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Customer Complaints

Every once in a while you'll get a complaint from a customer. How
do you react?

If a customer makes a complaint, they’re
actually giving you the perfect opportunity
to show them that you care about your
customers and a chance to totally satisfy
them. By doing this, you are not only
likely to keep the custom of someone
who was about to desert you in favour of
a competitor, but they are likely to be so
impressed, they will recommend you to
their friends.

As Marilyn Suttle, a Success Coach commented, “Thank your
customer for complaining and mean it. Most will never bother to
complain. They'll just walk away.”

So how do you go about handling that complaint? Here are a few
pointers...

Listen — Your customer isn’t attacking you personally, so don’t get
all defensive — listen very carefully to what they say and make sure
you get all the details.

Repeat the complaint back — Sounds odd, but it proves to your
customer that you were listening. Speak to them in a friendly,
empathetic manner.

Apologise — tell your customer you’re sorry this has happened —
don’t blame anyone else for the mistake, just say you're sorry.

Ask questions — show you care, ask questions so you fully
understand their problem — the more information you have, the
more you can understand where they’re coming from.

Identify the problem and solve it — is it just a matter of someone
messing up an order or is it a functional problem with a product?

Ask the customer what they would like you to do — give them
some options, such as refund or replace the item. Customers like
to feel they are involved in the solution...it might be something a
bit more technical and they may come up with a great idea that
you can use in the future.

Follow up — once the problem has been

resolved, leave it a couple of weeks and

then follow up with the customer — ask 2

them if everything ok and maybe offer &
them a 10% discount off their next order. \

This shows them you really care — you

didn’t just deal with the complaint on the

day, but you thought about them after the \

event. This goes a very long way to making

your customer feel valued.

Valued customers give you repeat business and recommend you to
friends and family. Dealing with complaints in a calm, empathetic
manner helps to turn a challenge into something constructive.

How have you dealt with customer complaints? I'd love to hear
what you did...
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agio (m) - bank charge

assurance (f) - insurance

assurance-vie (f) - life insurance

assuré - insured

s'assurer - verb - to take out insurance

bancaire - banking

banque (f) - bank

bénéfice (m) - a profit

cash-flow (m) - cashflow

chiffres de ventes - sales figures

compte de pertes et profits - profit and loss account
dépot (m) - deposit

impot (m) - tax

frais généraux (mpl) - overheads

gérer - to manage

perte (f) - a loss

prélevement (m) - direct debit

prét personnel (m) - personal loan

prévision des ventes - sales forecast

publicité (f) - advertising

récrimination (f) - a complaint

recu (m) - receipt =~
rejeter un chéque - verb - to bounce a cheque
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relevé de compte (m) - bank statement . /-?
solde (f) - account balance —F
taxe fonciere (f) - property tax _
taxe habitation (f) - habitation tax__. = ::: == =
“?/- - ; -



	Getting Out & About
	Hobbies
	Clubs & Associations
	Our Furry Friends
	Health, Beauty & Fitness
	A-Z of the Communes in the Deux-Sèvres
	Food & Drink
	Take a Break
	Motoring
	Communications
	Home & Garden
	Building & Renovation
	Business & Finance
	Property
	Blevins Franks Financial Management
	Building & Renovation Services
	Café Bonbon
	Camping Courte de Vallée
	Caniclôture Hidden Fences
	Carlill-Strover Building
	Centre Régional <Résistance & Liberté>
	Chat-eau Cattery
	Château du Pont Jarno (Garden Centre)
	Cherry Picker Hire
	Chris Parsons (Heating, Electrical, Plumbing)
	Chriss Bassett Construction
	Christies (English Book Shop & Tea Room)
	Cindy Mobey (Freelance Writer & Marketing Consultant)
	CJ Electricité
	Clean Sweep Chimney Services
	Creature Comforts (Home Repair Service)
	C.T. Bois énergie (Firewood, logs, planed boards)
	Currencies Direct - Sue Cook
	Darren Lawrence
	David Cropper (Stump Grinding)
	David Watkins Chimney Sweep
	Deb Challacombe (Online counsellor)
	Derek Marriott Plumbing and Heating￼
	Down to Earth Pool Design
	Eco-tabs
	Equi Libre Immobilier Conseil
	Franglais Deliveries
	Fresco Interiors
	Futuroscope
	Gites.co.uk
	Go Go Bike Hire
	Hallmark Electronique
	Haynes Carpentry (U.P.V.C Double Glazing)
	Helen Booth, deVere France
	Home2bchic (Interior Design Services)
	Inter Décor (Tiles & Bathrooms)
	Irving Location - Digger Hire
	Irving Location - Septic Tank Installation & Groundworks
	James Moon Construction
	Jb Plumbing
	Jeff’s Metalwork
	John Purchase - Mobile Mechanic
	John Snee (Groundworks)
	John Spray Maçonnerie
	Keith Banks Pool Services
	La Deuxième Chance (Annie Sloan Chalk Paint supplier)
	La Petite Noisette Bar & Restaurant
	La Vendée Chippy
	Leggett Immobilier
	L’Emporium Shop, L’Absie
	Le Regal’on Bar & Restaurant
	Mad Hatter’s Kitchen (Restaurant)
	Mandy Moat Personal Trainer
	Mark Sabestini Renovation & Construction
	ML Computers
	Mogettes et Cie (Deux-Sèvres Gift Shop)
	Motor Parts Charente
	M.Page Ladscaping
	Mutuelles de Poitiers Assurances
	Needa Hand Services
	O’Bistrot (Bar & Brasserie)
	Pamela Irving (Massage & Reflexology)
	Paul Woods - Agent Commerciale
	Plan 170 (Professional building plans)
	Plombier Anglais en France￼
	Polar Express (Frozen Food Supplier)
	Projet Piscine (Swimming Pool solutions)
	Pure Heart Yoga Retreat
	Quedubois (windows and doors)
	Restaurant des Canards
	Rob Berry Plastering Services
	Robert Lupton Electrician
	Ross Hendry (Interface Consulting & Engineering)
	Sarah Berry Online (Website Design)
	Sarl Down to Earth Construction (Groundworks and Micro Station Installer)
	Satellite TV
	Short Cuts (Mobile Dog Grooming)
	Simon the Tiler
	Simply Homes and Gardens
	Steve Coupland (Property Services)
	Steve Robin (Plumber)
	Strictly Roofing
	Sue Burgess (French Classes & Translation)
	The English Mechanic & Son - Tony Eyre
	Val Assist (Translation Services)
	Yesbays.info (free-ads website)
	Yoga Vendée
	Your Local Gardener
	Zumba Gold Classes

