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In a restaurant, not so far away, in the not so
distant future, a telephone rings, a customer
complains... and the battle begins!

Handling customer complaints doesn't have to
always be a battle, with the right tools and
responses you can use complaints to your
advantage; to help you build your business.
B.L.A.S.T is a great tool that is used by companies
such as Yum! (Parent company of KFC, Taco Bell,
Pizza Hut, A&W, and Long John Silvers). Training
their employees in the basics of handling customer
complaints. The acronym stands for:

Believe

Listen

Apologize

Satisfy

Thank

How does your company deal with customer
complaints? The easiest way to find out is to pick
up the phone and play the role of the complaining
customer. What happened? If you were an irritated
customer, would you return? Using the B.L.A.S.T
guidelines, allows you to create a standardized
method for dealing with your complainers and
turning them into loyal customers.

Believe

This is the cornerstone of handling a customer
complaint. Yes, the customer may be lying and be
incorrect about their situation. It is important to
understand that your customer believes that your
establishment has wronged them.

Listen

Stop and listen to your customer's complaint. I'm
not certain whether it's natural instinct or just plain
stubbornness. As soon as a customer starts to
complain, we start to think of how we will respond
to the accusation before we are done listening, and
too often the case, already have the response ready
to fight back. Take a second, relax, and listen. On
occasion a complaining customer will be rude,
angry, and use vulgar language, stay the course

http://www.google.com/url?ct=abg&q=https://www.google.com/adsense/support/bin/request.py%3Fcontact%3Dabg_afc%26url%3Dhttp://ezinearticles.com/%253FDealing-With-Customer-Complaints---B.L.A.S.T%2526id%253D263054%26hl%3Den%26client%3Dca-pub-3754405753000444%26adU%3Dicmi.com/Training%26adT%3DVital%2BSkills%2B%2526amp%253B%2BKnowledge%26adU%3Dwww.SAS.com%26adT%3DCustomer%2BExperience%26adU%3DsearchCRM.TechTarget.com%26adT%3DCustomer%2BComplaints%26adU%3Dwww.CFIgroup.com%26adT%3DCustomer%2BSatisfaction%26adU%3Dzoho.com/CRM%26adT%3DDo%2BNot%2BSign%2BUp%2Bfor%2Ba%2BCRM%26adU%3DFrenchCulinary.com%26adT%3DRestaurant%2BManagement%26adU%3Dwww.Point-of-Reference.com%26adT%3DCustomer%2BReferences%2BProg%26adU%3Dwww.360EnterpriseSuite.com%26adT%3DThis%2BCRM%2Bhas%2BEverything%26adU%3Dwww.Informatica.com/Customer%26adT%3DCustomer%2Bsatisfaction%26adU%3Dwww.Groupon.com/Seattle%26adT%3DSeattle%2BCoupons%26adU%3Dwww.retailtouchpoints.com%26adT%3DRetail%2BTouch%2BPoints%26adU%3Dwww.contactservicesinc.com%26adT%3DCallScoreLive%26adU%3Dwww.FrontPointSecurity.com%26adT%3DFrontPoint%2BSecurity%25C2%25AE%26adU%3Dwww.tellusaboutus.com/solutions2%26adT%3DNeed%2BCustomer%2BFeedback%253F%26adU%3DCorporateTrainingMaterials.com%26adT%3DCustomer%2BService%26adU%3Dresponsetek.com%26adT%3DImprove%2BCustomer%2BSat%26adU%3DBuyerZone.com/CustomerServiceCenter%26adT%3DCustomer%2BService%2BCenters%26adU%3Dwww.Lendgo.com%26adT%3DRefinance%2Bat%2B2.8%2525%26adU%3Dwww.do-something.com/Cust-Service%26adT%3DCustomer%2BService%2BCareer%26adU%3Dthinkpassenger.com%26adT%3DOnline%2BMarket%2BResearch%26gl%3DUS&usg=AFQjCNFFZNgWZ6AYcM5dlHmB_0XyqW6ZfQ
http://googleads.g.doubleclick.net/aclk?sa=l&ai=BcBLnKG9-TcmsG6P4jAS7qMnKC8Kdt-MBovvp-hnAjbcB4IkcEAQYBCCMtP0BKBQ4AFDB1sKn_f____8BYMnmwo30pNAZoAG-_Zv9A7IBEWV6aW5lYXJ0aWNsZXMuY29tyAEB2gFQaHR0cDovL2V6aW5lYXJ0aWNsZXMuY29tLz9EZWFsaW5nLVdpdGgtQ3VzdG9tZXItQ29tcGxhaW50cy0tLUIuTC5BLlMuVCZpZD0yNjMwNTSAAgGoAwHoA2HoA8ID9QMAAAAA9QMAQAAA&num=4&sig=AGiWqtxO0C3uCCY1IZFNFtm9MDMvwaxq8A&client=ca-pub-3754405753000444&adurl=http://www.cfigroup.com/services/customer_satisfaction.asp
http://googleads.g.doubleclick.net/aclk?sa=l&ai=BcBLnKG9-TcmsG6P4jAS7qMnKC8Kdt-MBovvp-hnAjbcB4IkcEAQYBCCMtP0BKBQ4AFDB1sKn_f____8BYMnmwo30pNAZoAG-_Zv9A7IBEWV6aW5lYXJ0aWNsZXMuY29tyAEB2gFQaHR0cDovL2V6aW5lYXJ0aWNsZXMuY29tLz9EZWFsaW5nLVdpdGgtQ3VzdG9tZXItQ29tcGxhaW50cy0tLUIuTC5BLlMuVCZpZD0yNjMwNTSAAgGoAwHoA2HoA8ID9QMAAAAA9QMAQAAA&num=4&sig=AGiWqtxO0C3uCCY1IZFNFtm9MDMvwaxq8A&client=ca-pub-3754405753000444&adurl=http://www.cfigroup.com/services/customer_satisfaction.asp
http://googleads.g.doubleclick.net/aclk?sa=l&ai=BYXaaKG9-TcmsG6P4jAS7qMnKC_SjjOUBtLWY_x_AjbcBkLrXARAFGAUgjLT9ASgUOABQoefQhQFgyebCjfSk0BmgAczc8OQDsgERZXppbmVhcnRpY2xlcy5jb23IAQHaAVBodHRwOi8vZXppbmVhcnRpY2xlcy5jb20vP0RlYWxpbmctV2l0aC1DdXN0b21lci1Db21wbGFpbnRzLS0tQi5MLkEuUy5UJmlkPTI2MzA1NIACAcgC3N7REagDAegDYegDwgP1AwAAAAD1AwBAAAA&num=5&sig=AGiWqtytSSZP_T1WyNeYNGuaod2Eq2FGpQ&client=ca-pub-3754405753000444&adurl=http://www.zoho.com/crm/features.html%3Futm_campaign%3DCRM_Keyword_Only
http://googleads.g.doubleclick.net/aclk?sa=l&ai=BYXaaKG9-TcmsG6P4jAS7qMnKC_SjjOUBtLWY_x_AjbcBkLrXARAFGAUgjLT9ASgUOABQoefQhQFgyebCjfSk0BmgAczc8OQDsgERZXppbmVhcnRpY2xlcy5jb23IAQHaAVBodHRwOi8vZXppbmVhcnRpY2xlcy5jb20vP0RlYWxpbmctV2l0aC1DdXN0b21lci1Db21wbGFpbnRzLS0tQi5MLkEuUy5UJmlkPTI2MzA1NIACAcgC3N7REagDAegDYegDwgP1AwAAAAD1AwBAAAA&num=5&sig=AGiWqtytSSZP_T1WyNeYNGuaod2Eq2FGpQ&client=ca-pub-3754405753000444&adurl=http://www.zoho.com/crm/features.html%3Futm_campaign%3DCRM_Keyword_Only
http://googleads.g.doubleclick.net/aclk?sa=l&ai=BW3DaKG9-TcmsG6P4jAS7qMnKC9HUmd8BoeLY2xfAjbcBkO6cARAGGAYgjLT9ASgUOABQzK_G4AJgyebCjfSk0BmgAfmJ5-0DsgERZXppbmVhcnRpY2xlcy5jb23IAQHaAVBodHRwOi8vZXppbmVhcnRpY2xlcy5jb20vP0RlYWxpbmctV2l0aC1DdXN0b21lci1Db21wbGFpbnRzLS0tQi5MLkEuUy5UJmlkPTI2MzA1NIACAcgC6ezIFagDAegDYegDwgP1AwAAAAD1AwBAAAA&num=6&sig=AGiWqtz1Tj0yMJlb8Kmzxu1G_hoZuiIhBQ&client=ca-pub-3754405753000444&adurl=http://www.frenchculinary.com/landings/restaurant_management/index_1.asp%3FleadSrc%3DGOOPPC%26cmp%3Dpsc-goo-mgmt
http://googleads.g.doubleclick.net/aclk?sa=l&ai=BW3DaKG9-TcmsG6P4jAS7qMnKC9HUmd8BoeLY2xfAjbcBkO6cARAGGAYgjLT9ASgUOABQzK_G4AJgyebCjfSk0BmgAfmJ5-0DsgERZXppbmVhcnRpY2xlcy5jb23IAQHaAVBodHRwOi8vZXppbmVhcnRpY2xlcy5jb20vP0RlYWxpbmctV2l0aC1DdXN0b21lci1Db21wbGFpbnRzLS0tQi5MLkEuUy5UJmlkPTI2MzA1NIACAcgC6ezIFagDAegDYegDwgP1AwAAAAD1AwBAAAA&num=6&sig=AGiWqtz1Tj0yMJlb8Kmzxu1G_hoZuiIhBQ&client=ca-pub-3754405753000444&adurl=http://www.frenchculinary.com/landings/restaurant_management/index_1.asp%3FleadSrc%3DGOOPPC%26cmp%3Dpsc-goo-mgmt
http://googleads.g.doubleclick.net/aclk?sa=l&ai=BbLJfKG9-TcmsG6P4jAS7qMnKC4b6vd8B5tubqRbAjbcBsNbYARAHGAcgjLT9ASgUOABQ1L20jfn_____AWDJ5sKN9KTQGaABzoXQ_gOyARFlemluZWFydGljbGVzLmNvbcgBAdoBUGh0dHA6Ly9lemluZWFydGljbGVzLmNvbS8_RGVhbGluZy1XaXRoLUN1c3RvbWVyLUNvbXBsYWludHMtLS1CLkwuQS5TLlQmaWQ9MjYzMDU0gAIBqAMB6ANh6APCA_UDAAAAAPUDAEAAAA&num=7&sig=AGiWqtzeg83tKpes_6fwWOFL6ssOahk0oA&client=ca-pub-3754405753000444&adurl=http://www.point-of-reference.com/customerreferencemm/
http://googleads.g.doubleclick.net/aclk?sa=l&ai=BbLJfKG9-TcmsG6P4jAS7qMnKC4b6vd8B5tubqRbAjbcBsNbYARAHGAcgjLT9ASgUOABQ1L20jfn_____AWDJ5sKN9KTQGaABzoXQ_gOyARFlemluZWFydGljbGVzLmNvbcgBAdoBUGh0dHA6Ly9lemluZWFydGljbGVzLmNvbS8_RGVhbGluZy1XaXRoLUN1c3RvbWVyLUNvbXBsYWludHMtLS1CLkwuQS5TLlQmaWQ9MjYzMDU0gAIBqAMB6ANh6APCA_UDAAAAAPUDAEAAAA&num=7&sig=AGiWqtzeg83tKpes_6fwWOFL6ssOahk0oA&client=ca-pub-3754405753000444&adurl=http://www.point-of-reference.com/customerreferencemm/
http://googleads.g.doubleclick.net/aclk?sa=l&ai=B2maNKG9-TcmsG6P4jAS7qMnKC629_tgB5av06RTAjbcBoJaAARAIGAggjLT9ASgUOABQ9uqr0f3_____AWDJ5sKN9KTQGaABl_vy-AOyARFlemluZWFydGljbGVzLmNvbcgBAdoBUGh0dHA6Ly9lemluZWFydGljbGVzLmNvbS8_RGVhbGluZy1XaXRoLUN1c3RvbWVyLUNvbXBsYWludHMtLS1CLkwuQS5TLlQmaWQ9MjYzMDU0gAIBqAMB6ANh6APCA_UDAAAAAPUDAEAAAA&num=8&sig=AGiWqtxH2XYrpYk85_WApKBtpiSLRljtqw&client=ca-pub-3754405753000444&adurl=http://www.360EnterpriseSuite.com/crm_productivity.html
http://googleads.g.doubleclick.net/aclk?sa=l&ai=B2maNKG9-TcmsG6P4jAS7qMnKC629_tgB5av06RTAjbcBoJaAARAIGAggjLT9ASgUOABQ9uqr0f3_____AWDJ5sKN9KTQGaABl_vy-AOyARFlemluZWFydGljbGVzLmNvbcgBAdoBUGh0dHA6Ly9lemluZWFydGljbGVzLmNvbS8_RGVhbGluZy1XaXRoLUN1c3RvbWVyLUNvbXBsYWludHMtLS1CLkwuQS5TLlQmaWQ9MjYzMDU0gAIBqAMB6ANh6APCA_UDAAAAAPUDAEAAAA&num=8&sig=AGiWqtxH2XYrpYk85_WApKBtpiSLRljtqw&client=ca-pub-3754405753000444&adurl=http://www.360EnterpriseSuite.com/crm_productivity.html
http://googleads.g.doubleclick.net/aclk?sa=l&ai=Bu90CKG9-TcmsG6P4jAS7qMnKC82QvtcBrZTAuBnAjbcBsLY8EAkYCSCMtP0BKBQ4AFDHjb7zAWDJ5sKN9KTQGaAB4dSn_wOyARFlemluZWFydGljbGVzLmNvbcgBAdoBUGh0dHA6Ly9lemluZWFydGljbGVzLmNvbS8_RGVhbGluZy1XaXRoLUN1c3RvbWVyLUNvbXBsYWludHMtLS1CLkwuQS5TLlQmaWQ9MjYzMDU0gAIByAK95ocTqAMB6ANh6APCA_UDAAAAAPUDAEAAAA&num=9&sig=AGiWqtyXqcIpIp0B3qumntESY7px9EiJlQ&client=ca-pub-3754405753000444&adurl=http://vip.informatica.com/%3FelqPURLPage%3D8215
http://googleads.g.doubleclick.net/aclk?sa=l&ai=Bu90CKG9-TcmsG6P4jAS7qMnKC82QvtcBrZTAuBnAjbcBsLY8EAkYCSCMtP0BKBQ4AFDHjb7zAWDJ5sKN9KTQGaAB4dSn_wOyARFlemluZWFydGljbGVzLmNvbcgBAdoBUGh0dHA6Ly9lemluZWFydGljbGVzLmNvbS8_RGVhbGluZy1XaXRoLUN1c3RvbWVyLUNvbXBsYWludHMtLS1CLkwuQS5TLlQmaWQ9MjYzMDU0gAIByAK95ocTqAMB6ANh6APCA_UDAAAAAPUDAEAAAA&num=9&sig=AGiWqtyXqcIpIp0B3qumntESY7px9EiJlQ&client=ca-pub-3754405753000444&adurl=http://vip.informatica.com/%3FelqPURLPage%3D8215
http://googleads.g.doubleclick.net/aclk?sa=l&ai=BXYfcKG9-TcmsG6P4jAS7qMnKC_z367IC5OSDixvMxfWZVbDdrAEQChgKIIy0_QEoFDgAUJrl8Zr4_____wFgyebCjfSk0BmgAbylquUDsgERZXppbmVhcnRpY2xlcy5jb23IAQHaAVBodHRwOi8vZXppbmVhcnRpY2xlcy5jb20vP0RlYWxpbmctV2l0aC1DdXN0b21lci1Db21wbGFpbnRzLS0tQi5MLkEuUy5UJmlkPTI2MzA1NPgBAcACAagDAegDYegDwgP1AwAAAAD1AwBAAAA&num=10&sig=AGiWqtwEnj0eXDy-qf8ijHHj8u0HS2BU2g&client=ca-pub-3754405753000444&adurl=http://www.groupon.com/seattle/subscribe%3Futm_source%3DGoogle%26utm_medium%3Dcpc%26utm_campaign%3DExplorer%26d%3DWashington_-_Seattle%26p%3Dezinearticles.com%26a%3DText
http://googleads.g.doubleclick.net/aclk?sa=l&ai=BXYfcKG9-TcmsG6P4jAS7qMnKC_z367IC5OSDixvMxfWZVbDdrAEQChgKIIy0_QEoFDgAUJrl8Zr4_____wFgyebCjfSk0BmgAbylquUDsgERZXppbmVhcnRpY2xlcy5jb23IAQHaAVBodHRwOi8vZXppbmVhcnRpY2xlcy5jb20vP0RlYWxpbmctV2l0aC1DdXN0b21lci1Db21wbGFpbnRzLS0tQi5MLkEuUy5UJmlkPTI2MzA1NPgBAcACAagDAegDYegDwgP1AwAAAAD1AwBAAAA&num=10&sig=AGiWqtwEnj0eXDy-qf8ijHHj8u0HS2BU2g&client=ca-pub-3754405753000444&adurl=http://www.groupon.com/seattle/subscribe%3Futm_source%3DGoogle%26utm_medium%3Dcpc%26utm_campaign%3DExplorer%26d%3DWashington_-_Seattle%26p%3Dezinearticles.com%26a%3DText
http://googleads.g.doubleclick.net/aclk?sa=L&ai=BuMLTKG9-TcmsG6P4jAS7qMnKC-yU-KYB0vqBtATAjbcBgJBOEAsYCyCMtP0BKBQ4AFDz36iu______8BYMnmwo30pNAZsgERZXppbmVhcnRpY2xlcy5jb23IAQHaAVBodHRwOi8vZXppbmVhcnRpY2xlcy5jb20vP0RlYWxpbmctV2l0aC1DdXN0b21lci1Db21wbGFpbnRzLS0tQi5MLkEuUy5UJmlkPTI2MzA1NIACAagDAegDYegDwgP1AwAAAAD1AwBAAAA&num=11&sig=AGiWqtyZr1R9t3_OifhRzgKDEZf31QH73w&client=ca-pub-3754405753000444&adurl=http://www.retailtouchpoints.com
http://googleads.g.doubleclick.net/aclk?sa=L&ai=BuMLTKG9-TcmsG6P4jAS7qMnKC-yU-KYB0vqBtATAjbcBgJBOEAsYCyCMtP0BKBQ4AFDz36iu______8BYMnmwo30pNAZsgERZXppbmVhcnRpY2xlcy5jb23IAQHaAVBodHRwOi8vZXppbmVhcnRpY2xlcy5jb20vP0RlYWxpbmctV2l0aC1DdXN0b21lci1Db21wbGFpbnRzLS0tQi5MLkEuUy5UJmlkPTI2MzA1NIACAagDAegDYegDwgP1AwAAAAD1AwBAAAA&num=11&sig=AGiWqtyZr1R9t3_OifhRzgKDEZf31QH73w&client=ca-pub-3754405753000444&adurl=http://www.retailtouchpoints.com
http://googleads.g.doubleclick.net/aclk?sa=L&ai=BRgGqKG9-TcmsG6P4jAS7qMnKC4_qt9wB_9yLlBXAjbcBgNyIARAMGAwgjLT9ASgUOABQ6seVswZgyebCjfSk0BmyARFlemluZWFydGljbGVzLmNvbcgBAdoBUGh0dHA6Ly9lemluZWFydGljbGVzLmNvbS8_RGVhbGluZy1XaXRoLUN1c3RvbWVyLUNvbXBsYWludHMtLS1CLkwuQS5TLlQmaWQ9MjYzMDU0qAMB6ANh6APCA_UDAAAAAPUDAEAAAA&num=12&sig=AGiWqtxjcOhWQctjg1u5ZSPHbWxbUElGQQ&client=ca-pub-3754405753000444&adurl=http://www.contactservicesinc.com/prod_call_score_live.htm
http://googleads.g.doubleclick.net/aclk?sa=L&ai=BRgGqKG9-TcmsG6P4jAS7qMnKC4_qt9wB_9yLlBXAjbcBgNyIARAMGAwgjLT9ASgUOABQ6seVswZgyebCjfSk0BmyARFlemluZWFydGljbGVzLmNvbcgBAdoBUGh0dHA6Ly9lemluZWFydGljbGVzLmNvbS8_RGVhbGluZy1XaXRoLUN1c3RvbWVyLUNvbXBsYWludHMtLS1CLkwuQS5TLlQmaWQ9MjYzMDU0qAMB6ANh6APCA_UDAAAAAPUDAEAAAA&num=12&sig=AGiWqtxjcOhWQctjg1u5ZSPHbWxbUElGQQ&client=ca-pub-3754405753000444&adurl=http://www.contactservicesinc.com/prod_call_score_live.htm
http://googleads.g.doubleclick.net/aclk?sa=l&ai=BqIE5KG9-TcmsG6P4jAS7qMnKC-Pjp9YBy4H6ohrAjbcB8MPzARANGA0gjLT9ASgUOABQgYSQ7_v_____AWDJ5sKN9KTQGaAB-f7c8wOyARFlemluZWFydGljbGVzLmNvbcgBAdoBUGh0dHA6Ly9lemluZWFydGljbGVzLmNvbS8_RGVhbGluZy1XaXRoLUN1c3RvbWVyLUNvbXBsYWludHMtLS1CLkwuQS5TLlQmaWQ9MjYzMDU0gAIBqAMB6ANh6APCA_UDAAAAAPUDAEAAAA&num=13&sig=AGiWqtzYIc4WZlZVmXlj6QrhmeN8MsSyfw&client=ca-pub-3754405753000444&adurl=http://paths.frontpointsecurity.com/gcn%3Futm_source%3Dgoogle%26utm_medium%3Dcpc%26utm_term%3Dadt%2520security%2520customer%2520service%26utm_campaign%3Dcontent%2Bnw%2Bnonbranded%26mm_campaign%3D48c3033901f997662e7e82fe3b9a1866%26keyword%3Dadt_security_customer_service%26c1%3DGAW_CM_NW%26source%3DUSA_cmnb
http://googleads.g.doubleclick.net/aclk?sa=l&ai=BqIE5KG9-TcmsG6P4jAS7qMnKC-Pjp9YBy4H6ohrAjbcB8MPzARANGA0gjLT9ASgUOABQgYSQ7_v_____AWDJ5sKN9KTQGaAB-f7c8wOyARFlemluZWFydGljbGVzLmNvbcgBAdoBUGh0dHA6Ly9lemluZWFydGljbGVzLmNvbS8_RGVhbGluZy1XaXRoLUN1c3RvbWVyLUNvbXBsYWludHMtLS1CLkwuQS5TLlQmaWQ9MjYzMDU0gAIBqAMB6ANh6APCA_UDAAAAAPUDAEAAAA&num=13&sig=AGiWqtzYIc4WZlZVmXlj6QrhmeN8MsSyfw&client=ca-pub-3754405753000444&adurl=http://paths.frontpointsecurity.com/gcn%3Futm_source%3Dgoogle%26utm_medium%3Dcpc%26utm_term%3Dadt%2520security%2520customer%2520service%26utm_campaign%3Dcontent%2Bnw%2Bnonbranded%26mm_campaign%3D48c3033901f997662e7e82fe3b9a1866%26keyword%3Dadt_security_customer_service%26c1%3DGAW_CM_NW%26source%3DUSA_cmnb
http://googleads.g.doubleclick.net/aclk?sa=L&ai=B2CzoKG9-TcmsG6P4jAS7qMnKC-S2mNwBlObg_h_AjbcBsOMtEA4YDiCMtP0BKBQ4AFD7sJOU_f____8BYMnmwo30pNAZsgERZXppbmVhcnRpY2xlcy5jb23IAQHaAVBodHRwOi8vZXppbmVhcnRpY2xlcy5jb20vP0RlYWxpbmctV2l0aC1DdXN0b21lci1Db21wbGFpbnRzLS0tQi5MLkEuUy5UJmlkPTI2MzA1NIACAakCSDVJsnsxsT6oAwHoA2HoA8ID9QMAAAAA9QMAQAAA&num=14&sig=AGiWqtwsqJzn5HdGCZttjZl1TosxTFjy3w&client=ca-pub-3754405753000444&adurl=http://www.tellusaboutus.com
http://googleads.g.doubleclick.net/aclk?sa=L&ai=B2CzoKG9-TcmsG6P4jAS7qMnKC-S2mNwBlObg_h_AjbcBsOMtEA4YDiCMtP0BKBQ4AFD7sJOU_f____8BYMnmwo30pNAZsgERZXppbmVhcnRpY2xlcy5jb23IAQHaAVBodHRwOi8vZXppbmVhcnRpY2xlcy5jb20vP0RlYWxpbmctV2l0aC1DdXN0b21lci1Db21wbGFpbnRzLS0tQi5MLkEuUy5UJmlkPTI2MzA1NIACAakCSDVJsnsxsT6oAwHoA2HoA8ID9QMAAAAA9QMAQAAA&num=14&sig=AGiWqtwsqJzn5HdGCZttjZl1TosxTFjy3w&client=ca-pub-3754405753000444&adurl=http://www.tellusaboutus.com
http://ezinearticles.com/
http://ezinearticles.com/trusted-results/?google_kw=Customer+Service&google_rt=ChBNfm8oAAIg3AqDeyKsSk8jEhBDdXN0b21lciBTZXJ2aWNlGgic5hhKH0W7EigBUhMIxoXw3OfOpwIVJmmDCh0FcirS&google_page_url=http%3A%2F%2Fezinearticles.com%2F%3FDealing-With-Customer-Complaints---B.L.A.S.T%26id%3D263054
http://ezinearticles.com/trusted-results/?google_kw=Customer+Care&google_rt=ChBNfm8oAAIg9AqDeyKsSk8jEg1DdXN0b21lciBDYXJlGgjkbqU7WgQJTygBUhMIxoXw3OfOpwIVJmmDCh0FcirS&google_page_url=http%3A%2F%2Fezinearticles.com%2F%3FDealing-With-Customer-Complaints---B.L.A.S.T%26id%3D263054
http://ezinearticles.com/trusted-results/?google_kw=Customer+Feedback&google_rt=ChBNfm8oAAIg-AqDeyKsSk8jEhFDdXN0b21lciBGZWVkYmFjaxoIMopaRIDZ9IgoAVITCMaF8NznzqcCFSZpgwodBXIq0g&google_page_url=http%3A%2F%2Fezinearticles.com%2F%3FDealing-With-Customer-Complaints---B.L.A.S.T%26id%3D263054
http://ezinearticles.com/trusted-results/?google_kw=Customer+Survey&google_rt=ChBNfm8oAAIg_AqDeyKsSk8jEg9DdXN0b21lciBTdXJ2ZXkaCOv4ZbAi62aLKAFSEwjGhfDc586nAhUmaYMKHQVyKtI&google_page_url=http%3A%2F%2Fezinearticles.com%2F%3FDealing-With-Customer-Complaints---B.L.A.S.T%26id%3D263054
http://ezinearticles.com/submit/
http://members.ezinearticles.com/
http://ezinearticles.com/benefits/
http://ezinearticles.com/?type=experts
http://ezinearticles.com/endorsements/
http://ezinearticles.com/editorial-guidelines.html
http://ezinearticles.com/author-terms-of-service.html
http://ezinearticles.com/terms-of-service.html
http://ezinearticles.com/subscribe/
http://subscriptions.ezinearticles.com/
http://ezinearticles.com/rss/
http://blog.ezinearticles.com/
http://ezinearticles.com/about.html
http://ezinearticles.com/contact.html
http://shop.ezinearticles.com/
http://ezinearticles.com/advertise/
http://ezinearticles.com/affiliates/
http://ezinearticles.com/privacy-policy.html
http://ezinearticles.com/sitemap.html
http://ezinearticles.com/search/?type=advs
http://ezinearticles.com/trusted-results/?google_kw=Customer+Service&google_rt=ChBNfm8oAAUkTAqDRBimohxEEhBDdXN0b21lciBTZXJ2aWNlGgiFWu7b4lNsTSgBUhMIhZ_-3OfOpwIVIk2DCh39bFW8&google_page_url=http%3A%2F%2Fezinearticles.com%2F%3FDealing-With-Customer-Complaints---B.L.A.S.T%26id%3D263054
http://ezinearticles.com/trusted-results/?google_kw=Customer+Care&google_rt=ChBNfm8oAAUkYgqDRBimohxEEg1DdXN0b21lciBDYXJlGgi1H6jd3N2D8SgBUhMIhZ_-3OfOpwIVIk2DCh39bFW8&google_page_url=http%3A%2F%2Fezinearticles.com%2F%3FDealing-With-Customer-Complaints---B.L.A.S.T%26id%3D263054
http://ezinearticles.com/trusted-results/?google_kw=Customer+Feedback&google_rt=ChBNfm8oAAUkZwqDRBimohxEEhFDdXN0b21lciBGZWVkYmFjaxoISDyeygcOs9UoAVITCIWf_tznzqcCFSJNgwod_WxVvA&google_page_url=http%3A%2F%2Fezinearticles.com%2F%3FDealing-With-Customer-Complaints---B.L.A.S.T%26id%3D263054
http://ezinearticles.com/trusted-results/?google_kw=Customer+Survey&google_rt=ChBNfm8oAAUkagqDRBimohxEEg9DdXN0b21lciBTdXJ2ZXkaCGE8O2oA8sTVKAFSEwiFn_7c586nAhUiTYMKHf1sVbw&google_page_url=http%3A%2F%2Fezinearticles.com%2F%3FDealing-With-Customer-Complaints---B.L.A.S.T%26id%3D263054
http://ezinearticles.com/trusted-results/?google_kw=Customer+Loyalty&google_rt=ChBNfm8oAAUkbgqDRBimohxEEhBDdXN0b21lciBMb3lhbHR5GgiOqYxcAkpSqigBUhMIhZ_-3OfOpwIVIk2DCh39bFW8&google_page_url=http%3A%2F%2Fezinearticles.com%2F%3FDealing-With-Customer-Complaints---B.L.A.S.T%26id%3D263054
http://ezinearticles.com/
http://ezinearticles.com/?cat=Business
http://ezinearticles.com/?cat=Business:Customer-Service
http://ezinearticles.com/?expert=Albert_Barneto
http://ezinearticles.com/?Dealing-With-Customer-Complaints---B.L.A.S.T&type=sv&id=263054
http://ezinearticles.com/comment.php?Dealing-With-Customer-Complaints---B.L.A.S.T&id=263054
http://www.google.com/url?ct=abg&q=https://www.google.com/adsense/support/bin/request.py%3Fcontact%3Dabg_afc%26url%3Dhttp://ezinearticles.com/%253FDealing-With-Customer-Complaints---B.L.A.S.T%2526id%253D263054%26hl%3Den%26client%3Dca-pub-3754405753000444%26adU%3Dicmi.com/Training%26adT%3DVital%2BSkills%2B%2526amp%253B%2BKnowledge%26adU%3Dwww.SAS.com%26adT%3DCustomer%2BExperience%26adU%3DsearchCRM.TechTarget.com%26adT%3DCustomer%2BComplaints%26adU%3Dwww.CFIgroup.com%26adT%3DCustomer%2BSatisfaction%26adU%3Dzoho.com/CRM%26adT%3DDo%2BNot%2BSign%2BUp%2Bfor%2Ba%2BCRM%26adU%3DFrenchCulinary.com%26adT%3DRestaurant%2BManagement%26adU%3Dwww.Point-of-Reference.com%26adT%3DCustomer%2BReferences%2BProg%26adU%3Dwww.360EnterpriseSuite.com%26adT%3DThis%2BCRM%2Bhas%2BEverything%26adU%3Dwww.Informatica.com/Customer%26adT%3DCustomer%2Bsatisfaction%26adU%3Dwww.Groupon.com/Seattle%26adT%3DSeattle%2BCoupons%26adU%3Dwww.retailtouchpoints.com%26adT%3DRetail%2BTouch%2BPoints%26adU%3Dwww.contactservicesinc.com%26adT%3DCallScoreLive%26adU%3Dwww.FrontPointSecurity.com%26adT%3DFrontPoint%2BSecurity%25C2%25AE%26adU%3Dwww.tellusaboutus.com/solutions2%26adT%3DNeed%2BCustomer%2BFeedback%253F%26adU%3DCorporateTrainingMaterials.com%26adT%3DCustomer%2BService%26adU%3Dresponsetek.com%26adT%3DImprove%2BCustomer%2BSat%26adU%3DBuyerZone.com/CustomerServiceCenter%26adT%3DCustomer%2BService%2BCenters%26adU%3Dwww.Lendgo.com%26adT%3DRefinance%2Bat%2B2.8%2525%26adU%3Dwww.do-something.com/Cust-Service%26adT%3DCustomer%2BService%2BCareer%26adU%3Dthinkpassenger.com%26adT%3DOnline%2BMarket%2BResearch%26gl%3DUS&usg=AFQjCNFFZNgWZ6AYcM5dlHmB_0XyqW6ZfQ
http://googleads.g.doubleclick.net/aclk?sa=l&ai=B_WaDKG9-TcmsG6P4jAS7qMnKC6zOgd0BxKzFzRjAjbcB4PSfARABGAEgjLT9ASgUOABQ7LfAvvz_____AWDJ5sKN9KTQGaAB1rrn8QOyARFlemluZWFydGljbGVzLmNvbcgBAdoBUGh0dHA6Ly9lemluZWFydGljbGVzLmNvbS8_RGVhbGluZy1XaXRoLUN1c3RvbWVyLUNvbXBsYWludHMtLS1CLkwuQS5TLlQmaWQ9MjYzMDU0gAIBqAMB6ANh6APCA_UDAAAAAPUDAEAAAA&num=1&sig=AGiWqtzAQPZ0WvZgmlRO4EDED1wzyj09Iw&client=ca-pub-3754405753000444&adurl=http://www.icmi.com/Training/Courses/Essential-Skills-and-Knowledge/2011-05-17-Toronto-ON
http://googleads.g.doubleclick.net/aclk?sa=l&ai=B_WaDKG9-TcmsG6P4jAS7qMnKC6zOgd0BxKzFzRjAjbcB4PSfARABGAEgjLT9ASgUOABQ7LfAvvz_____AWDJ5sKN9KTQGaAB1rrn8QOyARFlemluZWFydGljbGVzLmNvbcgBAdoBUGh0dHA6Ly9lemluZWFydGljbGVzLmNvbS8_RGVhbGluZy1XaXRoLUN1c3RvbWVyLUNvbXBsYWludHMtLS1CLkwuQS5TLlQmaWQ9MjYzMDU0gAIBqAMB6ANh6APCA_UDAAAAAPUDAEAAAA&num=1&sig=AGiWqtzAQPZ0WvZgmlRO4EDED1wzyj09Iw&client=ca-pub-3754405753000444&adurl=http://www.icmi.com/Training/Courses/Essential-Skills-and-Knowledge/2011-05-17-Toronto-ON
http://googleads.g.doubleclick.net/aclk?sa=l&ai=B2dHfKG9-TcmsG6P4jAS7qMnKC9j0-oMCmIyKvxrAjbcBwIWQARACGAIgjLT9ASgUOABQ1tKgoP______AWDJ5sKN9KTQGaAB9uPa_gOyARFlemluZWFydGljbGVzLmNvbcgBAdoBUGh0dHA6Ly9lemluZWFydGljbGVzLmNvbS8_RGVhbGluZy1XaXRoLUN1c3RvbWVyLUNvbXBsYWludHMtLS1CLkwuQS5TLlQmaWQ9MjYzMDU0gAIByAKY-_IYqAMB6ANh6APCA_UDAAAAAPUDAEAAAA&num=2&sig=AGiWqty5N4jxtKrojqYTyM6XI7xgASsWlw&client=ca-pub-3754405753000444&adurl=http://www.sas.com/apps/sim/redirect.jsp%3Fdetail%3DSIM62683_C262
http://googleads.g.doubleclick.net/aclk?sa=l&ai=B2dHfKG9-TcmsG6P4jAS7qMnKC9j0-oMCmIyKvxrAjbcBwIWQARACGAIgjLT9ASgUOABQ1tKgoP______AWDJ5sKN9KTQGaAB9uPa_gOyARFlemluZWFydGljbGVzLmNvbcgBAdoBUGh0dHA6Ly9lemluZWFydGljbGVzLmNvbS8_RGVhbGluZy1XaXRoLUN1c3RvbWVyLUNvbXBsYWludHMtLS1CLkwuQS5TLlQmaWQ9MjYzMDU0gAIByAKY-_IYqAMB6ANh6APCA_UDAAAAAPUDAEAAAA&num=2&sig=AGiWqty5N4jxtKrojqYTyM6XI7xgASsWlw&client=ca-pub-3754405753000444&adurl=http://www.sas.com/apps/sim/redirect.jsp%3Fdetail%3DSIM62683_C262
http://googleads.g.doubleclick.net/aclk?sa=L&ai=BHMSrKG9-TcmsG6P4jAS7qMnKC_3Ws88BpZXg5xXAjbcBsMwLEAMYAyCMtP0BKBQ4AFCqp8TB_P____8BYMnmwo30pNAZsgERZXppbmVhcnRpY2xlcy5jb23IAQHaAVBodHRwOi8vZXppbmVhcnRpY2xlcy5jb20vP0RlYWxpbmctV2l0aC1DdXN0b21lci1Db21wbGFpbnRzLS0tQi5MLkEuUy5UJmlkPTI2MzA1NMgCpcCKAagDAegDYegDwgP1AwAAAAD1AwBAAAA&num=3&sig=AGiWqtzeS8xGuP2t9u7YftriKerjmfc3mw&client=ca-pub-3754405753000444&adurl=http://searchcrm.techtarget.com/resources/Evaluating-CRM-software%3Futm_source%3Dgoogle%26utm_medium%3Dcpc%26int%3Doff%26pre%3Doff%26utm_term%3DGCN%26utm_content%3Dsy_lp11052010GOOGOTHR_GsidsCRMsupp%26utm_campaign%3DsCRMsuppCampaignNA_sCRMsuppCampaignNA4
http://googleads.g.doubleclick.net/aclk?sa=L&ai=BHMSrKG9-TcmsG6P4jAS7qMnKC_3Ws88BpZXg5xXAjbcBsMwLEAMYAyCMtP0BKBQ4AFCqp8TB_P____8BYMnmwo30pNAZsgERZXppbmVhcnRpY2xlcy5jb23IAQHaAVBodHRwOi8vZXppbmVhcnRpY2xlcy5jb20vP0RlYWxpbmctV2l0aC1DdXN0b21lci1Db21wbGFpbnRzLS0tQi5MLkEuUy5UJmlkPTI2MzA1NMgCpcCKAagDAegDYegDwgP1AwAAAAD1AwBAAAA&num=3&sig=AGiWqtzeS8xGuP2t9u7YftriKerjmfc3mw&client=ca-pub-3754405753000444&adurl=http://searchcrm.techtarget.com/resources/Evaluating-CRM-software%3Futm_source%3Dgoogle%26utm_medium%3Dcpc%26int%3Doff%26pre%3Doff%26utm_term%3DGCN%26utm_content%3Dsy_lp11052010GOOGOTHR_GsidsCRMsupp%26utm_campaign%3DsCRMsuppCampaignNA_sCRMsuppCampaignNA4
http://feeds.ezinearticles.com/category/Business:Customer-Service.xml
http://feeds.ezinearticles.com/category/Business:Customer-Service.xml


Dealing With Customer Complaints - B.L.A.S.T

http://ezinearticles.com/?Dealing-With-Customer-Complaints---B.L.A.S.T&id=263054[3/14/2011 12:42:02 PM]

Customer Service
Workshop materials to teach customer
service workshops.
CorporateTrainingMaterials.com

Improve Customer Sat
Learn survey best practices to
optimize your customer sat
responsetek.com

Customer Service Centers
Compare Rates & Services and Save
Visit Now for Free Price Quotes!
BuyerZone.com/CustomerServiceCenter

Refinance at 2.8%
$160,000 Mortgage for $659/mo. No
SSN Req. 3.1% apr. Free Quotes!
www.Lendgo.com

Customer Service Career
Get free info from career schools
offering Customer Service Training
www.do-something.com/Cust-Service

Online Market Research
Actionable Customer Insights via
Private Online Communities.
thinkpassenger.com

#1 Business Plan Company
Award Winning MBAs, Perfect BBB
Record, Fast Turnaround. Free Quote
www.Ethos360.com

and remain calm and level headed.

When the customer is done venting; in a calm, non-
judgmental tone, repeat their problem. An example
I used in my KFC for a mispacked order:

"What I hear you saying is that, you came in
ordered and paid for 10 Pieces of chicken and when
you got home, you only received 8, is that correct?"

By repeating the problem at hand, you've
demonstrated your ability to the customer that you
heard and understood their problem.

Listen and clarify. Never defend or justify. The
customer doesn't care if you were shorthanded or if
you're having a bad day, they only care that they
get taken care of. No excuses, just solutions.

Apologize

Always apologize even if you did nothing wrong.
From your customers' perspective, they have a
legitimate complaint, and they expect an apology. It
could be as simple as "I'm sorry we've
inconvenienced you." or "I'm sorry I know how
frustrating it is to buy dinner for my family, only
not to have everything there when I get home" A
sincere apology will usually diffuse a lot of
frustration that the customer has. There is an
exception to this rule though, if a customer calls
with a critical complaint, such as food poisoning,
don't apologize, it may be construed as an
acceptance of guilt, instead refer to your company's procedures for such events.

Satisfy

Make it right. Ask the customer "What can I do to make this right for you"? Be the judge of what is fair
of course, but allow them the opportunity to feel empowered over the situation. Many times they may
ask for the problem be taken care of on their next visit or maybe that you talk to the person who
made the mistake and correct them. We used a great system of sending out a personalized postcard
apologizing for the mistake, it was a couple of handwritten sentences (yes, many times with spelling
mistakes from my team members), but it was personal and always well received. We always gave them
the unexpected as well, maybe a free dessert or an extra side dish just to show that we cared about
them.

Thank

At the beginning, at the end, in the middle; it doesn't matter, thank the customer for calling and
complaining.

Why? With the simple act of complaining, your customer is telling you "I care about your business and
your success". They are giving you the opportunity to fix the problem and invite them back so they can
give you more of their money. Puts a different spin on it doesn't it? Thank them for giving you that
second chance, for letting you know that something in your restaurant didn't work like it normally does,
for giving you the chance to make it right, and for the opportunity not to damage your reputation!

Reputation? I had to throw that one in. You work hard, day in day out, trying the best to make your
business the best, and yet one unhappy customer can take it away from you. A happy customer will tell
two or three friends about a good experience, but an unhappy customer will tell at least ten friends
about their experience and it always multiplies through word of mouth. Case in point, when I moved
cross country to my new hometown, I was at a Chamber of Commerce event and being the new person
in the group, I introduced myself and what we did. No sooner than five minutes passed did I get a list
of 10 restaurants in my area that in their opinion were in "need of my services". Only one person gave
me a good restaurant. I didn't ask, I was told. To this day I still haven't been to those restaurants as a
customer, why do I want to give them my hard earned money, when they made my new friends
unhappy? It may not be a rational thought, but it is human nature.

Will some people take advantage of your kindness? Of course, a rule of thumb I used in my restaurant
was:

First time shame on me,

Second time shame on me, but I'm watching you,
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Third time... Shame on you and I will make the decision on how I will deal with you as a customer. 
Keep track of who calls to complain, names, phone numbers for follow up, addresses for your
postcards. Using a binder and tracking your complaints, you will be able to detect and deter those that
would take advantage of your new complaint procedures.

Adding B.L.A.S.T to your expanding toolbox of customer service tools will help you in dealing with
customer complaints and turn them around so they can tell their friends what great service you have!

Albert Barneto is a managing partner of CustomerTrend Mystery Shopping and Customer
Satisfaction Surveys at http://www.CustomerTrend.com and has more than 15 years of professional
experience as a front line manager evaluating the "pulse" of customers and employees. Customer
satisfaction survey services are offered to restaurant and retail chains including Video Mystery
Shopping, Telephone Mystery Shopping, and Employee Feedback Solutions. Albert Barneto may be
reached toll free at 1-(866)-509-9888

Article Source: http://EzineArticles.com/?expert=Albert_Barneto
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