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' COMPLAINT
DEPARTMENT

PLEASE TAKE A NUMBER
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12-Step Model for Effective Complaint Handling

Record | Analyse | Debrief

' Be Respectful and Responsive
Solution | Action | Thank you‘ ii ’ @ pe D

Options / Negotiate / Establish Rapport

Listen

Empathise

a Acknowiedge Emotion

Apologvsn Sincerely

Ak presscrmd 3 the NOE = Tegoral Supp Worke O Carderents Dy B Crrbudieman, New Gout Waes 2017

GRM Toggism- Borau The 12 Step Clock
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ACTIVE LISTENING
APOLOGISE & EMPATHIES
ASK & QUESTION
ADVISE
ACCEPTANCE
ACTION
APPRECIATION
AFTER CARE
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BEWARE THE
SILENT CUSTOMER
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OBSERVE
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