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PROFESSIONAL COMMUNICATION AND MANAGEMENT OF CUSTOMER
COMPLAINTS COURSE

Principles and reasons

In the current situation, it is clearly seen that People have turned to give importance to
providing services. Whether within the organization or outside the organization and strive to
develop their services to be excellent Because service work is the main factor that customers or
service recipients can know and feel with their hearts. As the saying goes, That good service
Service providers must have a volunteer spirit. that want to serve Expressing yourself physically,
verbally, and mentally will make the person receiving the service aware of the happiness they have
received. Including up to the elimination of complaints that can be considered as something that
goes hand in hand with service providers in the form of merit and deeds.

Therefore, good service personnel must know communication methods and techniques for
resolving complaints in order to relieve customers' emotions and lead them to long-lasting loyalty
with the organization.

objective

e To provide training participants with knowledge and understanding of the importance and
role of service work. that can create a memorable image to impress customers

e To create knowledge and understanding for trainees in eliminating customer dissatisfaction
problems.

e To enable trainees to develop customer service skills. and receiving customer complaints
professionally

e To enable trainees to manage their own emotions while providing professional services.
Lecture topic

Working characteristics in the current service model

Review current work processes and handling complaints.
Understand your own perspective and customer perspective
Causes of customer dissatisfaction and complaints
Complaints, stress that employees have to deal with
Recognizing problems and ways to change your thinking
Pressure management techniques
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5 principles to control oneself from negotiations with customers
Activities: Turn a bad experience into a good one.
Intelligent control of emotions

Knowing how to encourage yourself to solve problems
Service heart that makes a difference

The second view indicates the customer's problem.
Emotion management activities

Managing emotions that arise after work

Politeness in tone and pronunciation

Aimed at creating a happy working style.

Opportunities behind problems when customers complain
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