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Dealing with Dissatisfied Customers - Workbook

Objectives:
· To Gain Perspective
· To Learn Helpful Responses
· To Retain Customers 



It’s really a matter of perspective. How do you view dissatisfied customers?
· As an asset 
· As a liability
[bookmark: _GoBack]Customers who take the time to complain are actually communicating the desire to continue to buy. They can be company’s most important customers when treated right and acknowledged for the value they offer. Most customers don’t complain when things go wrong. The biggest problem is that even though they don’t complain they also don’t come back. 
Most likely, most of us have been the dissatisfied or irate customer at one time or another. One of the greatest challenges any business faces is finding customer service professionals with the ability to create a positive result from a negative service experience.  
Many businesses fail to identify problems as the potential for solutions and growing the customer relationship. Most customers just need to be heard and to receive an understanding response to their reason for being upset. 
Unfortunately many businesses allow excuses and shallow apologies in response to legitimate complaints. This careless approach can easily escalate the dissatisfied customer into an irate individual out for blood.
	Describe how you view dissatisfied or irate customers:


	

	

	

	

	
Describe a time when you were the upset customer. How was your situation handled?


	

	

	

	


Steer clear -  
1. Don’t get defensive – Taking a defensive position will make the customer feel like they are in a battle with you and the company.
2. Don’t challenge the customer - It’s not really that important who is right. Ask questions instead of defending your actions or the actions of the company.
3. Don’t argue – This will agitate the customer. Details will surface during your investigation and through asking questions.
4. Don’t blame others. Remember we all work for Kelly Paper. Blaming doesn’t really help.
5. Don’t interrupt – the customer needs to be heard and to vent. If you don’t let them this WILL prolong the process. 
	How can you keep from getting defensive?


	

	

	

	



What Kind of Complaint: 
First it is helpful to identify what type of complaint you are facing.
1. The Specific Complaint - The customer who has a specific complaint and has something legitimate to complain about. 
2. The Dissatisfied Customer – This complaint is based on the customer’s expectation of a product or service  
3. The Generally Irate Customer – This complaint is non-specific and relates more to the over all customer disposition. 
Good customer service means that we give our best to every customer. But it is helpful when problems arise, to quickly identify the category an upset customer falls into. Be objective and don’t take it personally. Remain emotionally neutral about these issues and it will enable you to be composed in your response. 
Here are some general guidelines:
1. [bookmark: OLE_LINK1]Be courteous and patient – Try to put yourself in the customer’s shoes. Find out the specifics to the issue.
· Give the customer a chance to calm down
· Apologize up front regardless of who is at fault
· An apology has a way of putting the customer at ease and assures them that you are there to assist them
2. Listen Actively – Don’t be distracted by other tasks.  
· Ask questions to determine the best way to solve the problem
· How? 
· What?
· Where? 
· When?  
· Let them get it all out – When the customer feels that they have fully explained the issue this will help them to listen to the options available. 


3. Ask First – After hearing what the customer has to say, ask how they think the situation can best be resolved. Many times people just want to be heard and to know that you care.
4. Empathize – Let the customer know that you understand how they must feel. Genuine concern puts the person before the problem.
5. Don't take it personally- You may not be able to handle every complaint to the customer’s expectation, but you can remain calm, professional and in control. If you are not able to satisfy your customer, connect them with a supervisor. Be sure to explain the issue thoroughly so the customer won’t have to.
6. Be positive about your solution – When you know your options and communicate them in a positive manner this will give the customer confidence in the resolution.  
Remember the Signature Recovery Action Steps:
· [image: an01137_]Acknowledge it – No Excuses
· Own it – Take Charge
· Apologize for it – Be Sincere
· Solve it – Make It Right
· Verify it – Follow Up
· Manage it – Make a Change 


Dealing with Dissatisfied Customers – Quiz
Based on the material chose the correct answer:
1. A dissatisfied customer can be valuable asset.
a. True
b. False
2. Getting defensive with a dissatisfied customer will…
a. make the customer feel like they are in a battle with you and the company
b. help explain why the mistake happened
c. help the customer calm down
3. When you “Listen Actively” you are…
a. showing discipline
b. letting the customer get it all out
c. pretending you are somewhere else
4. Which is not one on the Signature Recover steps?
a. Acknowledge it – No Excuses
b. Own it – Take Charge
c. Apologize for it – Be Sincere
d. Solve it – Make It Right
e. Fake it – Make the customer believe your are sincere
f. Manage it – Make a Change 
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