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Dealing With Quality
Complaints Effectively

Mo matter how thorough and careful you are when
supplying fasteners you are going 1o receive calls question-
ing the guality of the fasteners you supply. This does not
mean that your products are bad. However, you musi
invesligate the claims quickly and effectively to resolve the
questions as required. Frequently a quality complaint
proves meraly to be a misunderstanding on the part of tha
customer, but until you clear up the queslion you have a
siluation which must be dealt with.

The way you deal with quality
questions has a major impact on the
future business you do with a given
customer.

The way you deal with quality queslions has a major
impact onthe future business you do with a given customer,
A sincare, thorough, and prompt response can strengilhen
a relationship, whereas, a sloppy or very lale response can
kill all fulure opporiunities with a customer.

Customers learn a greal deal more about the charactar
of asupplierwhen they see how a complaint is handled than
they ever will by seeing how purchase orders are dealt with,
Anybody can graciously accept a purchase order, bul nol
evaryone can deal with a complaint effectively in a satisfying
mannear.

I make the following suggestions for effectively dealing
with customer quality complaints:

1. Respond to all complaints immediately. When a
customer has a problem, whether real or imaginary, they
want an answer NOW! The longer the delay the bigger the
problem can become unnecessarily. A prompt response is
interpreted as a sincere concern for the customer, A delay
in response is imerpreted as indiflerence.

2. Your first response should be to assure the customer
that you are aware of their concern and that you are going
todoeverylhing possible 1o see this through to a satisfactory
end. Thisassuresthem that you are going to work with them
and nol ignora them.

DONOT AUTOMATICALLY TELL THEM YOU ARE AT
FAULT OR TELL THEM TQ RETURN THE PARTS UNTIL

¥OU GET ALL THE FACTS!

3. After assuring them you are sensitive 1o their situation
slow down and get all of the facts. Many complainis can be
resolved immediately by helping the customer see that they
are looking at the wrong print, part number, PO numbear or
making other such simple mistakes.

Be sure you idenify the carrect part number, PO andfor
shipper number, and everything else thal you need lo make
sure you are both discussing the same paris.

4, Mexl gel the custemer lo. describe completely and
clearly the problem they are encountering. You can not
logically respond to a statement like, “The darnthings are na
good!® You must know precisely what is not satisfactory
about the parts. Ask them lo send you samples of the
problem parts and the complele application if necessary.

If the complaint is related to the parts nol passing a given
test or measuremeant, be sure o ask which specification
they are tasting in accordance with, what equipment they
are using, and what their specific resulls are.

If it is a complaint on how they are working in the
application, ask if it is a new or old application. Ititis a naw
application ask details about {he cther componants so you
can analyze the entire use of the pars. If it is an old
application ask if anything about the application has re-
cenlly changed such as a new operatar, new or different
driver, different hole size, other component changes, ele,

Greater customer confidence will
usually result in greater future business.

Mote: | suggest when supplying “To customer print” paris
of individual low cost that you retain a few samples from
each shipment. This enables you to pull samples immedi-
ately if you do receive a queslion. These can be discarded
ahter about 6 months.

5. Mow get off the phone and gather all of the facts
provided by the customer and your corresponding docu-
mantation, samples, lest reports, specifications and any-
thing else you may needtologically and thoroughly evaluate
the situation.
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Compare the complaimt with your own findings. If you
varify the customer's complaint you should acknowledge
that and promptly work loward an agreeable solution with
the customer. If you are wrong, admit it. Make good on it
promptly and carry on. This may hurt at the time, but this
kind of action will usually save a customer for the long haul.

If you verify the customer’s
complaint you should acknowledge that
and promptly work toward an agreeable
solution with the customer.

If you discover that your invesligation proves that there
is no real problem and that the customer is misinterpreling
something, | suggest the lollowing:

a. FAX the customer your reports, specifications, test
reports or whalever other evidence supports your point
without immediately stating your conclusion.

k. Call the customer and say, “Mr. Customer, | am a little
confused by what | have found. Will you go over your
information and mine with me so that | can discover why we
are not getling the same results?”

c. As you go through the facls step by slep you and the
cuslomer can discover together that he is using the wrong
specification, test equipment, test procedure, elc.

| find this approach lo be very unoffensive. It makes it

easy for the cuslomer to learn from the siluation and agree
wilhoul an argument that the products are in fact accept-
abla. Your prompt and thorough handling of this problem
will usually help your reputation and that of your companys
torisein the customer's eyes. Greater customer confidence
will usuvally result in greater future business.

| have taught this approach lo sales people for many
years wilh excellent results. One faslener dislribulor re-
cently told me thal within one week of lzarning this approach
he prevented his company from accepting a $10,000 return
that before they would have had lo eat bacause they would
not have known how to deal with the situation.

. . . the best way io deal with customer
quality complaints is to respond
immediately.

In my opinion the best way to deal with customer quality
complaints is to respond immediataly. Ask a million ques-
tions to make sure you and the customer have clearly
identified the exact problem. Thoroughly investigate the
situation away from the phone. Present the findings to the
customer professionally and reach a mutually acceptable
resolution. I you will follow these simple suggestions you
will find you lake back fewer parts and you will gain greater
respect from your customers resulting in greater long term
business.
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