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  technology.	
  The	
  Customer	
  
complains	
  that	
  they	
  didn’t	
  know	
  the	
  panel	
  would	
  ever	
  need	
  to	
  be	
  
replaced.	
  Role	
  play	
  the	
  conversa?on	
  with	
  the	
  Customer.	
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Complaints	
  Discussion	
  

What	
  worked	
  and	
  what	
  didn’t	
  work	
  in	
  your	
  role	
  play	
  with	
  the	
  
Customer?	
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  Module	
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  Customer	
  Complaints	
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Ac?on	
  Plan	
  

•  Customer	
  doesn’t	
  understand	
  why	
  the	
  problem	
  wasn’t	
  
iden?fied	
  earlier.	
  

•  Customer	
  wasn’t	
  expec?ng	
  the	
  cost	
  to	
  be	
  so	
  high.	
  

•  Customer	
  thinks	
  the	
  cost	
  is	
  too	
  high	
  because	
  there	
  were	
  too	
  
many	
  technicians	
  on	
  the	
  job.	
  

•  Customer	
  doesn’t	
  understand	
  why	
  it’s	
  not	
  covered	
  under	
  the	
  
maintenance	
  agreement.	
  

•  Customer	
  says	
  the	
  call	
  descrip?on	
  doesn’t	
  match	
  the	
  work	
  
performed.	
  

•  Customer	
  didn’t	
  approve	
  the	
  work	
  performed.	
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Key	
  Takeaways	
  

What	
  are	
  three	
  key	
  takeaways	
  you’ve	
  learned	
  from	
  this	
  
workshop?	
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Ques?ons	
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