Rani Doyle		BSBCMM301 Process customer complaints
Skills and Knowledge Activity
1. Liaising with the relevant personnel in your organisation, analyse the nature of customer complaints over the last three months and identify any trends in relation to products and services.

Over the past three months we have noticed a significant trend of complaints about customer service. They mostly involve other personnel not returning back their calls. 


2. How would you ensure your communication with customers when making complaints is consistently effective?

When a customer is making a complaint, I would ensure that my communication is effective by using an appropriate tone of voice. I would speak clearly and try and remain as confident as possible. I would ensure that all information I am giving the customer is clear and correct and they understand what I am telling them. To ensure the customer that their complaint matters, I would give them my full attention by maintaining eye contact and listening thoroughly to their problem. 

3. What legislation must you consider when dealing with complaints from people with diverse abilities and those from culturally diverse backgrounds?

The Australian Human Rights Commission, the Disability Discrimination Act 19992 and the Racial Discrimination Act 1974 should be considered where applicable when dealing with complaints from people with diverse abilities and those from culturally diverse backgrounds.


4. When taking a complaint from a customer an employee unintentionally offends him by displaying a poor attitude. He makes a complaint to you and demands that something must be done. What solution would you offer?

I would offer a face to face apology from the employee who offended the customer. 















5. After looking into the history of complaints about the same employee, you find that this is not the first time he/she has been rude to customers. You decide that he/she needs to make a written apology to the customer. Write the letter that should be sent.

February 24th, 2017

Mr William Brown 
78 George St. 
Brisbane, QLD 4000

Dear Mr Brown, 

My name is Ben smith and I am writing to you from the Red company. I would like to sincerely apologise to you for my rude and inappropriate behaviour whilst serving you on Wednesday the 22nd of February. 

I realise my attempt to show off in front of my colleagues may have humiliated you and I would just like you to know that that was not at all my intention. I can assure you that I do understand the company’s policies and standards in the customer service role and I understand that I have portrayed a poor image of the company.

My actions were not intentional however they were definitely unacceptable. As a result the company is sending me on a course to help rectify my dealings in customer service. 

I would like to thank you for advising my employer of this issue. This will enable myself to better my customer service skills. 

I can ensure you that behaviour like this will not occur again. 

Thank you and Kind Regards, 
Ben Smith.

6. A customer approaches you and makes an accusation that another employee has sexually harassed them in some way. What procedures are in place within your organisation to deal with this type of complaint? Have you sufficient authority to deal with the complaint? If not, to whom should you refer the matter?

In this situation I do not have the authority in my position at Securcom to deal with this complaint therefor I would forward this complaint onto the general manager or the directors. If sexual harassment has occurred in the workplace, it is definitely a matter that needs to be dealt with by the police as laws have been broken and legal action is required.





7. What is your organisation’s procedure for processing complaints from start to finish? What is your role within the procedure?

At Securcom complaints are dealt with by the directors or the general manager. Complaints are generally sent via our email that is overseen by the directors and general manager. After someone has seen the complaint, referred it to any person/s that are included or have any knowledge of the incident, compiled as much information of what has happened and found an understanding of what has happened, the customer should be contacted where a formal apology on behalf of the company may be verbalised over the phone call and a meeting should be organised with the customer at an agreed location. The meeting will include a discussion of possible resolutions to the complaint for the customer. When a just resolution is agreed on and all parties are satisfied the complaint is then saved and recorded in the register of complaints.


































Major Activity	
1. This is a role playing activity. A customer has come into your organisation to complain about a faulty product he bought that is still under warranty. He initially wanted a replacement. He first approached an employee who told him that it would not be replaced because it was used and was quite rude to him whilst dealing with him. The customer has now approached you to complain about both the faulty product and the rude employee. He now wants a refund and not a replacement. He is rather angry but not aggressive, and reasonable.
In pairs, act out the scenario taking into consideration:
· Effective communication techniques
· Documenting the complaint
· Organisational procedures and legislative requirements
· Offering and negotiating a resolution
· Any subsequent investigations
· Informing the customer of the outcome of the investigation.
Write up all necessary reports that are a result of the complaint process, according to your organisational policy, and attach to your workbook.

Complaint Form:
Date: 	27th February 2017
Time: 	3:05pm
Complaint’s Name:   James Black 
Address:  22 Nest Road, Eagles Rock QLD 4567
Phone:	 0433 555 666	
Email: J.Black@hotmail.com 

Customer complaint: Mr Black purchased an alarm clock from the company on the 12th of February 2016 which has a warranty of 3 years. Mr Black came into the store on February 2017 requesting for a replacement. Mr Black spoke to Thomas White who is an employee of the company. Mr White advised Mr Black that the alarm clock could not be replaced as it was considered a used product. Mr Black then explained further that there was a warranty still in place. Mr Black then approached the manager Rani Doyle. 
Response by Thomas White (employee): Mr White believes he was not rude when speaking to Mr Black. Mr White said that he could not replace the product as it was used. Mr White did not understand the warranty processes. Then Mr Black demanded his money back and wanted to see the manager. 

Response by Ms Doyle (manager): In speaking to Mr Black he was very angry and frustrated with the rudeness and attitude of Mr White, all he wanted was a replacement now he is demanding his money back. I was able to calm Mr Black by ensuring the company will try its best to resolve this issue. I agreed the product is under warranty and explained to Mr Black that the company is happy to replace the product, however Mr Black was not impressed with the company’s attitude and still wanted a refund. I explained to Mr Black that the company is very sorry that he feels that Mr White was rude to him. In following the company’s policies and procedures I informed Mr Black that the company does not give refunds for our products we can only replace the product. I explained to Mr Black that we value him as a customer and I would have to speak to the director of the company as a refund does not follow the company’s policies and procedures. I them proceeded to speak to the director of the company In relation to this matter.
Negotiation / Resolution: In following the company’s policies and procedures in relation to no refund policy on products and complying with the Australian consumer Law requirements and referring to the director’s response to the complaint, a quick resolution was reached with Mr Black. I offered a solution to Mr Black that the company will replace the product and a way of compensating any inconvenience and misunderstandings, the company will offer Mr Black a gift voucher for the amount of $20, as the company values Mr Black as a customer. Mr White verbally apologised to Mr Black for his attitude and not understanding the policies and procedures of the company in relation to the warranty. Mr Black accepted this resolution. 
Further Investigations: In relation to the customer service Mr White (employee) displayed to Mr Black was not acceptable. Mr White did not listen to the complaint, he did not understand is there is a warranty in the product and the product failed, then the product will be replaced under the warranty. If Mr White did not understand the policies and procedures then Mr White should have asked and referred this matter to a supervisor. Mr White showed a poor attitude towards the company. The company does not like to lose customers and definitely do not want bad word of mouth. It was recommended Mr White apologises to Mr Black verbally. 

Attachments: copy of letter the company sent to Mr Black (customer) in relation to outcome of complaint. 

28th February 2017
Mr James Black 
22 Nest Road 
Eagles Rock  	QLD   4567

Dear Mr Black, 

I refer to your complaint on the 27th of February 2017 in relation to the faulty alarm clock that is under warranty and the poor customer service you received. 

I am writing to that you for accepting the exchange of the alarm clock and the gift voucher for $20 to be used in the store.

I would also like to thank you for bringing the poor customer service issue to the attention of the company. The company values customer feedback as your satisfaction and happiness is our priority. 

The company has ensured all staff will attend a customer service training course to improve on the quality of customer service we provide our customers. 

I look forward to seeing you in store.

Please feel free to contact me if you have any further queries 

Yours sincerely


Rani Doyle 
Manager 
Ph: 3662 1777


2. Identify a complaint that requires referral to other personnel or an external body. Complete all necessary documentation and reports, as per the policies and procedures of your organisation, and identify the relevant body or personnel to whom it must be referred. Who in your organisation would follow up the referral?
I would refer the complaint that requires referral to external personnel to the general managers or the directors as I do not have the authority to pass on complaints to external personnel. From there whoever is dealing with the complaint will fill out the required documentations.

Identify a common complaint within your organisation that is usually straightforward to resolve via a simple policy. 
When clients call Securcom and request to speak with a certain person, that person may not be in the office at that point of time. This may make the client aggravated, especially if the client may have called previously. This is a common complaint that is issued to Securcom. We would usually offer a formal apology on behalf of the company.   

One particular customer is not satisfied with the standard solution. Offer an alternative option.
An alternative option to resolve this issue and upon advice from the director if the organisation I would offer a discount on the required service as a gesture of goodwill from the organisation.
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The customer is still not satisfied and threatens to spread bad publicity about your organisation. How would you deal with the problem?

With the customer not being completely satisfied with the previous solutions and threatening the organisation with bad publicity, I analysed the situation and gathered all information and documentation including reports and previous solutions and referred this matter to the director of the organisation. This matter may well be a ‘non-negotiable matter’ that is beyond the organisation’s or my control. 
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