


A globally successful One Day Workshop for CCAM members on how to maintain
customer satisfaction when there is a service breakdown

How to maintain customer satisfaction when there is a service breakdown.

A Complaint Is a GIFT has helped organizations around 
the world build customer loyalty through a positive 
approach to complaints handling.  At this course, we  
help change participants’ attitudes to complaints – from 
treating them as problems, to seeing them as gifts of 
opportunities to improve.

We then give them  the skills to  deal with complaints 
with TMI’s 8 Step Gift Formula. The end result is 
employees  who are more confident and less stressed 
when dealing with complaints, and organisations  
develop more loyal customers.

An important part of a company’s quality assurance is 
having a good customer complaints culture and service 
recovery process.

This workshop provides practical strategies for 
complaint handling. It costs five times less to retain an 
existing customer than it does to win a new one. 
Effective handling of complaints is therefore an essential 
part of today’s business life. The first step is to ensure 
that customer complaints are listened and responded to 
positively. By concentrating on customer satisfaction 
with your handling of their complaint, you can achieve 
long term customer loyalty.

The A Complaint Is a Gift workshop is an interactive, 
fast-paced experience that creates awareness of the 
complaints culture as it is today, and takes constructive 
steps to make improvements.

Practical and Hands-on workshop

This practical workshop will help your organisation 
become more effective when dealing with service 
breakdowns that lead to customer complaints. Key 
outcomes for participants include

-  Improve Complaints mindset
-  Improve skills in complaints handling and dealing   
    with angry customers;
-  Understand customer emotions – as well as your own;
-  Learn proven techniques for transforming complaints  
    into loyal customers;

Key Modules In this 1 day session

-  The importance of complaints and their contribution
-  Ineffective and Effective Service Recovery when   
    responding to complaints
-  The TMI 8 Step Gift Formula in handling complaints –  
    face to face or over the phone
-  Creating Partnership with customer to solve
    customer’s problems
-  Strokes and the implication on building 
    relationships

HRDF
CLAIMABLE




