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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: 		__Gemma Martin   _____________________________________________
Address:	__28-30 Whitaker Rd, Cedar Grove                  ________________________
		_____________________________________________________________
Email:		___gem@rhmbi.com.au         _____________________________________
Employer:	_RHM Building Innovations       ____________________________________
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:		_______________________________________________________
Date of Assessment:	_______________________________________________________
The learner has been assessed as competent in the elements and performance criteria and the evidence has been presented as:
	
	Assessor Initials

	Authentic
	

	Valid
	

	Reliable
	

	Current
	

	Sufficient
	



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

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

Comments from Trainer / Assessor:
__________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
Assessor Signature:		________________________________________________________
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?

Complaints from customers in our organisation can come from customers who:

· Have waited too long for progress on their quote
· Felt they were misinformed.
· Are unhappy about the length of time between starting and finishing.
· Receive wrong or faulty products.
· Have not been followed up and feel a lack of communication.
· Do not like the end result.


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

As a small business with not much of a complaint record, RHM Building Innovations does not have an updated Complaints policy. 
We are taught to handle any complaints in a polite and timely manner, gathering as much information as possible on the complainer and the complaint before passing it on to the relevant parties. 

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. 

I’m sorry for the wait. If you’ll allow me a moment, I can go check on the progress of your order. 


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

I am very sorry for your wait in this busy time, please give me a moment to check on your order and see what we can do for you.


[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?

· The customers name
· Date
· Nature of complaint
· The complaint
· Who needs to address the situation

Why is it important to document customer complaints?

Keeping a record of the complaint and subsequent notes keeps the company up to date on the situation if the customer or legal parties were to make contact. It is also very beneficial to the company to have record of any complaints, for the purpose of improving. Whether it be an employee, customer service or the materials supplied. 

Why is it important to review customer complaints?

Reviewing customer complaints can allow the company to see any patterns in bad suppliers or any employee/business service that may need improved upon.

How does your organisation document customer complaints?

Complaints made are recorded and saved to the clients file and forwarded to the relevant parties, while also being entered into our Warranty and Complaints Spreadsheet. 



[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?

Need to consider the level of complaint, what it involves and the person that made the complaint; their attitude whilst making the complaint. 

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

In my current role, I can take a complaint and gather the details before referring it to the relevant parties. 

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

As a small business, most complaints are passed on to the directors to discuss.




[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?


Ready to keep a cool head and hold your ground. You should prepare a few possible solutions, allowing the customer to have a choice.



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


Discussing with the client the original issue and determining if there are any changes and what we have discovered while looking into the complaint. 
Bring forward a solution tailored to the customer, offer other prepared solutions if the first is not successful. If the customer agrees, go through what they are agreeing to so they completely understand. 



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


It’s important to document the outcome to have a reference to what was agreed upon in case of any changes or something is left out/forgotten. It is also important in the case that the issue needs to be taken further.












[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?


A spreadsheet would be an appropriate register for our smaller business.




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

The director, head of the small company would be the person maintaining the register of complaints, which would be a spreadsheet. 



[bookmark: _Toc406674417][bookmark: _Toc416436013]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?

Preferably the customer should be informed through face to face at a meeting place or discussed over the phone, followed up by an email with all the relevant information. 





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


Depending on the complaint, a discussion about the existing problem and our solutions could lead to another mutual solution or an outside party may need to be brought forward. 








[bookmark: _Toc406674418][bookmark: _Toc416436014]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?

Complaints about discrimination, assault in any form and unresolved complaints. 

Identify external bodies to which complaints can be referred.

Police
Fair Work Australia
QBCC 
Human Rights Commission 

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


Complaints about anything to do with assault or criminal activity. It would be the responsibility of the director of the company to take that step with the information provided.



[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?

Relevant information regarding the complaint maker and the original complaint, including signed and dated paper work and emails exchanged. 

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

After referring on to the relevant parties, nothing is stopping the original complaint taker from following up on the complaints process and helping it along. 




[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?


A resolution that is ‘just’ and appropriate to the complaint made, leaving the customer feeling more satisfied and like they have been heard. 

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

· Bad communication: Not listening, not trying to understand the customer’s needs.
· Lack of following up and contact. 
· Not being clear and concise
· Poor attitude 
· Treating the customer differently  








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


The customer is left feeling unsatisfied and not likely to return or recommend the organisations services to anyone else. This would greatly affect many businesses as word of mouth and media are the easiest communication and the biggest part of modern day advertising.

















[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?


You need to consider the type of complaint that was made, the severity of it and the customer and who best to handle it. Also the relevant legislations and codes regarding the situation.






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


You need to explain to the customer the process that brought you to the resolutions and any relevant legislations that came with it. Anything that needs to be done to reach the resolution and what happens when those actions are taken.







What resolution options may be available?



· Refund
· An apology
· Repair
· Cancel Contract
· Involving external bodies












[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?

Privacy Act
Work Health and Safety policies and procedures
QBCC Act 





Why might the resolution of a complaint become non-negotiable?


When the complaint becomes out of your control and you’re unable to satisfy what they want, so it needs to be referred to a relevant party.







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

The Director would handle any matter that is beyond our control, who would then seek guidance elsewhere when needed, depending on the issue. Usually this would be QBCC. 














[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.

The complaints received in the last 3 months have been to do with communication; not keeping the customer up to date or keeping in contact about progress or following up.

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

Always clear, polite and ready to listen whilst taking their complaint and details and following up. 

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

Australian Human Rights Commission -  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?
I would apologise for the employee and reassure the customer that the employee in question would be reviewed and re-trained in customer service.


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.

To Mary,

It has regretfully been brought to my attention that I have not displayed the behaviour befitting my role as an employee of RHM Building innovations nor yours as a customer.  Please accept my apologies and I hope to see you return soon with a better experience. 

Kind Regards,

Garry

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?

The complaint would be handled by the Owner of the business, I do not have sufficient authority to handle this type of complaint and would refer it on to the Owner. A complaint would be written up and discussed discretely with the employee in questions, in which they would have a chance to have their say in the situation. The Owner would make a decision on how to deal with the complaint in a suitable way for the customer and the employee.


7. What is your organisation’s procedure for processing complaints from start to finish? What is your role within the procedure?
If a customer calls in with a complaint, the person talking to the customer will acknowledge what the customer is saying and take their details. If it is an easily fixed complaint, it will be dealt with then and there, then the details passed on to the Owner and placed in the Customers file and spreadsheet. In the case that the complaint is larger or more difficult, the customer will be reassured that it will be dealt with and refer the complaint on to relevant parties to better deal with it. 
My role within the complaints would be to take the details, reassure the customer that something will be done and pass on the details.



[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?

Attach all documents to you workbook.






3. Identify a common complaint within your organisation that is usually straightforward to resolve via a simple policy. 

Lack of communication or miscommunication, usually resolved with respect     and common courtesy of listening and responding with an apology. 

One particular customer is not satisfied with the standard solution. Offer an alternative option.

Customer isn’t happy with the lack of communication as it has effected their timeline, alternate option would be to rearrange our schedule the best we can to better accommodate them.

The customer is still not satisfied and threatens to spread bad publicity about your organisation. How would you deal with the problem?

[bookmark: _GoBack]In this case, maybe the customer is still being effected because of the timeline not quite matching due to the circumstances. We would acknowledge the customers feelings and the issue caused by communication. Following up with a discussion on something we can offer free of charge to help the next step, for example – Setting up stormwater according to council approval. As we can’t accommodate the actual problem anymore than we already had. 
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