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When you're in business, at some point or another you'll receive a complaint
and handling it the right way is exceptionally important.
 
When mishandled, complaints can damage your reputation and leave a
devastating impact on your brand. There have been cases where businesses
decide to re-brand since negative word of mouth lingers on for years. 
 
This document has been created to help you learn how to deal with complaints,
and how to use them to advance in your business. We'll cover: 
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Why complain?
 
How can clients submit a complaint?
 
Which skills can help you handle complaints? The right way.
 
Dealing with complaints in a positive way. 
 
Let's talk about Refunds.
 

I hope this short guide is helpful in some way. Please share your thoughts on
this guide on IG stories and tag @theboringstrategist or on Facebook. Would
love to get feedback from you - plus you'll be in a chance to win a free 1 hour
one-to-one session with me.

HOW TO HANDLE COMPLAINTS
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For a million reasons and one. 
 
Complaints are negative feedback that require action from the recipient. 
There are two sides to every complaint, however, the customer's side will always be
the loudest.
 
When receiving complaints you'll find that some are truly genuine, while others are
for personal gain. Either way, they have to be handled delicately and with as little
business interference as possible. 
 
The main reason for complaints is EXPECTATIONS.
Never promise something that the business cannot deliver. 
 
If a detail stated in a business' ad has not been delivered, the buyer's expectation
wasn't met. Even if it is a tiny detail within the entire process, the lack it will leave
the client with a bitter taste. 
 
The reality is - it's better for a client to complain rather than not, and hold a grudge.
If the client refrains from complaining, they might just speak about it to other people
and thus, spread the negative word, while if the customer does complain, the
business is immediately in a position to fix the situation.
 
Most times, fixing the situation leads to a loyal life-long client and exceptional word
of mouth advertising. Customers feel cared for, they feel close to the business,
hence your business becomes worthy of sharing with those near and dear. 
 

WHY COMPLAIN?
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Ideally, within the website, there's a 'Contact Us' section which clearly states
where the company is to be contacted should the client wish to submit a
complaint. A complaint should be submitted in written format, this way no one
can avoid there will be no misunderstandings between the customer and the
business. 
 
Whatever the complaint is, the client should receive a reply within 24 hours of
submission. Not doing so will further irritate the client and they can take to
social media to voice their complaint.
 
Disgruntled clients can be very creative if their main aim is to cause harm to your
business. 
 
Use social listening tools to be able to follow where and what clients are saying
about your business. 
 
If your business offers products or services where a contract is drafted and
signed, sometimes, the contract would also  include how a complaint should be
submitted. This is mostly applicable for high-priced products and services.
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HOW CAN CLIENTS SUBMIT A
COMPLAINT?
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When handling a complaint, patience is key, however, there are other skills that
come in useful:
 
Communication skills
You must listen and understand what the customer's frustrations are. Take the
time and give client enough room to vent. Next, you have to reply, so listening
well is extremely important. Anything you say, can eventually be shot back at
you so if you're not quite sure about a reply, tell the client that you will get back
to them with more information. 
 
Problem solving skills
Depending on the nature of the complaint, know what you can offer the client as
a counter to their complaint. At the end of the day, complaints are problems and
they need to be solved. 
 
Negotiation and Persuasion skills (not manipulation)
At times, clients may demand more than what you can actually offer. Using
negotiation and persuasion skills will help you to reach common ground with the
customer and reach a positive solution. 
 
Interpersonal skills aka People skills
This is critical when handling complaints. Don't take comments personally.
Emotional intelligence goes a long way here. Be respectful to the other party
always.
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WHICH SKILLS CAN HELP YOU HANDLE
COMPLAINTS
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First up, always keep in mind that the customer is not attacking you as a person,
but the product or service received. No need to get frustrated - If you're not in a
good mindset to handle the complaint there and then, and obviously if possible,
tell the customer that you will get back with an answer.
 
Whatever the complaint is, the client should receive a reply within 24 hours of
submission - even if it's a generic reply that the complaint is being reviewed and
a reply will be sent in the upcoming 48 to 72 hours, for example.
 
Always carry out an investigation and get your facts, however, give the client the
benefit of the doubt. Do your best to serve the client and provide an optimal
solution. 
 
Review the wording you use in the reply. Sometimes, words written in a genuine
setting can seem insensitive. I suggest creating templates which can be
amended as per the complaint received. That way, you do not need to write the
reply emails from scratch every time you receive a complaint.
 
Should any part of the complaint be handled via a call, when it has ended, send
an overview of what was said to the client in written format to proceed.
 
No matter what the complaint is about, no verbal or written abusive language
should be expected. Should you be the receiver of verbal abuse, calmly advise
the client that that is not the way that an issue can be solved and diligently try
and calm the client down.
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DEALING WITH COMPLAINTS IN A
POSITIVE WAY
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Should the complaint be received on social media, try and add humor to it.
There's a fine line between adding humor and being insensitive, so take care to
ensure that it will reflect in a good way. Some examples below:
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Sometimes, it's clear that a complaint has been received in bad taste, especially
when it includes racism, attacks towards a specific group of people etc.
When a complaint such as this is received, never go against the company's core
values. This will backfire as the business will be sending out mixed signals of
what it believes to be true and fair, plus it will enforce more bad behavior.
 
An example that comes to mind is the racist complaint from a plane passenger
from a few years back. The passenger was refusing to sit next to a person with a
different ethnicity to their own and complained upon boarding the plane. The
complaint turned into a fiasco when the passenger started screaming at the
flight attendant and the other passenger, to which the airline's response was to
promote the passenger who was being discriminated against to first class. Not
only did the passengers applaud the decision, but so did the world as the action  
spread like wildfire across social media.
 
Whatever the complaint is, always stay true to the company's core beliefs and
values. 
 
At times, the client is so determined to get their way that there is no other
option than to go down that route, given that it is a viable one. It's better to lose
€100 and close the complaint, rather than keep at it.
 
Another suggestion would be to keep a Complaints Register, where you keep
data of all complaints received and how they were handled. This will act as a
reference for future similar complaints and will help you to be aware of any
patterns in the complaints received.  
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There are laws and regulations related to the customer's right to cancel or return
an order, thereby request a refund.
 
In most countries, the law states that as a standard, every purchase (offline and
online) is eligible for a 14 day cooling off period. There are still exemptions to
this, so if you're selling to clients within a specific area, ensure that you know
your rights as a seller and the rights of buyers. 
 
If you're selling online, a process you need to be familiar with is that of
Chargebacks.  This is when the customer contacts the card issuer and requests
that the payment previously done be returned back to his account, providing a
reason. There is an entire process related to chargebacks and one thing to keep
in mind is to always keep documentation relating to the product or service sold
on file. Should the customer file a chargeback which you feel is unjustified, you
can provide documents to prove your status to the payment acceptance
company you work with.  
 
In some scenarios, the solution to a complaint would be to issue a refund, either
full or in-part. 
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LET'S TALK ABOUT REFUNDS

I hope that this has been useful. 
 
Handling complaints correctly can help strengthen your brand and improve
customer service. As already mentioned, positively handled complaints can help
to increase customer retention and loyalty towards the business. 
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