Screen [1] - Text and graphic (3 Column)

	Text area
	Content 
	Graphic description (if applicable)

	Screen title
	Handling dissatisfied customers

	Body text
	This 15 minute tutorial will help you communicate clearly to clarify the customer’s situation which is the next stage inhandling dissatisfied customers. 

With handling a dissatisfied customer, clear communication to both customer (about the progress of the complaint) and within departments (about lessons learned) is vital. It's important to be aware of the individual needs of the customer and make 'reasonable adjustments' to accommodate them.

You will also learn how to seek clarification from the customer to help in resolving the actual cause of dissatisfaction and avoid getting distracted by other incidental issues.

This tutorial will also show you key areas to look at when dealing with vulnerable customers.


	A customer on a cell phone (Asian male, casual attire) looking angry and clearly expressing dissatisfaction.


Screen [2] - Filmstrip

	Text area
	Content 
	Graphic description (if applicable)

	Screen title
	Christine's story

	Initial text
	To see how communication can go wrong, have a look at Christine's story.
	

	Instruction
	Select the down arrow for this activity to continue.

	Text area 1
	Meet Christine. She has expressed dissatisfaction about the way HMRC is dealing with her tax credit claims.
	Image of Christine (white, middle aged female, casual clothing). 

	Text area 2
	Christine received a letter from HMRC saying that they had overpaid her tax credits, and she must pay the money back. Christine went to the HMRC Enquiry Centre to ask for time to pay.
	HMRC logo

	Text area 3
	She took a written income and expenditure statement with her. However, HMRC told her they didn't have the processes to deal with 'paper applications'.
	A folder containing documents.

	Text area 4
	They suggested that Christine should telephone HMRC's Debt Management team to discuss the matter.
	A hand holding a cell phone.

	Text area 5
	But Christine is profoundly deaf. She finds it very difficult to use the phone. This whole situation has become very stressful for her. In her frustration, she wasn't very polite to the HMRC staff in the Enquiry Centre.
	Christine looking distressed, holding a cell phone.


Screen [3] - Multiple choice question

	Text area
	Content 
	Graphic description (if applicable)

	Screen title
	Did Christine have a case?

	Question text
	What do you think? If you were dealing with Christine's case, which of the following statements would you agree with?
	Image of Christine looking anxious.

	Instruction 
	Select one option, then [b]Confirm[/b].

	Option 1
	Staff were just following the process (which maybe needs to be reviewed), but they did not mishandle the case.

	Option 2
	They should have made 'reasonable adjustments' to take account of Christine's disability.

	Option 1 feedback
	Well, the HMRC staff could have tried harder to make 'reasonable adjustments'. There are times where using the telephone is not appropriate (for example, when the customer, like Christine, has a disability). You need to consider the individual's requirements and tailor your approach accordingly. Christine is clearly more comfortable if important information is given in writing (that's how she communicates her information). The staff could bear this in mind.
	

	Option 2 feedback
	That's right. They could have tried harder to 'make reasonable adjustments'. There are times where using the telephone is not appropriate (for example, when the customer, like Christine, has a disability). You need to consider the individual's requirements and tailor your approach accordingly. Christine is clearly more comfortable if important information is given in writing (that's how she communicates her information). The staff could bear this in mind.
	


Screen [4] - Hot text

	Text area
	Content 
	Graphic description (if applicable)

	Screen title
	Tips for good communication

	Initial text
	What should the HMRC staff bear in mind in future? Here are some tips for good communication.
	Christine - looking cheerful.

	Instruction
	Select each heading.

	Hot text item 1
	Choose the right channel

	Display text 1
	As you've seen in Christine's case, customers may have specific requirements, and we should make 'reasonable adjustments' to meet them. We are legally required to do this under the Equality Act (2010), and should take positive steps to ensure that people with disabilities can access our services. For example, you might make an appointment with a customer to meet face to face in an office where there are disabled facilities. Or you might agree with a customer like Christine, who has a hearing disability, that the best way to communicate is by perhaps email or a letter.
	

	Hot text item 2
	Listen carefully

	Display text 2
	If you are communicating with the customer by phone or face-to-face, listen to them carefully. To do this you need to: 

· ask open-ended questions so that they'll be encouraged to explain their problem

· clarify key points to make sure you understand what they're telling you
· resist interrupting the customer, even if they are taking a bit of time to explain their complaint

Christine found it easier to go to the Enquiry Centre to talk to staff, rather than phone them. But she is profoundly deaf, so they needed to make very sure that they've clarified the points she wants to make.
	

	Hot text item 3
	Mind your language

	Display text 3
	When communicating with customers, you need to make sure your language is 'customer friendly'. That means avoiding jargon and demonstrating empathy. Don't simply copy and paste straight from staff guidelines or manuals or standard template letters. Remember, if you put yourself in the customer's shoes, you'll have more chance of communicating your message to them effectively to them; think how you would feel in their situation.
	

	Hot text item 4
	Get the right tone

	Display text 4
	Tone and language go together. Use a tone that shows you're willing to try to do everything realistically possible to resolve an issue. Be careful not to imply that the customer is at fault, and take care not to be patronising! 
	

	Hot text item 5
	Learn the lesson
	

	Display text 5
	Use the mistakes that have been made to make your future communication more effective. In Christine's case the office manager made sure that all staff were aware of our requirements to provide reasonable adjustments.
	


Screen [5] - Hot graphic

	Text area
	Content 
	Graphic description (if applicable)

	Screen title
	A customer expresses dissatisfaction

	Initial text
	Let's put effective communication into action in the next stage of the process which is clarifying the customer’s situation. 

Here's a genuine customer communication of dissatisfaction (you may notice grammatical and spelling errors). What do you make of it? What would your response be?
	Folder with three tabs sitting on a desk. Numbered 1 thru 3.

	Instruction
	Select each numbered tab on the folder to read.

	Display text 1
	Dear Mrs Yau.

I am very dissatisfied with your handling of my complaint and refund rejection of the additional £45 I was forced to pay due to a County Court Official's mistake.

When I rang the Court Office on receiving confirmation that my original claim had been issued they told me to wait for a couple of weeks before applying for a default judgement to see if the defendant registered a defence. In his letter of 19th June Mr Allan states, I provided an address in Scotland. I was unaware that Bradford was not in Yorkshire anymore.

The letter also states two defendants were on one line I put Royal London because it comes under the same umbrella, the County Court letters of January and March 2012 (copies enclosed) are headed in the same way as I entered them on my original claim form.
	

	Display text 2
	The County Court issued my original claim on 6th January but then on 31st January two weeks later, a Court Official emailed me to say that a mistake had been made in issuing my claim.

I'm assuming my original claim was delivered by Post or Courier in which case a Count Court Official either typed or wrote the address so if it was wrong why did they sent it in the first place.

When I made an On-Line mistake calculating the interest it was flag up in red but an incorrect address that is surely far more important was not.
	

	Display text 3
	I have continued fighting for four years mainly as a matter of principle but also in the hope of getting justice because just like your department admitted from the start that their employee's mistake cost me money but they only want to pay me a fraction of my loses.
I was raised to accept responsibility for my mistakes and take my punishment, but do not expect or see why I should pay the penalty for other peoples.
Yours faithfully
C.M. Peacock
	


Screen [6] - Select from list question

	Text area
	Content 
	Graphic description (if applicable)

	Screen title
	What would you do?

	Question text
	Sarah has just received this letter. What action should she take?
	Image of a Civil Servant called Sarah (middle aged, of Hispanic descent, causual attire) reading a letter and looking very puzzled.

	Instruction 
	Select two or more options, then [b]Confirm[/b].

	Option 1
	Look up the previous correspondence to try to find out the background. (y)

	Option 2
	Make a decision on the basis of the letter and reply as soon as possible to the customer. (n)

	Option 3
	Put it on one side until you have time to work out what Mr Peacock is talking about. (n)

	Option 4
	Contact Mr Peacock to discuss his situation. (y)

	Correct feedback
	That's right; you've selected the best options. You need to clarify what Mr Peacock is expressing dissatisfaction about. It would be difficult to make a decision on the basis of the letter as it is unclear. Putting it to one side might be tempting, but would you ever pick it up again? You probably need to look up the previous correspondence, but if Mr Peacock's previous letters are as confused as this one, this isn't a solution in itself. You'll have to go back to him to try to clarify his situation. 


	

	Incorrect feedback
	Are you sure this is the best approach to take? You need to clarify what Mr Peacock is expressing dissatisfaction about. It would be difficult to make a decision on the basis of the letter as it is unclear. Putting it to one side might be tempting, but would you ever pick it up again? You probably need to look up the previous correspondence, but if Mr Peacock's previous letters are as confused as this one, this isn't a solution in itself. You'll have to go back to him to try to clarify his situation.
	


Screen [7] - Text and graphic (3 Column)

	Text area
	Content 
	Graphic description 

	Screen title
	Clarifying the customer’s dissatisfaction

	Body text
	As you've seen from Mr. Peacock's letter, it can be difficult to work out exactly what the customer is dissatisfied about.

Mr. Peacock, for example, mentions that he had to pay an extra £45 because of a County Court Official's mistake. Is he asking to be reimbursed for that sum? 

Or is he seeking further redress because of additional mistakes? What were those mistakes? Is he complaining about delays, people or processes? Or all three?

If we understand the actual complaint, we can focus on resolving it and avoid getting distracted by other incidental issues (such as the whereabouts of Bradford!)


	A close-up of a stack of documents on a desk.


Screen [8] - Graphical multiple choice question

	Text area
	Content 
	Graphic description (if applicable)

	Screen title
	What method do you use?

	Question text
	Sarah's decided to contact Mr Peacock to clarify his dissatisfaction. What's the best way to do this?
	

	Instruction 
	Select one option, then [b]Confirm[/b].

	Option 1 graphic description
	An email symbol. (n)
	Stock large grey email symbol

	Option 2 graphic description 
	A telephone symbol. (y)
	Stock large grey telephone symbol

	Option 3 graphic description 
	A letter symbol. (n)
	Stock large gray letter symbol

	Option 1 feedback
	Seeking clarification by email might not be a good idea. Mr Peacock would probably email or write back, and there's no guarantee he'll be any clearer next time. Also, there's clearly been a great deal of correspondence, and Mr Peacock is growing increasingly frustrated with the process. It might be better to phone him if you can. If you have the customer's number, it could be more useful to give a quick phone call to the customer to clarify the customer’s dissatisfaction. If the customer has a phone number in their correspondence, then perhaps a short  telephone conversation to clarify the problem and come to a resolution might work. As you saw with Christine, this isn't always the right approach, and you should take into account the customer's circumstances. Also, check with them if they're comfortable discussing the issue on the phone.
	

	Option 2 feedback
	That's right. Seeking clarification by email or letter might not be a good idea. Mr Peacock would probably email or write back, and there's no guarantee he'll be any clearer next time. Also, there's clearly been a great deal of correspondence, and Mr Peacock is growing increasingly frustrated with the process. It might be better to try phoning him if possible. If you have the customer's number, it might be more useful to give a quick phone calljust to clarify their complaint. In one telephone conversation, you may be able to clarify the problem and come to a resolution. As you saw with Christine, this isn't always the right approach, and you should take into account the customer's circumstances. Also, check with them if they're comfortable discussing the issue on the phone.
	

	Option 3 feedback
	Seeking clarification by letter might not be a good idea. Mr Peacock would probably write back, and there's no guarantee he'll be any clearer next time. Also, there's clearly been a great deal of correspondence, and Mr Peacock is growing increasingly frustrated with the process. If you have the customer's number, it’s might be more useful to phone a customer to clarify their complaint.. In one telephone conversation, you may be able to clarify the problem and come to a resolution. As you saw with Christine, this isn't always the right approach, and you should take into account the customer's
	


Screen [9] - Hot text

	Text area
	Content 
	Graphic description (if applicable)

	Screen title
	What do you want to achieve and also find out?

	Initial text
	Having decided to contact the customer, we need to know what we're hoping to get out of the communication. We also need to determine what we still need to find out from the customer.
	Sarah is sitting at a desk and writing notes. 

	Instruction
	Select each heading.

	Hot text item 1
	Establish rapport

	Display text 1
	Calling a customer has this advantage, rather than writing to them - it's easier to establish rapport.However you may not have this option. Whatever method you use to communicate it is important that the  customers feels valued. It's much easier to resolve their complaints effectively if you show them that you empathise with their situation.
	

	Hot text item 2
	Establish impact on customer

	Display text 2
	What caused the disssatisfaction? What effect did this have on the customer? Have they suffered any loss? Have they been inconvenienced? Have they been distressed? Check your own department's guidelines for establishing the impact on the customer.
	

	Hot text item 3
	Discuss the outcome

	Display text 3
	What outcome is the customer looking for? Is this realistic? With your communication, it's important to manage the customer's expectations. They have to be realistic! You want to find a resolution that is reasonable and attainable.
	

	Hot text item 4
	Agree on future action

	Display text 4
	Once you've come up with a possible resolution, you need to agree what's going to happen next. How are you going to communicate in future? It may be that now you've had a quick phone call, future communication can be by email. Or you may want to go the other way and have a follow-up face-to-face meeting. It's also important to establish clear timescales for future action, particularly if initially the dissatisfaction was focused on unacceptable delays.
	

	Hot text item 5
	Questions that need answered
	

	Display text 5
	As well as working out what you want to achieve, you need a list of questions in mind to ask the customer. Here are some suggestions:

· Can you summarise what you are dissatisfied about?

· Have you suffered a financial loss?

· Have you been inconvenienced?

· Have you been distressed?

· Have you been kept waiting?

· What would you like us to do to put this right?

Bear in mind this isn't a checklist; the customer may have given you some of this information already. Also, these are quite general questions - you can tailor yours to be more specific to what you already know about the customer’s situation.
	


Screen [10] - Select from list question

	Text area
	Content 
	Graphic description (if applicable)

	Screen title
	What exactly is the customer dissatisfied about?

	Question text
	Sarah's preparing to communicate with Mr Peacock. She knows what she wants to achieve, but she needs to ask some specific questions in an attempt to clarify what he wants. Select the tabs if you want to have another look at Mr Peacock's letter. Which of the questions below would you ask?
	Folder with three tabs sitting on a desk. Numbered 1 thru 3. See screen 5 for the breakdown of content in the tabs which contain Mr Peacock's letter.

	Instruction 
	Select two or more options, then [b]Confirm[/b].

	Option 1
	Could you summarise your problem? (y)

	Option 2
	I just want to make sure I understand - could you take me through what happened with the initial claim? (y)

	Option 3
	Are you complaining about Mr Allan? (n)

	Option 4
	Why did Mr Allan think you lived in Scotland? (n)

	Option 5
	What would you like us to do to put this right? (y)

	Option 6
	Did you suffer any financial loss? (n)

	Correct feedback
	That's right, you picked the relevant questions. It's worth trying to get Mr Peacock to summarise his problem because even if he's still a bit confused, you can guide his account by asking questions. It's also fine to ask him to recap what happened with the initial claim, as long as you make it clear it's for purposes of clarification. Asking him if he suffered financial loss, however, is likely to annoy him, as the one thing he has made clear is that he feels he's had to pay out an extra £45! It's not a good idea to focus on Mr Allan and more or less invite Mr Peacock to complain about him. The question about Scotland has no relevance to this conversation. Finally, yes, you should always ask what can be done to make things right (though you can't necessarily agree to the customer's suggestion).
	

	Incorrect feedback
	In fact, it's worth trying to get Mr Peacock to summarise his problem because even if he's still a bit confused, you can guide his account by asking questions. It's also fine to ask him to recap what happened with the initial claim, as long as you make it clear it's for purposes of clarification. Asking him if he suffered financial loss, however, is likely to annoy him, as the one thing he has made clear is that he feels he's had to pay out an extra £45! It's not a good idea to focus on Mr Allan and more or less invite Mr Peacock to complain about him. The question about Scotland has no relevance to this conversation. Finally, yes, you should always ask what can be done to make things right (though you can't necessarily agree to the customer's suggestion).
	

	Notes
	The graphic is the same as screen 5


Screen [11] - Accordion

	Text area
	Content 
	Graphic description (if applicable)

	Screen title
	Vulnerable customers

	Initial text
	What do we mean by vulnerable customers?

A vulnerable customer is anyone who requires additional support, such as seen with Christine earlier in this tutorial. They might be someone who suffers from a disability or a mental health condition. They might be going through a difficult time because of a recent bereavement or found themselves without accommodation.

A state of vulnerability could be physical or emotional, and it might be a temporary or ongoing situation.

Levels of vulnerability can also differ. Some people may need special care, whereas others might need further support. A person could need protection because of age, risk of abuse or neglect.

When you are handling a complaint from a vulnerable customer, there are a few things you need to keep in mind.
	A young black woman dressed in business attire, sitting at her desk looking over notes.

	Instruction
	Select each heading.

	Heading 1
	Recognise

	Display text 1
	The first thing you have to do is recognise that you are dealing with a vulnerable person. They may disclose this to you, or it may be in your notes, but often it will require close listening and being alert. 

If you believe you are dealing with a vulnerable person, you should always ask questions to find out more.

	Heading 2
	Ask

	Display text 2
	Once you have identified that the person may need extra assistance because they are vulnerable, you need to find out how you can best assist them. 

The best way to do this is to ask "What can we do to best help you?"

	Heading 3
	Interact

	Display text 3
	Deal with the customer as an individual. 

Different people with the same vulnerability or disability may need different levels of support to resolve their complaint.

	Heading 4
	Find a solution

	Display text 4
	Once you have talked to the customer, you need to find the correct solution for them. 

Remember you just need to resolve their complaint in the best way possible - you are not a case worker.


Screen [12] - Select from list question w/ hotspot graphic audio 

	Text area
	Content 
	Graphic description (if applicable)

	Screen title
	What should you do?

	Question text
	The overpayment

On the right is an example of a call received by one of our operators. The call explains how they identified a vulnerable customer and how they were able to offer them the additional support they required. Click on the phone to hear the conversation.

After listening to the call, what do you think is important that the operator should do next?
	Large blue phone symbol- user clicks and listens to two women (one is the customer, and one is the Civil Servant). Script is as follows:

Caller: "Hi, I've been transferred a few times now, and I'm just trying to sort out this overpayment letter I've received."

Operator: "I'm sorry to hear that. I understand that this is frustrating for you and I will get this sorted out as soon as possible."

Caller: "I just find all of this back and forth with phone calls and letters very tiring and hard to deal with."

Operator: "I know it can be difficult. May I ask if there are any other reasons why you have been finding this difficult?"

Caller: "I suffer from a long-term illness which makes me lethargic and causes almost constant pain."

Operator: "OK, I have all your details here. Let me look into the overpayment and I'll call you back. When would be a convenient time for you?"

Caller: "Any time in the day is fine with me. It just takes me a long time to get to the phone. I also have difficulty remembering conversations sometimes."

	Instruction 
	Select two or more options, then [b]Confirm[/b].

	Option 1
	Find out how she can best help the customer going forward (y)

	Option 2
	Tell the customer that correspondence from now on will be in the form of a letter so it is easier for her (n)

	Option 3
	Make notes on the customer’s file to help future operators (y)

	Option 4
	Continue to resolve the complaint normally (n)

	Correct feedback
	That's right; you've picked the two best options. The operator needs to identify how she can best help the customer going forward. She should also make notes on the customer's file so that other colleagues know this person may require additional help.
	

	Incorrect feedback
	Actually, the operator needs to identify how she can best help the customer going forward. She should also make notes on the customer's file so that other colleagues know this person may require additional help.
	

	Notes
	Provide a transcript button for those who wish to read the transcript instead of listening.
	


Screen [13] - Filmstrip

	Text area
	Content 
	Graphic description (if applicable)

	Screen title
	Actions to use for vulnerable customers

	Initial text
	Here's some more top tips to help you deal with vulnerable customers and give them any extra help they may need:

· be flexible - if there is a way you can change the process slightly to fit the customer you should do it

· choose the best method of communication for the customer - this could be phone, email or even face-to-face

· be patient

· provide feedback to colleagues to improve future customer service

· always check with the customer that the action you propose to take is the best for them

Let's see what steps the operator took to give this vulnerable customer the additional help she needed.
	

	Instruction
	Select the down arrow for this activity to continue.

	Text area 1
	The operator put in the customer notes that the phone should be left to ring for a long time - this would also be useful if someone else had to phone her.
	Operator (Young black woman business attire) typing at the computer- side view.

	Text area 2
	After a discussion with the customer, the operator decided to send a letter describing what had happened and the resolution.
	Operator (Young black woman business attire) typing at the computer- front view.

	Text area 3
	The operator called back to make sure she had received the letter and was happy with the outcome.
	Operator (Young black woman business attire) on phone front view.


Screen [14] - Hot text

	Text area
	Content 
	Graphic description (if applicable)

	Screen title
	Summary

	Initial text
	Here's a quick recap of the main points:
	Operator (young black woman, in business attire and smiling) in office setting.

	Instruction
	Select each heading.

	Hot text item 1
	Effective communication

	Display text 1
	Useclear communication to both the customer (about the progress of the situation) and within departments (about lessons learned) is vital.

It's important to be aware of the individual needs of the customer and make 'reasonable adjustments' to accommodate them.

Explore the right channel for the customer and listen carefully to what they say.

In communications with customers, be aware of your language and tone.
	

	Hot text item 2
	Seek clarification

	Display text 2
	Seeking clarification from the customer enables us to focus on resolving the customer’s dissatisfaction, and avoid getting distracted by other incidental issues.

In the majority of cases, it's probably best to phone the customer when seeking clarification, but do bear in mind the need for reasonable adjustment.

Ask questions to establish what the dissatisfaction is and the impact its cause has had on the customer.

Find out what outcome the customer is hoping for and agree on a timeline for future action.
	

	Hot text item 3
	Vulnerable customers

	Display text 3
	A vulnerable customer is anyone who requires additional support. This might be someone who suffers from a disability or a mental health condition. Their vulnerability might be physical or emotional, and it could be a temporary or ongoing situation.

You need to identify if a customer needs additional help. Once you have identified this, ask them how you can help them to resolve their situation in the best possible way.

Once you've dealt with a complaint from a vulnerable customer, it's important to follow it up. To do that, you need to check if there's any further support you need to give.
	


Screen [15] – Final screen

	Text area
	Content 
	Graphic description 

	Screen title
	You're done!

	Body text
	You have now reached the end of this tutorial on Good complaint handling.

Select Back to top to view this tutorial again, or Exit to return to the website.


	


