorised to do so

HOW TO HANDLE VERY ANGRY CUSTOMER:
1.
2.
3.
4.
5.

Let the customer talk
Interrupt gently
Take note! Write down all the points
Read back your notes to the customer, to show you care
If customer keeps arguing, keep repeating that you only want to help them

BE POSITIVE, BE INFORMED &COMMUNICATE CLEARLY

ACTIVITY
Instructions: Create your own scenario by using those techniques in handling complaints. Do it in LONG BOND
PAPER.
Ex. You are working in hotel/restaurant and while at work you received a complaint from the customer. What
did you do? What kind of complaint that you have received? How do you handle it?

