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Level 2 Certificate in Retail Knowledge
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Unit M/502/5821: Understand Customer Service in a Retail Business
Resolving Customer Service Problems

There are twelve ‘golden rules’ for dealing with customer service problems.  These are:  
1. Keep your promises  
It doesn’t matter so much what you have offered to do to resolve a customer problem, what is absolutely vital is that you carry it through.    
The first thing is to make an action plan to decide:  
· What is wrong, summarise your customer’s complaint to them 
· Empathise  
· Tell them what it is that needs to be done 
· Explain who is going to be involved 
· When actions need to take place 
· What resources will be needed 
· Deliver the solution efficiently  
Then monitor the action plan and make sure it is achieved.  
2. Easy systems which allow customers to let you know that there is a problem    
Let customers know who to contact if they have a problem.  Many organisations have systems which will only look at concerns in writing.   Many customers consider it adds insult to injury to have to write a letter after they have already been inconvenienced by the initial problem.  
3. Every complaint must be welcomed  
Often, the disappointment experienced by customers over what has happened is only increased by concern that they will get a negative reaction when they report the problem.  This may make the customer approach the organisation more aggressively than they would otherwise. Make them aware that you welcome the fact that they have taken the effort to raise the problem with you if they are not happy.      
4. Positive relationships   
When a customer raises their problem personally, it is important to:  
· Build a rapport with the customer 
· Maintain that positive relationship 
· Listen actively to the concerns raised 
· Question the customer effectively so that you fully understand the problem  

Customers sometimes find it difficult to complain because they think they may receive an unsympathetic response. If you can overcome this feeling it will help to make the customer realise that their problem is being taken seriously.  
5. Prompt response to complaints  
In many organisations there are standard response times for dealing with complaints.  There may for instance be a Key Performance Indicator (KPI) which says that a holding letter must be sent out within two days of a complaint being received.  However, even after receiving a holding letter, the customer will not be willing to wait an unlimited time for their problem to be resolved.  If the problem is complex you should write to the customer explaining what the delay is and keeping them informed of the progress made.  
6. Research relevant information from a variety of sources  
When investigating customer problems, particularly if they are staff related, collect evidence from as many people who are involved as possible.  You may receive a letter claiming that a member of staff was rude to a customer. You will obviously have the customer’s version of events, as these will be in the letter.   The member of staff will give you their account, which will probably contradict the customer’s. Interview any other member(s) of staff who may have witnessed the events as this will enable you to deal fairly with the customer’s complaint.      
7. Offer alternative solutions  
The best solution for the organisation may not be the best solution for the customer.  If the customer is offered all the available alternatives, they will be able to make their own selection of the solution which best suits them.  It may be that the customer’s chosen solution is less expensive or easier to implement than you had expected.  
8. Make sure the customer is happy with the outcome  
You may believe that you have carried out everything that you promised, but to be sure, check with the customer.  If any issues remain, this will give the customer the opportunity to raise them and you the opportunity to deal with them.   You can also hear at first hand that all the issues have now been dealt with and that you have retained the customer’s business in the future.  
9. Investigate, and then give the customer the benefit of the doubt  
Even after exhaustive investigation of a customer’s problem, you may not be able to be certain the customer’s complaint is justified.  Unless there is good evidence that the complaint is unjustified, assume the customer is right.  You may operate a policy of ‘three strikes and you’re out’. This means a customer is: 
1. given the benefit of the doubt on the first occasion that they raise a concern that cannot be substantiated 
2. given the benefit of the doubt on a second similar occasion 
3. politely refused on a third occasion  
10. Staff must be generous in their response  
If a customer has raised a genuine complaint, it is important that you not only put it right, but also compensate them for the inconvenience that they have been caused.       

11. Exceed customers’ expectations  
When a customer raises a problem, they expect action to ensure that they are not disadvantaged.  If the expected action is taken, the customer will feel that they have only achieved what they were entitled to.  If you give them more than expected, they will feel that their concerns have been treated seriously.  For instance, a customer who has booked a hire car and arrives to find that the booking has been mislaid and all the vehicles of the grade booked are out, will be much more likely to return if he is offered an upgraded vehicle.    
12. Staff must learn from the problems they face  
Organisations welcome complaints from customers partly because staff can learn from problems and improve their customer service.  Records should be kept of problems that have arisen, the solutions offered and the customers’ response to them.  Recurring problems should be passed to colleagues or management.  The information gathered should be used to identify new ways of resolving customer problems.  Explain these to colleagues so that they can benefit from your experience.    
Every problem is an opportunity to learn about customers’ needs and to adapt and improve customer service to meet those needs, but only if you KEEP PROMISES.  
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