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One of the most unpleasant situations for any salesperson is when a customer returns to the store, dissatisfied with their purchase.

In fact, handling a complaint can be an opportunity to demonstrate real service and gain a loyal customer in the process. As with so many things, it all depends on how it’s done. There are a few steps worth bearing in mind:

1. The customer is dissatisfied and sometimes really annoyed. Give them time to vent their frustration. React openly and listen to them. Create a relaxed atmosphere. If possible, offer them something – a drink, for example. 

2. Show that you understand and genuinely regret the customer’s dissatisfaction. Show them that you take their concerns seriously and want to help them. But be careful: there is a different between being understanding and agreeing with someone. It is possible for someone to be disappointed by something without necessarily having genuine cause to complain. You will find this out during the next step.

3. Now it gets tricky. Let the customer explain the reason for their dissatisfaction calmly. Faults in the material or finishing are a genuine cause for complaint. If this is the case, it’s simple: offer them a replacement, refund, or exchange, depending on your store’s complaints policy. It is best to help the customer select something new as this could even lead to an additional sale. In this case, you could offer the customer a good price or throw something else in with their purchase. But if the customer wants their money back, give it to them. If possible, any refund should also be accompanied by a free gift of some sort. Exceed expectations.

4. But what should you do if there is no genuine cause for complaint? Typically, the customer might say that they no longer like the item or that it doesn’t fit well. Alternatively, it might transpire that the item was cleaned or handled in the wrong way or even damaged. Now you must ascertain how important this customer is to you. If you are being accommodating, you will exchange the item and politely explain that the reason they have given is not actually a legitimate cause for complaint. Your customer will thank you for being so obliging, recommend you to others, and remain faithful to your store.

The most important thing is that you stay calm and relaxed. At the end of the day, it’s not about you – even if it sometimes feels that way.
