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INTRODUCTION

This organizational assessment instrument has been designed from concepts and informa-
tion presented in the book, A Complaint is a Gift: Using Customer Feedback as a Strategic
Tool,* by Janelle Barlow and Claus Meller, and from the animated training video A Complaint
Is A Gift,* written by Barbara “BJ” Hateley and Sam Weiss, and produced by Excellence in
Training Corporation (ETC). This assessment tool is designed to help managers, supervisors,
and employees evaluate the “customer complaint friendliness™ of their own organizations.

Customer complaints are a valuable source of information for companie§is ¢omplaints
provide insight into ways in which customer expectations are not®eing met, as well as what
needs to be done to retain valuable customers, keeping them fi@imde{ceting to competitors.
Complaints can also give organizations ideas for new prodfiets and services®

This instrument gives respondents an opportunifiito take a careful look at their own
department’s (or organization’s) complaint-handlifig capabilities==10 assess what’s working
well, and to pinpoint areas that need improvement.

IDIREQHIONS

On the folleWing thré€pages ate twenty-{ive statements describing organizational
complaint handlingtand complaint magagement effectiveness. For each statement. circle one
number on the scaleomi T (Strongly Disagree) o 5 (Strongly Agree) to indicate how well that
statement describes yourdepartment or organization. Be sure to answer all items.
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A Complaint is a Gift Profile

21. Management understands that our
organization’s future depends on satistied,
loyal customers, and that complaints can help
develop both our organization and our
employees.

22. Qur practice is that customers who complain in
writing are thanked within two days, and receive
a final reply within two weeks.

23. We learn from our mistakes within our ‘
organization — we correct them — and we
work hard to avoid making them again.

24. We believe our customers when they

their complaints to us. 1 2 3 4 5
25. We view customers who compl:
who should be thanked for 1 2 3 4 5
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ScorING YOUR
CompPLAINT IS A GIFT PROFILE
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Please detach this page along the perforation. On the reverse side of this page, you will
find a tally page. Write in the numbers that you circled for the 25 statementg®— making sure
there is a number in each box corresponding to each statement. '

Total each of the five columns of numbers to determine your five subscafes(Organization’s
Complaint Philosophy; Complaint Handling by Employees; Internall@omplaints; Policies and
Procedures; Management Practices) — then add these five sub8€ozes togethies to determine your
total “Complaint is a Gift” score.

Next, transfer all five of your subscores, as welli@s, your total scéres, from the page 6 tally
sheet to the “Complaint Handling™ chart on page 1.

The following pages provide a framewlsk for mterpreting and understanding your scores.
A series of discussion questions will helpyou andlgthers in your group look at possibilities for
improving complaint handling and bgilding eastomerfoyalty. A final section includes strategleq
for managers, as well as suggestions for emiployegs.

Enterprise Media &800.423.6021 www.enterprisemedia.com



How Does YOUR ORGANIZATION OPERATE?

I”.

- »

. . . like the “Land of Business as Usua
or, like the “Land of Complaints as Gifts”?

In the animated video, 4 Complaint Is A Giff, the hero of the story is a little character
named Complaint. Complaint lived in the “Land of Business as Usual.” where he wasn’t treated
very well. He was ignored, passed from person to person, made to wait in_long lines, made to fill
out endless forms, and endured numerous other frustrating experiences. Finally, fed up with the
“Land of Business as Usual.” Complaint leaves in search of a place that will listen to him and
treat him well. He visits the “Land of Catchy Slogans,” which sounds géed ~—\but turns out to
be nothing but hot air. He then travels to the “Land of Big Promises, \Wherelie believes their
assurances that he’ll be treated right — only to find out that theirpfomises have many loopholes.
From there, he journeys to the “Land of Lofty Vision.” sufethafthis timie he has found the right
place — only to be disappointed one more time,, Finally, he agfives in the™ Land of Complaints,”
where, much to his surprise and delight, he is treated well, li§tened 10y and appreciated. ‘In this

- land, everyone knows that “A Complaint Is A Giftl®

How does your organization operate? Would ourhéro Complaint be welcomed and treated
well where you work? On the path below, pleaseimake an® marking the spot that represents the
Total Score you gave your organization onthis,assessment.

13
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160
Score
25
e o __l"__‘ Land of
) 75 B
Business as Usual Pror:’?se
1505

Has your organization gotten sidetracked, or taken a detour to one of the other “Lands™?
Have you gotten so caught up in “catchy slogans” that buttons are more important than fixing
customer problems? Are your “promises” good only so long as your customers don’t try to
utilize them? Have you been so focused on your “envisioned future™ that you have no time for
today’s complaints? Continue reading the next section of this booklet for further discussion of
your organization.
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ANALYZING YOUR HEL
ORGANIZATION’S SCORE ™

[

It is doubtful that any department, division, or orpanization scores a perfect 125 on this
assessment of “Complaint Friendliness.” It is perhaps where we wouldYike to be — but few are
there yet. There is probably still some room for improvement, no matter ROW good an
organization is at complaint handling and complaint management.

The important thing to focus on is: “How big is the distahee between the score you
gave your organization and a perfect score of 12577

If your organization scored somewhere jin themifldle, thén there is still some work to be
done in terms of making your organization mere complait {riefidly. Maybe policies and
procedures need to be streamlined. Front line employeées may need more training in handling
complaints. Perhaps management needs to addréss systemic issues that keep the same problems
recurring again and again. It could also beithat your external customers’ complaints are handled
well. but internal customers couldusesame attention.

If your total organizationalgeore is/low, then you probably have some serious concerns
about your managementis truc commitmefit to customer satisfaction. Some organizations say all
the right thingsgiBufitheiraetions do not'support what they say in their mission statements ot
promote indheir advertisingJAs an individual, you can piay a useful role in helping by pointing
out the need for change and always working to increase the satisfaction of the customers that you
deal with personally.

As you review thig total score you have given to your department, division, or organization,
you may wart to discuss the questions on the following pages with others in your group as you
consider options for making positive change.
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How big is the gap between your organization’s score and a perfect score of 1252 What role
should management play in closing the gap? What role do you want to play in helping to close the

gap¢

How much do your scores agree with the scores that your co-wor ation? Are

your perceptions very similar or very different? Why do you think t

if you had filled out this instrument a co, would vour scores have been the same or
different? Higher or lower? Wh r organization complaint friendly? What factors
get in the way of being complai

Are there people in your organization who “shoot messengers”? That is, are customer complaints
and employee complaints actively discouraged by management? Why do you think this is so?
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ABOUT THE AUTHORS 8
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Barbara “BJ” Hateley is an accomplished management consultant and workshop leader. as well
as a successful author and filmmaker. Her areas of expertise include: customer service, sales
training, teambuilding, valuing diversity, success skills, communication, motivation, and
management development. She has worked with many corporate clients, as well as professional
associations, nonprofit groups, and government agencies. Her impressive client list includes:
Chrysler Corporation, Southern California Edison, The Los Angeles Timds, American Press
Institute, Butterworth Hospital, American Lung Association, City of SantaMonica, 1J.S.
Immigration & Naturalization Service, Baxter Pharmaseal. ReadyPaesoduee, among others.

[

Prior to starting her own training company in 1991, she served agithe Manager of Training and
Development for The Los Angeles Times; before that, shefwagthe Director of Staft Training and
Professional Development for the University of Southetm Calidornia. She'has published articles
in The Los Angeles Times, Training Magazinéland Training and Development Journal. She is
the co-author (with Warren H. Schmidt) of the boaks A Peacock it the Land of Penguins: A
Tale of Diversity and Discovery (Berrett-Koeliler, Sambraneises. 1995 & 1997) which is
currently published in eleven languages worldwide. Hatéley and Schmidt adapted their book
into CRM’s best-selling animated trainid@uideo.,\d Peacoek in the Land of Penguins.

Ms. Hateley 1s also the screenwriter and produges,ofithe animated video 4 Complaint Is A Gifi,
produced and distributed by Excellence iyl raining“Corporation (ETC).

Ms. Hateley graduated Phi Beta Kapgpa and Summa Cum Laude from USC, with a B.A. in
Sociology, and she has ceiapleted the geurse work for a doctorate in Social Ethics, also at USC.

Janelle Barlow, Bh.D41s the co-atthor (with Claus Meller) of the book, A Complaint is a Gift:
Using Customer ¥eédback as a Strategic Tool (Berrett-Koehler, San Francisco, 1996), upon
which the video by thélsame name is based. She is an international business consultant and
seminar leader, public Speaker, and published author, who has worked extensively in Europe and
Asia, as well as the United States. She is the president of TMI USA, a division of the highly
respected and well-known European training and consulting company. TMI, International. TMI
is probably best known as the training company that worked with Jan Carlzon in “turning
around” SAS — transforming it into a phenomenal success story — emulated by many other
companies as the epitome of service excellence, front-line empowerment, and “moments of
truth” for customers. TMI USA’s customers include: America West Airlines, AT&T, Chevron,
Black & Decker, and many other Fortune 500 companies.
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Dr. Barlow also authored The Stress Manager. a book used in the popular TMI course by the
same name. In addition, she developed a management training program. Unbind Your Mind:
The Freedom fo be Creative. designed to teach business people to be more creative.

Dr. Barlow earned her Ph.DD. in political science and education at U.C. Berkeley. She has a
master’s degree in international relations {rom the University of Piitsburgh. and a second
master’s degree in psychology from Sonoma State. in California.

Claus Meller is the founder and chairman of TMI International, one of the world’s largest
training and consulting companies, with representatives in 48 countries. @laus Maller is a

Danish business economist, who acts as a senior level advisor to numerous European
governments and companies, as well as maintaining an internation: carcer. He is the
best-selling author of several TMI-published books. including Puttir irst, Personal
Quality, Employeeship, and My Life Tree. The British Broa M BBC} has

produced a popular television program about Claus Mellg ] sulting work. and in 1991

0,000 people from large and
s to learn how to better manage time,
quality; to manage culture change:

TMI programs in 24 different languages. Eac
small organizations all over the world attend T7
people, and performance: to deliver excgptional

en he founded TMI.
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