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Can you deal with the problem? 

Exchanges and refunds

Dealing with angry customers

Keeping track of problems

Inside retail

H
an

dl
in

g 
cu

st
om

er
 s

er
vi

ce
 p

ro
bl

em
s



. . . Keeping
track of
problems can
provide you
with useful
information
concerning
levels of
customer
satisfaction...

Introduction
When you work in a customer-focused environment, it is inevitable that
you will deal with customers who have problems or complaints.
Sometimes the customer will be angry or upset. You will not be expected
to deal with major complaints yourself; your manager will be responsible
for them. You will, however, encounter everyday problems and queries
that you will be expected to solve yourself and you may have to take
down details or messages from a customer who is unhappy.

Keeping track of problems can provide you with useful information
concerning levels of customer satisfaction. 

Can you deal with the problem?
First, it is important to know the difference between:

• a problem that you can deal with yourself

• a problem that you will need to put in writing and refer on to 
your manager.
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£ Give two examples of problems you could deal with
yourself:

Give two examples of problems you would pass on to
someone else:

You can usually group problems into the following categories:

• quality issue – a problem or complaint about the standard of a product
or an aspect of a service that was not up to standard

• organisational system or procedure, such as a delivery that is late or
incorrect

• individual personnel, such as a complaint against a member of staff.



Top tip
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£ Go back to your examples in the first activity and put each
one into one of these three categories. 

. . .Your main
priority is to
listen to the
customer then
decide on your
course of
action...

Exchanges and refunds
When a customer returns a product to the store for either an exchange or 
a refund, they may be disappointed that the product has not met their
expectations.

A customer will expect you to empathise with their problem. They may 
be returning:

• goods that are faulty

• clothing that is damaged

• shoes that have broken

• food that is bad

• items that don’t fulfil their promise.

To deal with the problem effectively, here are a few things you will need 
to check:

• date of purchase/sell-by date

• receipt

• guarantee

• appearance of the item for external damage

• wear and tear

• whether clothing has been worn and washed

• whether there is a similar item in stock for exchange

• the recommended lifespan of the product.

£ Name three occasions when you dealt with a return or exchange. What did you do? 
How did the customer react?

Problem Your action Customer response
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Procedure for handling complaints
When the customer first complains, they are often at the peak of their
anger. Your objective is to calm them down by the end of the conversation,
by following these steps:

1 Let the customer have his or her say and take notes.

2 Ask questions to clarify any points: ‘Can I just clarify how many hours
it was before your TV was delivered?’

3 Summarise the problem: ‘So you waited an hour for your television and
then had to go out.’

4 Say what you propose to do: ‘I am going to call deliveries straight
away’ or ‘I will pass all this information on to my manager.’

5 Give timescales: ‘The television should be with us first thing tomorrow
morning.’

6 Keep the customer informed: ‘Just to let you know, I called deliveries
today and they said that they’d ring back this afternoon.’

£ Find out about 
your company’s
complaints policy or
procedure. Ask your
manager to discuss
the complaints
procedure with you. 

Use the table below
to complete a
checklist for
handling problems
or complaints. The
first two have been
filled in to give you
some ideas.

Do Don’t

Take notes Interrupt

Stay calm Shout

Handling problems or complaints checklist

Dealing with angry customers
At some stage, you may have to deal with angry customers on the phone and face to face during the course of
your work.

The first thing to remember is not to take anything the customer says personally. The person is not angry with
you; they are complaining about a product or service that you provide. They see you, as a representative of the
company that sold them the product or service, as the person responsible for solving their problem.

Your main priority is to listen to the customer then decide on your course of action. You may well need to refer
the problem to your manager, but if the customer is angry, you may not have the chance to do so straight away.
You need to be able to look beyond their anger to stay focused on the issue.
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Keeping track of problems 
Problems often follow trends that may differ in certain areas or at different
times of the year. Any research you can carry out concerning problems
provides your company with valuable information that they can use when
making improvements, such as a change of system or procedure or
introducing some staff training.

Here’s how one company kept a log of complaints over 6 months:

. . . Any research

you can carry 

out concerning

problems

provides your

company with

valuable

information that

they can use

when making

improvements...

Top tip

It’s easier to see where problems are happening most if you can present
your data visually, like this:

To turn your data into a pie chart, you first need to work out the size of
each segment. To do this, you need to work out what percentage of the
whole pie each total represents.

1 1 6 0

2 1 2 0

3 3 4 1

4 2 0 0

5 1 2 1

6 0 2 0

Totals 8 16 2

Quality 31%

Here’s how you carry out the
calculation using the Quality
column from the table as an
example:

There is a total of 26 complaints
over the 6-month period. Eight of
these are about quality. We can
show this as a fraction: 

8 
26

We can convert this to a
percentage as follows:

8   x  100
26

You can simplify the calculation by
dividing 8 and 26 by 2 like this:

4   x  100  = 400  =  30.76%
13 13

If you round up 30.76 to the
nearest whole number, you get 31.
The number of problems
concerning quality therefore
represents 31% of the total.

Month Type of problem or complaint

Quality Organisational Personnel



. . . It is useful
to keep a record
of problems after
introducing any
changes to your
service. 
You can then
compare pie
charts and note
whether or not
problems have
been reduced...

Top tip

£ Now work out the percentage of problems from the 
other two columns of the table and write these on the 
pie chart.

Organisational

Personnel

If you get the opportunity, it is useful to keep a record of problems after
introducing any changes to your service. You can then compare pie charts
and note whether or not problems have been reduced, i.e. whether or not
your changes have been effective.
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Keeping detailed records of problems

It is useful to keep details of the problems or complaints you deal with as
this will help you to pinpoint any solutions or improvements. Here is an
example of the headings you might use:

• Date.

• Details of the problem or complaint. For example: ‘Cheese mouldy
before use-by date.’

• Action taken such as: ‘Provided two replacement packs of cheese.’

• Costs involved in resolving the problem. For example: 
‘We supplied two replacement packs at a cost of £5.20.’

Links to
qualifications

This workbook will help 
with the following parts of
your qualifications:

NVQ units in Retail
Operations

D.2 Support customer service
improvements

D.3 Resolve customer service
problems

D.7 Work with others to
improve customer service

D.8 Monitor and solve
customer service problems

Key skills

Communication: C2.1a

Application of number: N2.1,
N2.2 and N2.3

Problem solving: PS2.1,
PS2.2 and PS2.3

Skills for Life

Adult literacy level 2:
• Speaking and listening

Adult numeracy level 2:
• Understanding and using

mathematical information
• Calculating and

manipulating
mathematical information:
use percentages

• Interpreting results and
communicating
mathematical information

£ Using the headings above, describe the last problem
or complaint you dealt with.
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