
Making and Handling Complaints

If you have a complaint about a product or service, there are several steps you can take. First, you can speak to a
customer service representative at the store. If you are not successful in resolving your complaint, you can ask to
speak to the manager of the store. If that doesn’t work, you can write to or call the head office, if it is a large
company. If you are dealing with a small store, you have fewer options available for resolving a complaint. 

If you are a customer making a complaint to a customer service representative, you need to:
• State the problem

• Say what you want done about it 

If you are a customer making a complaint to a manager or head office:
• Restate the problem 

• Summarize the steps you have already taken to resolve the issue

If you are a customer service representative handling a complaint, you need to:
• Apologize to the customer 

• Express empathy

• Clarify facts

• Explain what you can or cannot do to resolve the problem

You may also need to report the complaint to a supervisor orally or in writing.

1 Audio 3.8: Listen to someone making a complaint. Put the steps of the complaint process listed
below in the correct order.

Customer Manager

� State the complaint � Apologize to the customer

� Summarize the steps already taken � Express empathy
to resolve the issue � Clarify the facts

� Say what you want done � Explain what you can do to resolve the
problem

2 Listen again and answer the following questions.

1. What is the customer complaining about?

2. What does she want done about it?

3. Describe the customer’s tone of voice when she expresses her complaint.

4. How does the manager express empathy?

5. How does the manager clarify the facts?

6. How does Mrs. Smith’s account of the events change?

7. What does the manager do to resolve the problem?
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