
Introduction
· Even the most successful business doesn’t get things right all the time, so it’s vital that staff have the skills in place to deal effectively with a dissatisfied customer’s emotions and solve their problem successfully.

· The business that has the skills in place to resolve complaints to a customer’s satisfaction will benefit from improved customer retention and greater repeat sales.

· No Complaints?: Complaints and the Customer is a great introduction to handling even the most difficult of complaints effectively. The techniques explored will help staff defuse anger, establish the facts, agree an appropriate course of action and supervise the solution so that they can meet – and even exceed – the demands of dissatisfied customers.

Who is the course for?
· No Complaints?: Complaints and the Customer is ideal for customer-facing staff who have had little or no formal training to develop the skills they need to handle complaints calmly and effectively and prevent them from recurring in the future.

· 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:

· Diffuse a customer’s anger and calm their emotions

· Ask the right questions to establish the facts

· Provide the customer with alternatives

· Involve the customer in finding the right solution

· Take personal responsibility for supervising the solution
