10 Steps for Handling Complaints

Front Line Communication for Board / Superintendent Secretaries

1. Focus your attention on the customer.
2. Clear your mind of any preconceived notions.

3. Listen. Listen. Listen.

4. Ask effective questions.*

5. Pay attention to facial expressions and body language.

6. Acknowledge that you understand what the customer is saying and feeling.

7. Be honest. Don’t make excuses and don’t be defensive.

8. Work out a mutually beneficial plan of action.

9. Sincerely thank the customer for making you aware of the complaint.

10. Follow up and follow through in a timely manner. 
*Effective Questions
· I can see you are upset. How can I help you?

· What can we do right now that will fix this problem?

· Can you explain exactly what happened?

· Can you tell me who was involved?

· Where and when did this take place?

· Can you tell me more about that?

· How can we resolve this to your satisfaction?

· Let me make certain I am clear. Did this happen (today; on campus, at 1:00 pm, etc.)?

· So the problem as you see it is…?

· Do I have this right? Is my information correct?

· Is there more that I need to know?

· Is there anything else that I can do?
