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Complaints

10

Unit 10
Complaints
Putting things right
Mistakes and misunderstandings are annoying, but they happen in every business. In commerce, they often have to do with sending and receiving goods. A consignment isn’t sent on time or there’s a delay in delivery. The goods arrive, but they’re damaged, perhaps due to damaged or poor packaging. Or they arrive and they’re the wrong goods – not what you ordered. Another common possibility is that the goods are faulty (or defective). In this case your supplier may have a manufacturing or quality control problem.


As a customer you’ll want, of course, to complain – or make a complaint. But remember: although it’s somebody’s mistake, that ‘somebody’ probably isn’t the person you’re writing to. Anyway, the aim of your complaint is not to show you’re angry but to get results. You want your supplier to put the mistake right. It follows that when you complain, you should be firm and clear, but also polite and helpful. Never, never be ‘personal’.


And as a supplier? How should you react? The main thing for you is that you don’t want to lose a customer. Show you care about the mistake, admit you’re wrong (if that’s the case), apologise and take action immediately. The mistake is important – but how you put it right is even more important.
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