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IZR COMPLATINTS

% the customers' complaints be satisfied at mny coet?

=" meaning here, IOT the mibject of money, but the roming to & sstisfactory
E==tion of the problem of the “complainer". I think we 211 know what the word
==plaint” means: "Grievance™ and "Grurble. Twe words which, I feel, we

=% not 1ike ¢6 hear too often in cur atore or department.

B what sre we going to do about 1t7

21, I sugpest that we consider how we pet to know sbout these complaints,
% are the three main channels of informationi-

(1) By receiving a letter dn the post.
(2) By roans of the telephone

(3). By meane of peving the custoser in the store
or departmant.

8 consider the last of the three. First of all, we must take Ereat care
we fully understand the grievmnce of the customer. It 4t's a cage of the
smer misunderatanding the preblem confronting her, it is important that we
ot the problem straight away. The result we now hope for 4= a happy,
mtod customer.

all problees can be settled stroight awny, but ns long as the complaint
=aina outstonding you have scmeone who im a potential bad advertisement for
compeny. If you hed & large number of such people, stors profitability
=3 be affected.

= the source of the complaint comes to you by way of the 'phone, and you cannot
mtisfy thoe euatomer straight away, it is essontial that you record her addross
= talephone number, so that when you have the explanation you can either write
or telephona her your comnents.

5%, but not lenst: whon a customer writes in, hor complaint must be corrected

£ 01l costse T think 1t's fair to say that not many people like writing letters,
izh means that a customer who does write cne must be excessively anncyed, Here,
agrin, we must quickly investigtte the source of hor problems and reply by

irn of post, even if it 1s just to acimowvledge her letter,

. feel that we do not always have t0 glve in to the customer's fancies, but thot

e must show her that we are willing to try and solve the complaint, T bolicwe
2t 9O% of tho complaints could be settled easily if thias line of action were
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1 atrangly suggest that 1f you have a numbar of complaints coused through
purchased in the store that you take one of these thres octions:=

(1) Try ond exchanme goods
{2} Order o new ite=m
(3) Refund gustomer her monael

I feel that if you do mot try oae of these solutions, you will hawe o
dissatis’iod customer, who probably will mot shep is the ators or deo
spain; and who will probably grumble to her friends sbout tha paar 30
the storel which wo hope 14 not corroect. '

Yos, T 80 feel that all customors® cosplainta must be settled ac all conts
the warious ways sontioned ahove.

An unhsppy customer = A BAD ADVERTISTMENT
= bad advertiscsent =  LESS BUSILESS
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