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What do dissatisfied customers expect 
after expressing dissatisfaction?
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Service Recovery is an 
opportunity!  Why?
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DID YOU KNOW?
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Take Ownership of Complaints!

Respond with...
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Recognize Concern

Respond with CARE
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For Managers:
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Complaint Grievance Process
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COMMON COMPLAINT
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When you apologize, DO...
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DON’T...

COMMON COMPLAINT
CUSTOMER'S 

FEELINGS
POTENTIAL RESPONSES

C. "I can see how this is frustrating to you."

A. "I apologize for the delay."

R. "Let me see what I can do for you."

E. "Is there anything  else I can do for you?"

C. 

A. 

R. 

E.  

C. 

A. 

R. 

E.  

Frustrated, angry, 

anxious, forgotten, 

ignored, unimportant.

EXAMPLE:  Two hour wait time  

for an appointment.

1.

2.
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