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7536 Level 2 Retail Skills
	Unit 204 Handout 2



Unit 204: Provide information and advice to customers in a retail environment
Handout 2: How to help retail customers sort out complaints
Whatever products or services you sell, you will, from time to time, have to deal with customers who have complaints. It is important that you know and understand the legislation that refers to dealing with complaints, your company’s policy on accepting returns, how your company’s policy on customer service applies to dealing with complaints and your company’s procedures for dealing with complaints. 
Sale of Goods Act

The main piece of legislation which applies to the return of goods after purchase is the Sale of Goods Act. This says goods must ‘conform to contract’, be as described, fit for purpose and of satisfactory quality. The principles of the act are: 
· goods must be of satisfactory quality. This means they reach the standard that a reasonable person would regard as satisfactory, taking into account the price and any description
· goods must be fit for purpose, free from minor defects, of satisfactory appearance and finish, durability and safety
· it is the seller, not the manufacturer, who is responsible if goods do not conform to contract. Purchasers can request their money back ‘within a reasonable time’. (This will depend on circumstances)
· for up to six years after purchase (five years from discovery in Scotland) purchasers can demand a refund or request a repair or replacement

· the refund may be only for part of the cost if the product has failed part way through its expected life
· for the first six months the retailer must prove the product was not faulty; after this the purchaser must prove that it was
Many company policies on dealing with returns and complaints will go further than legislation requires. Some companies accept returns within a given length of time, even if the customer has simply changed their mind. It is important that you know the customer’s legal rights as well as company policy as legislation will overrule company policy. Remember that the legislation requires the customer to provide proof of purchase, not necessarily a receipt.
Product-related complaints

Most complaints you will have to deal with will be product-related. The way that you deal with the complaint is important. Be calm and polite, listen to the customer’s problem and deal with it as professionally as you can. You will need to assess the product to see if there is a fault or whether the customer has simply changed their mind. If there is no fault, deal with the complaint according to company policy. If there is a fault, you will need to investigate whether it is likely that the fault existed when the goods were sold. For instance, a cracked or chipped glass bowl should have been obvious at the point of sale but may have been in a box, so if the customer is claiming that it was damaged when they got it home you will have to make a judgment as to the best course of action. It may be that this is a complaint that you would need to refer to a supervisor as you may not have the authority to deal with it. Remember to pass on the details, don’t expect the customer to repeat their complaint to the supervisor as this will only make the situation worse. 

Service-related complaints

You may occasionally have to deal with service-related complaints. These will usually refer to non-delivery or non-availability of goods, rude or incompetent staff or the condition of the premises. Be polite, show empathy and find out why there is a problem. The customer may be angry about the situation but the best way to deal with this is to remain calm and polite. If you shout at the customer it will only make things worse. If you are calm it will help to defuse the situation. Make sure you get all the facts, without these you cannot sort out the problem.
Use complaints as a positive means of improving customer service. Remember that the legislation provides the customer and the retailer with rights, but these should be seen as the minimum level of response. Going further, as long as it is within company policy, will help to maintain customer loyalty and confidence which will encourage the customer to return and recommend you to their family and friends.  
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