Assessment Question:

You are working as a customer service representative in a retail company. A customer has
approached you with a complaint about a faulty product they purchased. In your response,
demonstrate your understanding of effective customer service principles and communication
skills by addressing the following:

e How would you actively listen to the customer's complaint?

e How would you empathize with the customer and acknowledge their concerns?

e Qutline the steps you would take to resolve the issue and provide a satisfactory solution.
e Discuss the importance of follow-up and ensuring customer satisfaction.

Assessment Answer:

As a customer service representative, it is crucial to handle customer complaints with
professionalism and empathy. Here's how | would address the situation:

e Actively Listening:

To actively listen to the customer's complaint, | would maintain eye contact, nod to show
understanding, and avoid interrupting them. | would give them my full attention, focusing on
their verbal and non-verbal cues, to grasp the details of their concern accurately.

e Empathy and Acknowledgment:

Empathy is vital in customer service. | would express understanding by saying, "l understand
how frustrating it must be to receive a faulty product, and | apologize for any inconvenience
caused." Acknowledging their concerns validates their experience and shows that their
feedback is valued.

Steps to Resolve the Issue:

a) Apologize sincerely and take responsibility for the faulty product.

b) Offer a solution, such as a replacement, repair, or refund, based on the company's policy and
the customer's preferences.

c) Provide clear instructions on how the customer can proceed with the resolution, including any
necessary documentation or steps they need to take.

d) Follow up with the customer to ensure that the resolution was satisfactory and address any
further questions or concerns they may have.



Importance of Follow-up and Customer Satisfaction:

Follow-up is crucial in ensuring customer satisfaction. | would emphasize the importance of
reaching out to the customer after the resolution to confirm their satisfaction and address any
remaining issues. This not only shows the company's commitment to excellent customer service
but also provides an opportunity to build a long-term positive relationship with the customer.

By actively listening, empathizing, providing a satisfactory solution, and following up, | aim to
resolve the customer's complaint promptly and leave them with a positive impression of the
company's commitment to customer satisfaction.



