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4. Key Rules for Complaints
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turn to how. By way of an
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Visibility
Information about how 4

hould be well publicised
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Accessibility
A complaints-handling
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Responsiveness
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Objectivity
Each complaint should
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Access to the complain
the complainant.

Id be free of charge to

Confidentiality
Personally identifiable i
available where needeq
complaint within the org
disclosure, unless the ¢
disclosure

b complainant should be
oses of addressing the
actively protected from
bXpressly consents to its

Consumer-Focused Af
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open to receiving fe
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Accountability
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Continual Improvemen
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quality of products shoul
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(Source: BS 1ISO 10002:2004)

4.1 Have a clear and welco
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welcome. They should not
complaint. At all times the ¢
procedure and should never b

hether positive or negative, is
at the prospect of making a
and your complaints handling
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4.3 Ensure that the right staf
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andling complaints yourself or
hsk. Regardless of where you
ts are suitably trained is vital.
ese rules, consider on-the-job
ly, ensure that things are not
sessions help to keep the
inds and actions.
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Consumer Contracts Regulat
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must not be required to pay f
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4.5 Ensure that complaints g
Aka “don’t sweep them under
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customer is not further frustra
The time limits included in the
blank for you to fill in, but on
complaints are not forgotten o

palt with quickly

go away”. A quick response,
bs will help to ensure that the
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plates from Simply-Docs are
lowed, helping to ensure that

4.6 Start with the assumptio
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courteous. The customer like
probably has better things to (
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as a legitimate grievance and
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4.7 Be courteous at all timeg
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that the customer does nof
Conclude proceedings by aga
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pmer for bringing the complaint
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4.8 Make sure you have all t
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4.9 Keep in touch througho
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4.10 Ensure that your respo
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4.11 The golden rule: Learn
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Providing appropriate redress
important is ensuring that the
to keep records of complaints
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customer’s fault (perhaps the
buy the right tool for the job)
mistakes in the future. Dg
rewording? Perhaps staff ne
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poor quality products in whic
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process therefore does not
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en again. It is vital, therefore,
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s and conditions may need
» that suppliers are selling you
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ill be some kind of action that
ure. The complaints handling
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5. Top Level Committment a

Good practices should start at
adoption and implementatig
procedures should always beg
delegating such tasks. It sho
to handle customer compla
escalated complaints are hant
least should be - in the bes
including staff, customers and
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hints  handling policies and
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gh it is recommended that
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It is also important to ensure t
and left to their own devices.
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s to all business policies and
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Once polices and procedures
for the training of staff in the
important to ensure that sta
standpoint, but equal emphasi
handling. These guidance not
As we have stressed throug
negative - not as a cause for |
bona fide improvements to yq
goodwill.

t must also take responsibility
d procedures. Not only is it
complaints from a technical
e principles behind complaints
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omplaints are seen not as a
a positive opportunity to make
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6. Picking Your Complaints

What to look for in complaints
with customer complaints shg
ability to truly understand the
very sorry to hear that” from 3
that” is quite another. For a tr
the latter should always be
complaint is not personal anc
customer and your business.

bry important. Reading, “l am
ning, “I am very sorry to hear
bl complaints handling system,
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Excellent communication sk
handlers must be able to com
whom may be expressing a
staff (however appropriate or i
in ensuring that the matter is
all relevant information is ol
course, stop with the custome
changes may be necessary {t
communication skills help to
need in order to implement
customer has complained al
complaints, whether written o
about, why it was made, what

5t and foremost, complaints
range of customers, some of
ards your business and your
ight be). This is vital not only
ress, but also in ensuring that
Communication doesn’t, of
solved, as is observed above,
n arising in the future. Good
t receive the information they
es. Simply knowing that a
is not enough - accounts of
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7. Actively Inviting Feedbac

Complaints provide a valuabl
from being the only means
customers may wish to compld
more neutral comments that
hints and tips on how somethi

sed properly, but they are far
feedback. Whereas some
fer praise. Others might have
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As we noted above, the inte
complaints and gives disgrun
discontent. Once again, ho
benefit. Websites such as tru
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list of positive ratings and re
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customer feels that they are vj
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deaf ears, they may go elsewl
be applied to positive feedbad
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compliments and want to fix t

hide away from dealing with
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rectify the situation. If your
listened to their grievance and
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good or bad, do not let it pile
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Final Thoughts

In this guide we have endea
handling processes and polig
Customer feedback - whethe
both in terms of fostering
worthwhile improvements to
attitude towards complaints.
personally a complaint is lik
avoided. After all - whether it
you a big favour.

only the value of complaints
pf the complaints themselves.
an extremely useful resource,
terms of making genuine,
by lies in adopting a positive
ller the business, the more
s a temptation that must be
or not - the customer is doing
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