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Complaint	management	process

For	example,	Zendesk	outlines	five	customer	types:	angry,	impatient,	vague,	demanding	and	challenging.	You	can	also	ask	them	to	rate	how	efficient	the	service	was	in	resolving	their	complaint.	In	short,	it’s	a	way	to	simplify	your	complaint	management	efforts	to	boost	efficiency,	provide	clarity	and	reduce	errors.	Sprout’s	tools	can	also	analyze
multilingual	data,	uncover	trending	topics	across	social	media	networks	and	review	platforms	with	hashtags	and	keywords.	It	also	helps	you	see	trends,	such	as	spikes	or	dips	in	complaints,	how	long	it	takes	agents	to	resolve	issues	and	how	satisfied	clients	are	with	support	interactions.	That	is	also	why	having	a	good	complaint	management	process
is	vital	for	the	success	of	a	customer	service	department.	Once	identified,	companies	can	prioritize	the	most	common	issues	and	implement	preventative	measures	to	keep	the	complaints	from	coming	up	in	the	first	place.	An	organized	complaint	management	system	streamlines	how	they	receive,	categorize	and	address	complaints—making	it	easier
for	your	agents	to	respond	and	resolve	issues.	Still,	research	shows	a	third	(33%)	of	consumers	would	consider	giving	a	company	a	second	chance	if	they	felt	the	brand	sincerely	tried	to	resolve	the	issue.	Some	industries	attract	more	complaints	than	others.	Therefore,	the	quicker	you	take	action	to	handle	client	concerns,	the	sooner	you	can	transform
their	poor	experiences	into	uplifting	ones.	Embrace	social	listening	Sprout	Social	has	social	media	listening	solutions	that	enable	you	to	track	mentions,	comments	and	conversations	related	to	your	brand	on	various	social	media	platforms—even	when	your	brand	isn’t	tagged.	What's	in	this	post?	Without	a	process,	your	customer	service	team	may
spend	more	time	and	energy	than	needed	to	resolve	issues	or	potentially	respond	in	a	way	that	could	do	more	harm	than	good	due	to	a	lack	of	information.	You	can't	get	rid	of	customer	complaints,	but	you	can	certainly	turn	them	to	your	advantage.	Improves	customer	experience	50%	of	customers	have	switched	to	competitors	after	one	negative
customer	experience,	while	80%	of	customers	will	switch	to	a	competitor	after	more	than	one	negative	experience.	Remain	calm	and	collected,	and	respond	politely	to	their	demands	and	feedback	because	these	clients	often	have	a	high	potential	to	become	brand	ambassadors.	Role-playing	exercises	allow	staff	members	to	practice	handling	different
types	of	complaints.	Effective	complaint	resolution	helps	turn	a	displeased	customer	into	a	satisfied	one,	increasing	their	chances	of	becoming	a	repeat	customer	and	fostering	brand	loyalty.	For	example,	in	Sprout,	the	Bot	Builder	helps	you	create	automated	chatbots	and	our	Saved	Replies	help	your	team	respond	to	common	complaints	even	faster.	It
will	also	demonstrate	your	commitment	to	resolving	issues	and	delivering	a	positive	experience.	The	study	revealed	that	different	types	of	customers	are	motivated	by	different	ideas,	attitudes,	and	personal	requirements.	For	example,	if	you’re	too	confrontational,	defensive	or	dismissive,	people	will	feel	you’re	not	taking	the	feedback	seriously	and	not
considering	their	concerns.	Complaint	management	is	the	process	of	handling	customer	complaints	within	an	organization.	Ask	probing	follow-up	questions	for	vague	customers	to	get	the	necessary	information.	However,	responding	calmly,	empathetically	and	earnestly	will	build	trust	with	current	and	potential	customers.	Communication	skills.	It’s
not	easy	for	your	customer	service	team	to	deal	with	unhappy	customers	all	day.	Used	car	dealers,	home	repair	and	health	and	wellness	companies	are	also	some	of	the	most	complained	about	companies.	For	example,	if	your	team	uses	AI	more	in	their	processes,	you	might	offer	training	to	ensure	your	agents	use	it	appropriately.	Majority	of	the
complaints	customer	complaints	derive	from	miscommunication,	impatient	responses	from	customer	service	agents,	or	the	multiple	channels	of	communication	that	customers	have	to	go	through	to	get	proper	assistance.	Increases	customer	satisfaction	(CSAT)	Your	customer	satisfaction	(CSAT)	scores	will	skyrocket	if	you	manage	complaints
effectively.	Successful	complaint	management	is	all	about	customer	care.	Having	an	effective	complaint	management	system	supports	you	in	gathering	consumer	insights,	which	has	a	significant	influence	on	the	following	five	areas:	Provides	valuable	customer	feedback	"Your	most	unhappy	customers	are	your	greatest	source	of	learning."	-	Bill	Gates
Bill	Gates	couldn't	be	more	right.	Continuous	training	As	your	company	evolves	and	grows,	your	customer	support	team	should	too.	Training	should	also	cover	new	policies	or	procedures	due	to	changing	regulations	or	industry	standards.	If	you	would	like	to	verify	this	for	yourself	please	see	the	attached	screenshot,	and	please	let	us	know
immediately	if	you	face	any	issues.	Resolution	time:	Set	a	target	for	the	average	time	to	resolve	a	customer	complaint.	Request	a	demo	today	to	learn	how	Sprout	can	improve	your	complaint	management	processes.	For	example,	Sprout	Social’s	help	center	includes	links	to	an	introductory	course	to	help	people	get	up	and	running	on	our	platform,
social	network-specific	guides	and	much	more.	According	to	Forbes	statistics,	63%	of	customers	are	more	likely	to	leave	a	company	after	experiencing	a	single	negative	experience,	and	nearly	two-thirds	of	customers	are	not	willing	to	wait	longer	than	two	minutes	for	assistance.	The	future	of	complaint	management	Positive	feedback	builds	trust	with
your	audience	and	boosts	your	brand	reputation.	Therefore,	the	questions	that	you	ask	your	customers	will	help	you	gaina	better	understanding	of	the	friction	levels	and	opportunities	for	improvement.	This	feature	lets	you	efficiently	respond	to	complaints,	filter	reviews	and	assign	tasks	to	other	users.	Here	are	some	common	metrics	you	can	track:
Customer	satisfaction	(CSAT)	score:	Maintain	a	high	CSAT	score	to	gauge	customer	satisfaction	with	the	complaint	resolution	process.	Williams	says	"The	first	step	in	exceeding	your	customer's	expectations	is	to	know	those	expectations."	What	better	way	to	know	those	expectations	and	prevent	your	organization	from	receiving	the	same	ones	over
and	over	again	than	to	receive	complaints?	Sentiment	analysis	tools	process	millions	of	comments	in	minutes,	distilling	the	data	into	an	accessible	dashboard.	Training	for	complaint	management	Training	your	agents	to	become	masters	at	complaint	management	can	be	an	easy	task	to	do.	Lastly,	integrated	complaint	management	software	and
searchable	knowledge	bases	will	ensure	your	agents	have	all	the	customer	information	they	need	in	one	central	place.	Convert	your	processes	from	manual	operations	such	as	creating	a	timeframe	for	customer	queries,	to	streamlined	workflows	based	on	the	conditions	you	specify.	Determine	the	customer	and	complaint	type	A	recent	study	by	the
University	of	Florida	explored	the	different	types	of	customer	complaints	and	the	different	types	of	customers	that	come	along	with	them.	Click	here	below	to	find	out	more!	FAQ			Getting	complaints	about	your	business	never	feels	great.	Track	customer	complaints	and	customer	feedback,	evaluate	it,	and	build	plans	on	how	you	can	remedy	any	issues
that	occur	-	all	while	keeping	your	customers	informed.	With	that	being	said,	having	complaint	management	software	will	enable	you	to	prioritize	complaints	depending	on	their	level	of	urgency.	Use	customers	to	gain	insights	on	how	you	can	improve	your	products	and	services.	The	higher	the	volume,	the	more	overwhelming	it	can	be	for	your	team,
but	a	complaint	management	system	helps	your	brand	respond	and	engage	with	unhappy	customers	at	scale.	Retorio's	behavioral	intelligence	platform	provides	real-time	feedback	and	recommended	exercises	personalized	to	each	learner.	That	is	why	your	support	agents	play	an	important	role	because	even	the	most	experienced	contact	center
agents	struggle	to	address	customer	complaints	about	products	or	the	quality	of	their	customer	service.	Stay	confidential	to	keep	the	client's	trust.	We	would	be	happy	to	fix	it."	In	some	cases,	it	can	be	beneficial	to	reach	out	to	customers	after	a	couple	of	days	to	ask	them	if	everything	is	still	going	well.	The	knowledge	base	is	also	searchable	so	that
users	can	find	answers	even	faster.	Using	a	complaint	management	system	to	scale	also	opens	up	more	benefits	and	opportunities	for	your	business,	including:	Improved	customer	experience	Unhappy	customers	don’t	like	to	wait.	This	will	demonstrate	your	company's	commitment	to	accomplishing	effective	complaint	management.	But	how	you
respond	to	negative	reviews	also	says	a	lot	about	your	business.	A	complaint	management	system	will	quickly	identify,	categorize	and	organize	complaints	to	solve	customer	problems	fast,	so	your	team	can	focus	on	executing	a	winning	customer	experience	strategy.	Allow	employees	to	learn	at	their	own	pace	and	in	a	psychologically	safe	space.	This
is	where	a	comprehensive	social	media	management	platform	like	Sprout	Social	shines.	When	you	listen	to	a	customer's	complaint	and	take	their	concerns	seriously,	you	are	already	one	step	ahead	in	improving	your	organization's	reputation.	Training	and	team	enablement	Set	your	customer	service	team	up	for	success	by	providing	them	with	training
and	resources	to	do	their	best	work.	Identify	repeat	problems	Complaint	management	systems	allow	users	to	zoom	out	and	identify	patterns	and	repeated	issues	by	organizing	complaints	in	a	centralized	place.	Doing	this	is	beneficial	to	our	company	as	it	keeps	track	of	all	feedback	and	improvements/changes	that	have	been	made	over	time.	Listen	and
ask	questions	When	receiving	a	minor	complaint	that	may	not	seem	like	a	big	deal,	remember	that	even	small	complaints	can	provide	you	with	insights	on	how	you	can	enhance	your	business.	And	a	knowledge	base	or	a	self-service	portal	integration	will	equip	your	agents	with	relevant	information,	solutions	or	FAQs.	Develop	a	help	center	Help	your
customers	help	themselves	by	creating	a	knowledge	base.	They	can	also	severely	impact	your	reputation.	Sprout	simplifies	online	review	management	by	pulling	reviews	from	Facebook,	Google	My	Business,	TripAdvisor	and	other	online	review	sites	into	one	platform.	With	the	right	training	programs	and	tools,	you	can	leverage	the	power	of	AI	video
training	to	create	an	ideal	customer-facing	team	and	turn	your	customers	into	loyal	brand	advocates.	However,	being	aware	of	the	different	types	of	customers	will	keep	you	prepared	on	how	you	can	respond	to	them	and	resolve	different	complaints	better.	Get	valuable	insights	into	the	behavior	of	successful	customer	service	teams	and	gain	the	best
practices.	Therefore,	if	you	wish	to	provide	excellent	customer	service,	consider	the	following	client	profiles:	Customers	that	are	confrontational:	instead	of	mirroring	their	negative	conduct,	be	firm	yet	kind	and	polite	to	them	to	show	professionalism	and	efficiency	in	your	services.	No	company	likes	to	hear	customer	service	complaints,	yet	even	the
finest	companies	can	occasionally	receive	a	bad	customer	review.	A	knowledge	base	or	help	center	is	a	dynamic	tool	for	your	customers	to	get	support.	Regularly	update	your	knowledge	database	to	include	new	information,	resources	or	resolution	strategies	based	on	customer	feedback.	You	can	explore	the	extensive	training	programs	that	Retorio
has	to	offer	to	help	our	company	deliver	a	flawless	customer	experience,	every	time	without	fail.	Afterward,	use	customer	feedback	to	analyze	complaints,	fix	issues,	and	identify	areas	that	may	require	more	attention.	Why	is	complaint	management	important?	To	accomplish	this,	you	can	use	the	following	statements	in	your	client	conversations:	At	the
end	of	the	complaint	process,	you	can	add:	"Please	let	us	know	if	there	are	any	further	concerns	you	would	like	for	us	to	look	into.	Some	of	the	most	important	skills	to	develop	when	it	comes	to	training	for	complaint	management	are	the	following:	Humility.	Customer	complaints	are	something	that	no	organization	can	avoid.	On	the	other	hand,	70%	of
unhappy	customers	whose	complaints	have	been	successfully	resolved	are	more	motivated	to	stay	in	business	with	the	company.	New	Voice	Media	reports	that	the	number	one	reason	that	causes	customers	to	switch	products	and	services	is	due	to	feeling	unappreciated.	Complaint	management	process	What	is	a	complaint	management	process,
exactly?	Create	training	materials	that	cover	the	fundamentals	of	complaint	management	and	outline	company	policies	and	procedures.	A	customer	complaint	will	reflect	to	you	exactly	where	you	need	to	improve	and	how.	Leverage	AI	AI	techniques	like	sentiment	analysis	give	you	a	quick,	data-informed	pulse	check	on	how	your	audience	feels	about
your	brand.	Reps	can	practice	numerous	scenarios	of	realistic	customer	discussions	and	improve	their	interpersonal	skills	by	using	Retorio's	AI-powered	video	simulations.	Set	a	policy	for	each	type	of	customer	and	complaint	Once	you’ve	categorized	your	customer	and	complaint	types,	create	guidelines	for	handling	and	resolving	specific	issues.	By
sharing	best	practice	with	you,	we	hope	you	will	be	able	to	reduce	the	number	of	complaints	that	are	escalated	to	the	Legal	Ombudsman	and	improve	service	standards	across	the	profession.	A	UK	restaurant	even	made	headlines	for	its	owner’s	heated	responses	to	poor	reviews,	proving	not	all	publicity	is	good	publicity.	Creativity	to	come	up	with
optimal	solutions.	Here	are	a	few	different	strategies	to	consider.	It	improves	customer	retention	and	satisfaction	and,	ultimately,	protects	your	bottom	line.	By	receiving	customer	complaints,	customers	will	share	their	personal	experiences	of	how	the	product	or	service	disappointed	them.	Knowledge	of	the	company's	products	and	services.
Mishandling	complaints	could	harm	your	company	even	more	than	the	complaint	itself.	Key	principles:	Be	transparent	Key	principles:	Mind	your	language	Complaints	process:	Listen	Complaints	process:	Inform	Complaints	process:	Respond	Complaints	process:	Learn	Therefore,	get	straight	to	the	solution.	It	can	take	time	to	track	down	complaints,
identify	them,	and	resolve	them	well	which	is	why	it	is	important	to	train	your	agents	to	be	efficient	in	their	process	management.	There	may	also	be	a	case	where	an	agent	is	not	able	to	handle	a	specific	client	issue	on	their	own.	Dealing	with	customer	dissatisfaction	can	be	frustrating,	which	is	why	this	blog	post	covers	the	five	key	steps	to	every
effective	complaint-handling	process,	in	order	to	prepare	you	to	resolve	customer	complaints	in	an	efficient	manner.	It	shows	you’re	committed	to	learning	and	growing	and	care	about	your	customers.	Below	we	outline	our	top	tips	for	best	practice	complaint	handling.	Ticketing	and	tracking	A	ticketing	system	is	software	that	manages	and	tracks
complaints	from	different	sources	and	assigns	them	to	the	right	people	on	your	team.	So,	how	do	you	manage	complaints	in	a	way	that	resolves	your	customers’	issues	efficiently	and	effectively?	What	is	the	complaint	management	process?	Most	importantly:	Kaizen	-	is	a	business	philosophy	developed	in	Japan	that	promotes	a	mindset	of	continuous
improvement	in	working	processes	to	increase	personal	efficiency.	Customers	that	have	premium	service:	It	does	not	matter	that	they	pay	a	premium	because,	at	the	end	of	the	day,	all	customers	should	be	valued	and	treated	the	same.	Depending	on	the	nature	of	your	business,	you	might	get	negative	feedback	at	all	hours,	and	your	customers	will	still
expect	a	timely	response.	Therefore,	take	your	time	to	learn	about	each	customer's	concerns,	get	to	the	root	cause,	and	take	in	their	negative	feedback	(we	see	it	as	valuable	feedback)	as	an	opportunity	to	enhance	your	customer	care	service.	However,	in	this	digital	age,	speed	is	the	name	of	the	game.	Remember	that	customers	do	not	expect	you	to
be	perfect.	From	review	management	to	automation,	AI	to	analytics,	Sprout	equips	you	with	everything	you	need	to	respond	and	resolve	issues	at	scale	while	maintaining	your	brand’s	reputation.	It’s	also	an	opportunity	to	become	the	‘hero’	in	your	customer’s	story.	What	is	the	importance	of	a	complaint	management	system?	It	automates	your
complaint	management	process	by	creating	tickets	based	on	pre-set	rules,	sending	notifications	and	reminders,	updating	tickets	and	generating	reports	and	insights.	You	can	also	categorize	complaints	based	on	severity	to	prioritize	responses.	However,	complaint	management	can	also	be	a	growth	opportunity,	providing	insights	to	improve	your
products,	services	or	customer	experience.	Net	promoter	score	(NPS)	:	Assess	how	likely	customers	are	to	recommend	the	company	based	on	their	complaint	resolution	experience.	They’ve	also	identified	a	few	common	types	of	complaints:	Long	wait	times	Inability	to	speak	with	a	human	Unsupportive	agents	Needing	to	repeat	information
Inconvenient	customer	service	hours	Difficulty	finding	relevant	information	Lack	of	support	channel	variety	Poor	service	or	product	Categorizing	customer	and	complaint	types	will	help	you	identify	the	best	response	for	the	situation	faster.	Having	an	organized	database	of	customer	complaints	will	allow	you	to	spot	patterns	and	identify	what	your
customers	desire	on	a	regular	basis.	First-contact	resolution	rate:	Measure	the	percentage	of	complaints	resolved	during	the	initial	contact	with	the	customer.	You	will	then	be	able	to	take	advantage	of	that	information	to	make	quality	changes	and	assure	customer	satisfaction.	But	the	way	you	respond	to	them	makes	all	the	difference.	Having	an
effective	complaint	management	process	helps	companies	succeed	faster	when	they	know	where	their	areas	of	improvement	are	and	approach	them	swiftly.	Create	an	immersive	learning	environment	that	caters	to	all	individual	needs.	In	fact,	rather	than	seeing	customer	complaints	as	something	negative,	try	seeing	them	as	an	opportunity	to	gain
valuable	customer	feedback	and	improve	your	services	to	boost	customer	satisfaction.	It	would	be	our	pleasure	to	assist	you	further."	Show	them	proof	that	the	solution	you	offer	works	by	saying:	"We	have	successfully	tested	out	the	solution	we	offered	you.	Also	offer	customer	service	skills	training	that	covers	topics	like	active	listening,	empathy	and
problem-solving.	Complaint	management's	main	purpose	is	to	resolve	customer	complaints,	find	areas	for	development,	and	provide	high-quality	products	or	services.	Customers	that	refuse	to	complain:	We	all	appreciate	them,	but	it	is	often	these	customers	that	go	to	your	competition	without	mentioning	their	displease	about	your	product	or
services.	Engaging	in	an	open	dialogue	on	social	media	or	review	platforms	demonstrates	transparency	and	responsiveness,	which	helps	foster	more	personal	relationships	with	your	audience.	Listening	skills.	Categorize	customer	and	complaint	types	Generally,	disgruntled	customers	and	their	complaints	fall	into	specific	categories.	Active	listening
techniques	can	also	aid	understanding	and	ensure	you’re	on	the	same	page.	Once	a	complaint	has	been	addressed,	be	sure	to	communicate	with	them	through	their	preferred	communication	channels.	Leverage	brand	safety	tools	like	our	Message	Spike	Alerts	to	track	increases	in	incoming	messages	and	quickly	identify	and	respond	to	negative
feedback.	What	is	complaint	management?	That’s	the	reality	of	running	a	business.	Before	we	dive	into	the	5	easy-to-follow	steps	of	a	complaint	management	process,	here	are	a	few	requirements	in	the	complaint	management	process	criteria	that	companies	should	aim	to	fulfill:	Being	customer-focused.	This	will	allow	for	a	smoother	exchange	of
information	and	will	make	the	customer's	life	much	easier	and	your	agents'	as	well.	In	reality,	customers	will	show	up	with	more	complex	behaviors	and	intentions	that	can	catch	you	off	guard.	However,	they	do	expect	you	to	handle	their	concerns	and	fix	them.	Respond	within	24	hours	A	customer	complaint	should	be	aimed	to	be	responded	to	within
24	hours.	Effective	complaint	management	increases	your	company's	level	of	credibility	and	turns	your	loyal	customers	into	strong	advocates	for	your	brand.	Here	is	a	report	from	Sprout’s	Listening	capability.	Create	engagement	opportunities	From	social	media	to	review	sites,	there	are	many	different	ways	for	customers	to	provide	feedback
publicly.	Make	note	of	the	complaint	in	your	database	Last,	but	not	least,	remember	to	keep	a	record	of	all	complaints	received.	It	builds	trust,	efficiency,	and	productivity	in	the	workplace	and	gives	your	company	a	positive	reputation	for	having	good	customer	service	agents.	Our	training	platform	allows	you	to:	Build	customized	libraries	of
personalized,	high-impact	training	content.	The	aim	of	the	below	guide	is	to	help	you	improve	the	overall	service	you	provide	to	your	customers.	Agente	should	continue	the	conversation	by	diving	deeper	into	customer	concerns	by	asking	questions	such	as:	"Could	you	please	elaborate	on	that?"	"Could	you	please	give	me	an	example?"	You	can	also
determine	ahead	of	time	what	information	is	required	from	customers	in	order	to	help	agents	respond	quickly.	Imagine	it	for	yourself:	if	you	complain	about	an	issue	that	comes	with	a	product	or	service	that	you	have	purchased,	you	would	also	wish	to	have	the	issue	fixed	in	a	timely	and	efficient	manner,	right?	Being	responsive.	For	example,	if	your
customers	are	upset	about	long	wait	times,	you	could	direct	them	to	self-service	options	where	they	can	find	solutions	independently.	Given	the	potential	fallout,	it’s	understandable	why	you	might	want	to	avoid	complaints	altogether,	let	alone	respond	to	them.	Being	transparent	and	traceable	when	it	comes	to	communication.	In	this	article,	we’ll
provide	a	breakdown	of	a	complaint	management	system	and	offer	tips	to	improve	your	reputation	management	processes.	Ensure	follow-ups	Tech	integrations	and	social	media	automation	can	ensure	timely	responses	to	complaints	without	having	a	team	of	agents	working	24/7.	Handling	customer	complaints	is	an	essential	part	of	a	good	customer
service	operation.	Therefore,	make	additional	effort	to	reach	out	to	them,	and	ask	them	if	there	is	anything	that	can	be	done	to	make	their	experience	better	and	resolve	their	issues.	This	can	be	a	lot	to	keep	up	with,	but	it	can	also	be	an	opportunity	to	engage	with	your	customers	directly.	In	the	end,	the	customer	said	the	wait	wasn’t	too	long	and
even	praised	the	airline’s	friendly	employees.	Those	are	just	a	few	examples.	Monitoring	consumer	feedback	across	several	platforms	will	provide	you	with	an	in-depth	overview	of	how	they	view	your	products	and	services.	In	this	case,	make	sure	that	they	are	trained	to	transmit	the	issue	over	to	an	agent	who	specializes	in	that	type	of	complaint	in	a
smooth	manner	that	does	not	cause	major	delays	or	prolonged	waiting	times.	This	provides	your	clients	with	quality	assurance	and	boosts	your	efficiency.	Promptly	responding	to,	and	addressing	your	customers’	specific	issues	can	turn	a	negative	experience	into	a	positive	one.	Strategies	for	improving	complaint	management	systems	Since	customer
expectations	and	preferences	will	likely	change	over	time,	you	should	regularly	review	and	update	your	complaint	management	system,	exploring	new	solutions	and	implementing	cutting-edge	technologies	to	enhance	your	process	and	customer	experience.	It	functions	well,	just	as	expected.	Provide	regular	training	to	inform	employees	about	the
latest	products,	services	and	organizational	updates.	According	to	our	Sprout	Social	Index	™,	almost	three-quarters	of	customers	expect	a	response	from	brands	on	social	within	24	hours.	Brand	loyalty	A	negative	experience	with	your	brand	may	deter	some	customers	for	good.	Why	not	start	now	and	learn	how	to	build	your	own	training	program?
Improves	customer	relationships	Complaint	management	is	important	for	building	strong	customer	relationships	as	it	builds	on	loyal	customers	and	leads	to	business	success.	Empathy	and	compassion.	The	software	enables	your	team	to	work	together	better,	ensuring	no	complaint	gets	lost	or	left	behind.	By	doing	so,	you	will	be	one	step	closer	to
establishing	a	loyal	customer	base.	Here	are	the	key	steps	to	set	up	a	standard	complaint	management	process.	Complaints	happen.	For	example,	Southwest	Airlines’	quick	response	to	a	customer	complaint	about	a	long	bag	check	line	reassured	the	unhappy	client	they	were	committed	to	serving	them	as	quickly	as	possible.	Retorio's	behavioral
intelligence	platform	will	help	to	ensure	that	your	organization	never	falls	victim	to	poor	customer	service.	When	addressed	correctly,	customer	complaints	can	lead	to	significant	improvements	in	your	customer	service	and	offers.	Set	benchmarks	Once	you	start	collecting	and	analyzing	complaint	management	data,	create	benchmarks	to	track	your
team’s	efforts	and	set	goals	for	improvement.	Efficient	complaint	management	helps	with	client	retention	as	well!	Keep	in	mind	that	customer	retention	is	now	known	as	the	new	customer	acquisition.	When	doing	so,	also	remember	to	always	inform	the	customer	why	they	are	being	transferred	over	to	another	agent	to	avoid	confusion.	Reduce	agent
burnout	Let’s	face	it.	An	effective	system	will	accept,	categorize	and	track	customer	complaints	from	initiation	to	resolution.	Customer	service	and	corporate	success	require	effective	complaint	management	in	order	to	retain	valuable	customers.	For	example,	social	listening	tools	powered	by	conversational	analytics	help	brands	monitor	hashtags	and
feedback	to	quickly	identify	negative	comments	and	respond.	However,	this	loyalty	is	earned	by	being	consistent	in	providing	value	when	it	comes	to	customer	problems,	and	you	do	not	desert	them	in	times	of	need.	On	the	other	hand,	if	you	notice	that	you	have	received	complaints	about	the	same	topic	from	numerous	customers	over	the	last	six
months,	it	indicates	that	the	complaint	requires	immediate	attention.	Customers	that	call	often:	It	can	be	frustrating	to	receive	a	call	from	the	same	customer	over	and	over	again.	Track	online	reviews	Customers	often	flock	to	review	sites	to	complain	about	a	company,	but	manually	monitoring	all	the	different	review	platforms	is	challenging.	Verify
the	complaint	once	it	has	been	resolved	Once	you	have	found	a	solution	for	a	customer	complaint,	make	sure	that	the	solution	works	for	them.	Provide	easy	access	(no	one	likes	complications	when	it	comes	to	resolving	a	complaint).	Turning	a	negative	situation	into	a	positive	outcome	will	help	win	their	loyalty	and	maybe	even	earn	your	brand	public
praise	on	social	media.	What	is	complaint	management?	Also	integrate	your	customer	service	tools	with	a	CRM	to	access	and	update	customer	profiles,	histories	and	preferences.	Train	your	agents	to	face	any	type	of	customer	and	complaint	with	ease	and	confidence.	The	more	you	standardize	responses,	the	better.	It	is	also	useful	in	the	case	that	a
similar	complaint	is	filed	more	than	once,,	agents	can	look	back	to	see	how	that	issue	was	tackled	and	what	else	can	be	done	differently	this	time.	This	will	impress	clients	to	want	to	work	together	with	your	company,	especially	if	it	holds	a	positive	brand	image.	Try	to	avoid	leaving	customers	hanging.	It	is	important	to	note	that	when	you	receive	a
customer	complaint,	they	are	simply	letting	you	know	what	is	wrong,	and	giving	you	the	chance	to	fix	the	situation.	This	will	help	your	agents	save	time	on	manual	tasks	and	invest	that	extra	time	to	respond	faster	to	new	complaints	and	interact	more	with	customers.	Builds	on	customer	loyalty	and	advocacy	Having	loyal	customers	is	something	that
every	organization	should	be	proud	of	and	aim	to	achieve.	As	Roy	H.	Take	accountability.	It	not	only	allows	you	to	acquire	important	customer	data,	but	it	also	allows	your	organization	to	advance	and	improve	its	services	and	production,	resulting	in	lower	expenses,	higher	profitability,	and	higher	customer	satisfaction.	From	lost	baggage	to	canceled
trips,	travel	industry	companies	often	deal	with	a	lot	of	customer	complaints.	Decisiveness	to	help	in	making	the	right	decisions	to	solve	complaints	quickly.	Brand	protection	How	you	handle	complaints	on	social,	directly	affects	your	brand’s	social	media	reputation.	After	all,	it's	always	in	the	details.
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