
STEPS TO HANDLE A COMPLAINT

Protect yourself now. Visit proliability.com to apply. It ’s easy, fast and very affordable —  and that’s a fact!

• Rep eat  or  paraphrase the complaints  to  verify
understanding

• Ask for  assistance in  priorit iz ing the
complaints  and agree which one to tack le  f irst

• Use statements  such as

• I  u n d e r s t a n d  yo u r  co n ce r n .

• Yo u r  p o i n t  i s  we l l  t a ke n .

• T h a t  i s  a  va l i d  q u e s t i o n .

• Ca n  yo u  t e l l  m e  m o r e  a b o u t  t h a t ?

• H ow  d o  yo u  f e e l  t h i s  h a p p e n e d ?

• Ap olo gize without  admitting guilt

• I  a m  s o r r y  i f  t h a t  i s  w h a t  h a p p e n e d.

• P l e a s e  a cce p t  my  a p o l o g y  f o r  t h a t  s i t ua t i o n .

• Listen without  interrupting or  defending.

• Avoid conclusions.

• Never  judge.

• Don’t  place blame.

• Never  take a  defensive stance.

• Don’t  star t  solving the problem unti l  af ter  the
conversation is  concluded.

• From what  you said,  i t  is  my understanding that…

• What you are saying is…

• From your p ersp ec tive…

• What would b e helpful?

• Is  that  what  you are lo ok ing for?

• Do es that  answer your  question?

• Is  this  a  work able solution?

EXPLORE ALL CONCERNS ABOUT A COMPLAINT:

REFINE THE MOST IMPORTANT COMPLAINT FIRST:

DEFUSE OR OFFER SOLUTIONS:


