
Introduction
· Customer complaints are an inevitable part of business. But can a customer complaint be good for business? Yes, when it’s used to rectify a weakness in a product, service or process and when it turns a dissatisfied customer into a loyal ambassador!

· This course shows how to use complaints as a valuable source of information that can deliver a genuine business advantage.

· Complaints and Quality Management: Quality through Customer Service introduces new techniques to change the way businesses approach complaints. Staff will develop skills to help them use complaints to find solutions to problems rather than apportioning blame, and understand how taking a positive approach to complaints can lead to business success and satisfied customers.

Who is the course for?
· Complaints and Quality Management: Quality through Customer Service is suitable for managers in any customer-facing industry who are unaware of how to use customer complaints to improve the quality process.

· This course is appropriate for any business sector, there are no formal entry requirements and employees do not need any prior experience.

What will you get from this course?
When you have completed this course, you will be able to:

· Approach complaints positively

· Avoid blaming other people

· Investigate the source of the problem

· Encourage staff to make suggestions and take the initiative

· Work as a team to create and agree a solution
