Chapter 2 – Dealing with complaints
1. Have a look at this scenario and answer the following points.
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Having heard the customer's complaint, what should Alice do first?
a) Call her manager. She shouldn’t deal with this type of aggressive behaviour.

b) Tell him her name and admit it’s your fault and tell him you will try and resolve the problem.

c) Give Max a copy of the customer complaints book so that he can lodge a complaint.

2. List three ways in which an instructor can present a positive personal image to customers.

a) ________________________________________________

b) ________________________________________________

c) ________________________________________________

3. Apply “LEAP” to describe the 4 steps in dealing with customer complaints.
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4. Give three methods of communication you can use with your clients.
5. What does the code of ethics say about relationships with clients.
6. What type of behaviour could contravene the “Advertising” criteria of the code of ethics?

How would you deal with this?





I’m Max. I am really angry that my gym session with my instructor has been double booked!!








