Handling Customer Complaints Unit Exam

Name: ​​​____________________________

Date: ____________
1. Which of the following is true?
A. Most customers can be made happy through complaint resolution.
B. Ask key questions to fully understand the complaint.
C. Follow store policy.
D. All of the above.
2. A manager will use which of the following to help correct problems with an employee’s ability to help customers:

A. video games

B. coaching sessions

C. naps

D. lunch breaks

3. The most dangerous type of unhappy customer is a(n):

A. aggressive customer

B. rip-off customer

C. chronic complainer

D. high-roller customer

E. meek customer

4. Define ​​customer service.
5. Why is customer service so important to a business?

6. The average customer with an unresolved conflict will tell how many other people of it?

a. 1-5 people

b. 15-20 people

c. 7-8 people

d. 12-13 people

e. None of the above
7. What should you NOT do when dealing with an aggressive customer?

8. Describe what a rip-off customer is and what their main goal is.

9. List two common customer complaints that businesses might get.
10.  A customer comes in that you have seen many times before. When you ask her how you can help, she gives a sigh and says that she has a problem with the merchandise that she had purchased. This is not the first time she has come in to complain. It actually is the third time this month. This customer can be categorized as what type of customer?

11.  Describe what you should do if a rip-off customer comes in with a complaint.
12. What does it mean to “model the emotion that is suitable to the situation”?

Answer Sheet
1. Which of the following is true?

A. Most customers can be made happy through complaint resolution.

B. Ask key questions to fully understand the complaint.

C. Follow store policy.

D. All of the above.

2. A manager will use which of the following to help correct problems with an employee’s ability to help customers:

E. video games

F. coaching sessions

G. naps

H. lunch breaks

3. The most dangerous type of unhappy customer is a(n):

I. aggressive customer

J. rip-off customer

K. chronic complainer

L. high-roller customer

M. meek customer

4. Define ​​customer service.
A company’s ability to supply wants and needs to customers
5. Why is customer service so important to a business?

This can be a variety of answers. 
Sample Answer: It is important because customers make up the profits of the business and without any customers, there wouldn’t be any businesses.
6.  The average customer with an unresolved conflict will tell how many other people of it?

a. 1-5 people

b. 15-20 people

c. 7-8 people

d. 12-13 people

e. None of the above

7.  What should you NOT do when dealing with an aggressive customer?

Be aggressive in return.
8.  Describe what a rip-off customer is and what their main goal is.

A customer who wants to get something they are not entitled to receive.
9.  List two common customer complaints that businesses might get.

Possible Answers:
f. The associate helping me was very rude.

g. I feel like none of the associates want to help me.

h. He/She doesn’t know what to do.

i. I keep coming back with the same problem. When will it be fixed?

j. I feel like I don’t have a choice in the matter, the employee is making the decision for me.

k. Nobody seems to care for my problem.

l. The associate that helped me was no help at all.

m. This other store offered to do this for me, why can’t you?

10.  A customer comes in that you have seen many times before. When you ask her how you can help, she gives a sigh and says that she has a problem with the merchandise that she had purchased. This is not the first time she has come in to complain. It actually is the third time this month. This customer can be categorized as what type of customer?

chronic complainer
11.  Describe what you should do if a rip-off customer comes in with a complaint.

· Remain objective.

· use accurate data to back up your response.

· Be sure the adjustment is within the range of what the organization would normally do.

· Always follow company policy

12.  What does it mean to “model the emotion that is suitable to the situation”?

Something similar to:
Show an emotion that will sympathize with the customer and is appropriate for the situation. Example of something not to do: Joke with the customer when they are clearly upset.
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