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TEST

MODULE 9:  

Name:                            Company:     
Note: Follow instructions on web page for what to do with this Test once completed.

What is a complaint?

A spoken (or unspoken) difference between what the customer expected and what was provided
What is the number one way customers complain?

Going away
List at least two of the factors of people that complain the most:

1. Severe problems, higher education
2. Young, northeast
List at least one reason why people don’t complain:

 Not worth the time/effort; don't know how; think it has no value
What percent of people ultimately leave when they have a complaint?

 15%
List at least three of the things you should do when you receive a complaint?

1. Don't argue, defend, deflect, complain; don't react to emotion; listen;

ask for permission to take notes

2. Summarize your understanding of the complaint; ask what the customer would  us to do; take responsibility for resolving the issue; commit to what you can do; do it; and follow-up
3.      
