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HANDLING CUSTOMER COMPLAINTS
CERTAIN FACTS ABOUT GUEST COMPLAINTS
· RESEARCH AND PERSONAL EXPERIENCE TELL US THAT FOR EVERY ONE PERSON WHO COMPLAINS, THERE ARE AT LEAST SIX OTHERS WHO KEEP QUIET.

· MAKING IT EASY FOR CUSTOMERS TO COMPLAIN SHOWS YOUR CUSTOMERS THAT YOU ARE SERIOUS ABOUT LISTENING TO THEM AND ALSO THAT YOU HAVE CONFIDENCE IN THE QUALITY OF YOUR PRODUCTS AND SERVICES.

· FOR EVERY UNHAPPY CUSTOMER WHO COMPLAINS THERE MAY BE SIX OTHERS WHO DON’T BOTHER. WORSE STILL IS THE POSSIBILITY OF ALL SEVEN TELLING AT LEAST SIX OTHERS PEOPLE. SO ONE COMPLAINT CAN ACTUALLY REPRESENT 42 LOST CUSTOMERS.

· COMPLAINING TAKES UP TIME AND CAUSES STRESS. SO CUSTOMERS WHO TAKE TIME AND TROUBLE TO INFORM YOU OF THEIR COMPLAINT ARE WORTH LOOKING AFTER.

· FINDING NEW CUSTOMERS IS NOT ALWAYS EASY, AND IT ACTUALLY COSTS FOUR OR FIVE TIME MORE MONEY TO FIND A NEW CUSTOMER THAN IT DOES TO LOOK AFTER AN EXISTING ONE.

· RESEARCH INDICATES THAT CUSTOMERS WHO COMPLAIN AND WHO HAVE THE COMPLAINT DEALT WITH SATISFACTORILY ARE FAR MORE LIKELY TO BECOME  MORE  LOYAL CUSTOMERS. THEY WILL DELIGHT IN TELLING THEIR FRIENDS JUST HOW WELL THEY WERE TREATED. THIS IS WHY HANDLING CUSTOMER’S COMPLAINTS PROPERLY IS  SO IMPORTANT.
· THINK OF THE LIFETIME VALUE OF A CUSTOMER NOT JUST ONE TRANSACTION. IF THIS CUSTOMER COMES BACK FOR PERHAPS TEN YEARS, HOW MUCH WILL THEY SPEND IN THAT PERIOD OF TIME.
WHY DO CUSTOMERS COMPLAIN?

· THE QUALITY OF THE PRODUCT OR SERVICE MAY BE UNACCEPTABLE
· THE CHOICE ON OFFER IS LIMITED

· THE WRONG PRODUCT IF OFFERED OR THE TIMING IS WRONG

· FRUSTRATION DUE TO THE TREATMENT THEY RECEIVE

· BEING IGNORED

CUSTOMERS’ EXPECTATIONS IN LODGING A COMPLAINT

· A SATISFACTORY RESULT

· TO BE BELIEVED

· SOMEONE TO TAKE PERSONAL RESPONSIBILITY AND MAKE ANY NECESSARY DECISIONS TO RECTIFY THE SITUATION. THEY DO NOT WANT TO BE PASSED FROM ONE PERSON TO ANOTHER.

· TO BELIEVE THAT THE COMPANY OR ESTABLISHMENT VALUES THEM

· TO BELIEVE THAT THE PROBLEM WILL NOT HAPPEN AGAIN.
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