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Candidate Details
[bookmark: _Toc416436005]Assessment – BSBCMM301: Process customer complaints
Please complete the following activities and hand in to your trainer for marking. This forms part of your assessment for BSBCMM301: Process customer complaints.
Name: 		Dwi Nugraha 
Address:	40-52 Unit 58 Primary School Court
Email:		dnugr0@eq.edu.au
Employer:	_____________________________________________________________
Declaration
I declare that no part of this assessment has been copied from another person’s work with the exception of where I have listed or referenced documents or work and that no part of this assessment has been written for me by another person.
Signed:		____________________________________________________________
Date:		____________________________________________________________
If activities have been completed as part of a small group or in pairs, details of the learners involved should be provided below:
This activity workbook has been completed by the following persons and we acknowledge that it was a fair team effort where everyone contributed equally to the work completed. We declare that no part of this assessment has been copied from another person’s work with the exception of where we have listed or referenced documents or work and that no part of this assessment has been written for us by another person.
Learner 1:	____________________________________________________________
Signed:		____________________________________________________________
Learner 2:	____________________________________________________________
Signed:		____________________________________________________________
Learner 3:	____________________________________________________________
Signed:		____________________________________________________________


[bookmark: _Toc416436006]Competency Record to be completed by Assessor
Learner Name:		Dwi Nugraha
Date of Assessment:	22 March 2019
The learner has been assessed as competent in the elements and performance criteria and the evidence has been presented as:
	
	Assessor Initials

	Authentic
	NG

	Valid
	NG

	Reliable
	NG

	Current
	NG

	Sufficient
	NG



Learner is deemed: 		COMPETENT		NOT YET COMPETENT (Please circle)

If not yet competent, date for re-assessment:		____________________________________

Comments from Trainer / Assessor:  Good work Dwi
__________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
[bookmark: _GoBack]Assessor Signature:		Nicole M Grigg
Observation/Demonstration

Throughout this unit, you will be expected to show your competency of the elements through observations or demonstrations. Your instructor will have a list of demonstrations you must complete or tasks to be observed. The observations and demonstrations will be completed as well as the activities found in this workbook. An explanation of demonstrations and observations:
Demonstration is off-the-job
A demonstration will require:
Performing a skill or task that is asked of you
Undertaking a simulation exercise
Observation is on-the-job
The observation will usually require:
Performing a work based skill or task 
Interaction with colleagues and/or customers
Your instructor will inform you of which one of the above they would like you to do. The demonstration/observation will cover one of the unit’s elements.
The observation/demonstration will take place either in the workplace or the training environment, depending on the task to be undertaken and whether it is an observation or demonstration. Your instructor will ensure you are provided with the correct equipment and/or materials to complete the task. They will also inform you of how long you have to complete the task.
You should be able to demonstrate you can:
1. Respond to complaints
2. Refer complaints
3. Exercise judgement to resolve customer service issues
You will also need to show:
Reading skills
Writing skills
Oral communication skills
Navigation of the world of work
Interaction with others
Getting the work done.
[bookmark: _Toc416436007]Activities
[bookmark: _Toc406674412][bookmark: _Toc416436008]Activity 1A
	Estimated Time
	30 Minutes

	Objective
	To provide you with an opportunity to process customer complaints using effective communication according to organisational procedures established under organisational policies, legislation or codes of practice.

	Activity
	What might customers complain about in your organisation?

A customer complaint highlights a problem, whether that’s a problem with your product, employees or internal processes. 



What is your organisation’s policy for dealing with formal complaints? Attach a copy to your workbook if you are able.

Organisation policy for dealing with customer complaints; listen and understand, apologize, find a solution, follow up with the customer and exceed expectations.





In pairs, perform the following role play:

One person is playing the role of a waiter/waitress in a restaurant and the other is playing the role of a customer waiting for his/her meal.

It is a busy lunchtime service and customers are having to wait longer than usual for their meals. The customer ordered his meal 30 minutes ago and is still waiting. He/she stops the waiter/waitress as they are passing with dishes to serve to another customer and wants to complain about the long wait. The customer is calm but in a rush to get to an appointment. As a member of staff, use effective communication to handle the initial stage of the complaint. 

Reverse roles. The customer this time is quite angry and difficult.













[bookmark: _Toc406674413][bookmark: _Toc416436009]Activity 1B
	Estimated Time
	30 Minutes

	Objective
	To provide you with an opportunity to obtain, document and review reports relating to customer complaints.

	Activity
	When taking details of a customer complaint, what needs to be documented?

Acknowledgement of the complaint, inform the customer that you are taking action, record and categorize the customer complaint, resolve the complaint according to company policy and follow up with the customer to make sure they are satisfied. 
· Time and date 
· Complaint details such as names, contact details, address




Why is it important to document customer complaints?

· To acknowledge the complaints and categorising the complaint so it can be reviewed. 
· It is evidence of following the correct procedures




Why is it important to review customer complaints?

By hearing the problems and complaints directly from the customers, you can investigate and further improve to prevent further complaints in the future. Identify faults/good practice within complaints procedures.





How does your organisation document customer complaints?
Understanding the kind of documentation needed, submit the complaint to the proper department or individual deliver the complaint at the required place and time.
Types of documentation:
· Forms and written reports
· Audio or visual tapes 




[bookmark: _Toc406674414][bookmark: _Toc416436010]Activity 1C
	Estimated Time
	20 Minutes

	Objective
	To provide you with an opportunity to make decisions about customer complaints, taking into account applicable legislation, organisational policies and codes.

	Activity
	When making decisions about customer complaints, what do you need to consider?

· The nature of the complaint 
· The attitude and demeanour of the complaint 
· The ideal solution for the customer 
· Your organisation’s policies and procedures relating to handling complaints
· Any applicable legislation 




At what level are you able to make decisions about customer complaints within your role?

At a general level, and more difficult problems are usually dealt with by manager.




What policies are in place within your organisation to determine how decisions about customer complaints are made?

· Organisation policies and procedures relating to handling complaints 
· Acknowledge 
· Review 
· Investigate
· Respond
· Record 













[bookmark: _Toc406674415][bookmark: _Toc416436011]Activity 1D
	Estimated Time
	30 Minutes

	Objective
	To provide you with an opportunity to negotiate resolution of the complaint and obtain agreement where possible.

	Activity
	How should you prepare for a negotiation with a customer to resolve a complaint?

· Gather all available information about the complaint and become familiar with all aspects 
· Ensure all relevant parties are invited to the meeting in good time (including legal representatives if appropriate) 
· Have series of solutions to offer in line with organisational policies and have these policies in hand
· Ascertain, if possible, the desired resolution of the customer 
· Be prepared for resistance and/ or surprise demands from the customer
· Keep a record of your intended solution 

What steps would you go through in a negotiation to achieve a successful outcome?

· The meeting tales place in a location agreed to by both parties 
· Explain the events that have led to the complaint, the subsequent investigation and how the meeting came about
· Ask the customer if the situation remains the same or whether there have been any changes (this could alter the intended solution) 
· Present your first proposed solution to the customer (if they agree, all well and good)
· If required, present alternative solutions and discuss options
· If agreement is reached, clarify exactly what has been agreed and make sure that the customer understands
· Ensure all issues have been resolved
· Record the whole meeting and outcomes if possible, have the customer sign the agreement

Why is it important to document the outcome of the negotiation?


· An apology from an individual or organisation- public written or verbal
· Refund/replacement/ repair of product 
· Upgrade in service or product
· Release from contractual obligation
· Financial compensation
· Corporate hospitality 








[bookmark: _Toc406674416][bookmark: _Toc416436012]Activity 1E
	Estimated Time
	20 Minutes

	Objective
	To provide you with an opportunity to maintain a register of complaints/disputes.

	Activity
	What is good practice for maintaining a register of complaints/disputes?

· The register should be kept up to date
· All complaints should be recorded accurately 
· Complaints should be given a reference number and this should be communicated to the complainant 
· The register should be managed by a designated person who has the overview of all complaints 
· Records all outcomes of complaints on the register
· The register should be analysed periodically for trends in complaints in order for the organisation to identify areas which in need of improvement and to implement any subsequent measures through which improvements are made
· Information should be easily accessible should any internal or external bodies require it for formal proceedings.



Who is responsible for maintaining the register of complaints in your organisation and what form does it take?

Business service manager and it will take the form of an electronic document.


























[bookmark: _Toc406674417][bookmark: _Toc416436013][bookmark: _Toc406674418][bookmark: _Toc416436014]Activity 1F
	Estimated Time
	30 Minutes

	Objective
	To provide you with an opportunity to inform customer of the outcome of the investigation.

	Activity
	How should a customer be informed of the outcome of an investigation into a complaint?

Written communication as a record, and make sure that the response addresses all issues raised. 
· Inform the customer as soon as practicable whilst ensuring you have all the information required 
· Inform the customer in writing, even if you already spoken to them over the phone. Written communications serves as a tangible record and is something that cannot be disputed 
· The letter must be personalised and not a standard format to make the customer feel valued
· The response must address all issue caused by the complaint
· Detail should be given as to what has been done, or will be done, as a result of the complaint and how these measures have remedied or will remedy the problems 
· If appropriate, explain why he issues occurred in the first place
· Explain the process that led to the outcome which may have involved negotiations with the customer and also explain the process the customer should follow if they are not satisfied with the outcome
· Thank the customer for raising the complaint and for their cooperation in the matter. 



What process is in place in your organisation if a customer is not satisfied with the outcome of their complaint?

If they are not satisfied with our decision or actions, we will record this, and provide you with information on how to escalate your complaint to the regional office. 

















Activity 2A
	Estimated Time
	20 Minutes

	Objective
	To provide you with an opportunity to identify complaints that require referral to other personnel or external bodies and to make referrals to appropriate personnel for follow‑up in accordance with individual level of responsibility.

	Activity
	What sort of complaints would require referral to external personnel?

These complaints tend to be of a serious nature and where legal advice or legal action maybe required 








Identify external bodies to which complaints can be referred.

External bodies:
· Ombudsman 
· Independent commission against corruption (CAC)
· Police 
Relevant superiors in the organisational hierarchy 








What types of complaints would your organisation refer to the police? Who is responsible for doing so?

Complaints of a criminal nature should be reported to the police.

Your organisation will have its own policy detailing the appointed persons in the hierarchy who make these referrals and the way in which they do so. 

The principle will most likely will be the one to report the disturbance.










[bookmark: _Toc406674419][bookmark: _Toc416436015]Activity 2B
	Estimated Time
	10 Minutes

	Objective
	To provide you with an opportunity to forward all documents and investigation reports and to follow‑up appropriate personnel to gain prompt decisions.

	Activity
	What sort of documents may be included in the investigation report of a complaint that needs to be referred to an external body?

· Initial customer complaint 
· Records of all discussions during the investigations including on the telephone 
· Records of formal interviews- audio/ transcript 
· Witness statements 
· CCTV footage 
· Decisions made and reasons for them 
· Correspondence sent during the investigation (including emails) 
· Copies of policies and procedures related to the complaint 
· Copies of all original documents.







Describe how you would follow up and gain prompt decisions for the customer.

Organising for the appropriate personnel to make follow up calls or communication with the investigation officer ensures you are informed of the progress. 


















[bookmark: _Toc406674420][bookmark: _Toc416436016]Activity 3A
	Estimated Time
	20 Minutes

	Objective
	To provide you with an opportunity to identify implications of issues for customer and organisation.

	Activity
	What is a “just” resolution?

“Just” resolution is a fair outcome that reflects the needs of the customer. It is appropriate to the extent of the failure in service and is delivered by genuine and caring employees. This sort of resolution is the exact opposite to all of the points of poor services. 





State as many elements of poor customer service as you can.

· No acknowledging the complaint
· Not listening thoroughly to the customer
· Not understanding the reasons for the complaint 
· Poor attitude from the employees handling the complaint 
· Lack of communication throughout the complaints process 
· The process and resolution taking longer than the customer expects
· Discrimination
· Not considering the needs/feelings of the customer or the extent of the damage caused by the issue, and the resolution not reflecting this 
· No apology 
· No gratitude for bringing the issue to the attention of the organisation 
· Not making any improvements or adjustments to the issue raised by the complaint.



What are the implications of poor customer service on the customer and the organisation?

· Poor customer service would most likely leads to lack of trust, loyalty and the satisfaction of the customer.
· This may also cause bad reputation towards the organisation and lose customers












[bookmark: _Toc406674421][bookmark: _Toc416436017]Activity 3B
	Estimated Time
	30 Minutes

	Objective
	To provide you with an opportunity to analyse, explain and negotiate appropriate options for resolution with customer.

	Activity
	What do you need to consider when analysing options for a resolution?

The options available for a resolution may vary according to the nature and severity of the complaint. They may also vary according to the level of authority you hold within the organisation.
Each complaint needs to be analysed according to its individual attributes and expectations of the customer whilst following organisational policy and other legislative requirements. If you do not feel you are in a position to make a decision on a resolution, ask for advice or refer to the relevant colleague.

What do you need to explain when making resolution proposals to a customer?

Process undertaken to reach the decision
· Any relevant policies or legislation involved in the decision
· Actions that have been taken, or will be taken, as a result of the complaint
· Providing options to the customer on any subsequent effects. 
What resolution options may be available?
· Apology (verbal, written or public)
· Refund, replacement or repair
· Upgrade
· Waiver
· Compensation
· Release from contractual obligation
· Escalation to a higher authority
· External referral
· Legal action
· Disciplinary action within the organisation.







[bookmark: _Toc406674422][bookmark: _Toc416436018]Activity 3C
	Estimated Time
	40 Minutes

	Objective
	To provide you with an opportunity to propose viable options in accordance with appropriate legislative requirements and enterprise policies and to ensure matters for which a solution cannot be negotiated are referred to appropriate personnel.

	Activity
	What legislation and enterprise policies do you need to consider when making resolution proposals?
· [bookmark: _Toc408301106][bookmark: _Toc444693459]The Competition and Consumer Act 2010 (CCA)
· [bookmark: _Toc408301107][bookmark: _Toc444693460]Australian Consumer Law (ACL)
· [bookmark: _Toc408301108][bookmark: _Toc444693461]Fair Trading Acts
· [bookmark: _Toc408301109][bookmark: _Toc444693462]Codes of Practice
· [bookmark: _Toc408301110][bookmark: _Toc444693463]Australian Standards
· [bookmark: _Toc408301111][bookmark: _Toc444693464]Ombudsman
· [bookmark: _Toc408301112][bookmark: _Toc444693465]Independent Commission Against Corruption (ICAC)
· [bookmark: _Toc408301113][bookmark: _Toc444693466]Australian Human Rights Commission
· [bookmark: _Toc408301114][bookmark: _Toc444693467]Police
· Disability Discrimination Act 1992
· Age Discrimination Act 2004
· Sex Discrimination Act 1984
· Racial Discrimination Act 1975
· Privacy Act 1988
· WHS policies, procedures and programs.

Why might the resolution of a complaint become non-negotiable?
You may find that sometime you just cannot find a solution to a complaint with which the customer is satisfied. But you should identify the complaint and if the matter is beyond your authority it needs to be referred to the manager or relevant person within the organisation 

To whom in your organisation would you refer a matter that has become, or started as, a non-negotiable matter?

Judge when the matter becomes non-negotiable and refer it to the relevant authority immediately. If unsure of to whom it should be referred to, ask the supervisor/ manager







	
	


[bookmark: _Toc416436019]Skills and Knowledge Activity
	Estimated Time
	45 Minutes

	Objective
	To provide you with an opportunity to demonstrate your knowledge of the foundation skills, knowledge evidence and performance evidence.

	Activity
	Complete the following individually and attach your completed work to your workbook.

The answers to the following questions will enable you to demonstrate your knowledge of:
· Process and document customer complaints according to organisational and legislative requirements
· Use effective communication techniques to discuss options and resolve complaints
· Follow correct procedures when referring and following up complaints
· Reading skills
· Writing skills
· Oral communication skills
· Navigate the world of work
· Interact with others
· Get the work done
· Identify the key provisions of relevant legislation from all forms of government that may affect aspects of business operations
· Explain the communication skills required when handling customer complaints
· Outline organisational procedures and standards for processing complaints
· List external bodies to which complaints could be referred.

Answer each question in as much detail as possible, considering your organisational requirements for each one.

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.

2. How would you ensure your communication with customers when making complaints is consistently effective?  
When processing a complaint, you need to give the customer a positive experience. Such as providing acknowledgement of the complaint, apologise for inconveniencies, remain positive and polite, listen to the complaint, offer solutions and options, and record or document details of the complaint.                                                               

3. What legislation must you consider when dealing with complaints from people with diverse abilities and those from culturally diverse backgrounds?   
Disability discrimination Act 1992, Age Discrimination act 2004, Sex Discrimination Act 1984, and Racial Discrimination Act 1975. 
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?
Offer the customer with either verbal or written apology from the employee and the organisation. Also, a voucher within store would be given to the customer. 
 
5. After looking into to 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.
Dear (Customer’s Name)

I sincerely apologise on behalf of my attitude at the (store name) on (day of the event). I realised that my attitude towards you was inappropriate. I deeply regret towards my attitude. For future customer benefits, I will be taking extra lessons in customer service and resolve any further matters with a positive approach. On behalf of the company I would like to offer a gift voucher within the store. I value your feedback and hope to see you in store. 

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?
Record the complaints of the customer and check whether this matter is within or beyond your authority to deal with. If this was to occur, I would contact the manager and make sure that the customer’s problem is taken care quickly. 
7. What is your organisation’s procedure for processing complaints from start to finish? What is your role within the procedure?

· Organisation policies and procedures relating to handling complaints 
· Acknowledge 
· Review 
· Investigate
· Respond
· Record 
My role is to help along with handling the complaints. 











[bookmark: _Toc360142408][bookmark: _Toc416436020]Major Activity								
	Estimated Time
	1 Hour

	Objective
	To provide you with an opportunity to demonstrate your knowledge of the entire unit.

	Activity
	This is a major activity – your instructor will let you know whether you will complete it during class or in your own time.
Attach your completed answers to the workbook.
You must individually, answer the following questions in full to show your competency of each element:
1. Respond to complaints
2. Refer complaints
3. Exercise judgement to resolve customer service issues

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.

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?
A complaint that requires referral is completed electronically and the person it is being referred to is notified by a computer-generated email. The complaint stays open until the matter is resolved.

Attach all documents to your workbook.

3. Identify a common complaint within your organisation that is usually straightforward to resolve via a simple policy. 
Communication via newsletter, terms and condition. 
One particular customer is not satisfied with the standard solution. Offer an alternative option.
An alternative option would be to sending email or letter to the customer. 

The customer is still not satisfied and threatens to spread bad publicity about your organisation. How would you deal with the problem?
You would kindly ask the customer what it is he/she is looking to get out of the complaint and if anything, you can offer something suitable for him/her.
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