
Establish the complaint.
Know how to identify a complaint. The
definition of a complaint as per the
International and Australian Standards on
complaint handling is:

A complaint is an expression of
dissatisfaction made to an organisation,
related to its products or service or the
complaints handling process itself, where a
response or resolution is explicitly or
implicitly expected or is legally required.

You can ask your client some simple
questions to clearly identify the problem 

Identify the solution.
Find out the resolution the client is
seeking. This can also be done by asking
your client some simple questions such as
“what can I do to fix this problem?”
 
One further tip on this point. 
If your client has an unrealistic expectation
about the outcome he or she is seeking,
such as an apology on the front page of the
national newspaper, you must let them
know this is not possible at a very early
stage. If you don’t, their expectation may
be confirmed, which makes resolution very
difficult. Silence alone is not sufficient to
reduce the expectation.

Be clear and fair!
Tell your client the what, how, why and
when details about the actions you are
going to take to try to resolve their
complaint. Check this is okay with them
and that you are on the right track.
Document the agreement.

Do what you say you will do and when
you have promised to do it. If you can’t,
let your client know why and, when you
will be able to do so.

Try to see their side of the story and put
yourself in their place.

Find the solution.
Don’t look to blame someone or argue
which person is ‘right’. The basis of
good complaint resolution started when
you understand that; “It is not about
who is right and who is wrong it is
about a complaint that needs to be
resolved”.

Look for options and alternatives. Too
often we think there is only one answer
to a problem when in fact if we turn our
mind to it we are able to find many
options and alternatives. Try to think
outside the square or discuss it with
someone else.

 Communicate your decision.

When you have completed your investigation and are ready to negotiate and/or deliver
your decision do so in a genuine and honest way. Explain to your client what you have
done and the basis for your decision. If you are making an offer make it the best offer
you can and explain to your client why this is so.

Seeking help.

If you cannot resolve the complaint be prepared to co-operate with the Master Joiners

Federation in a positive and professional manner. The Federation will try to help the

parties reach a resolution and will act in your best interests. This may include a

suggested solution or a recommendation for mediation to take place.
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