
Common	  Customer	  
Complaints	  

Partner	  Training	  Modules	  
Module	  Four	  



DCBI	  Partner	  Training	  Module	  Four	  

©	  SECorps	  2014	   1	  

Common	  Customer	  
Complaints	  

Partner	  Training	  Modules	  
Module	  Four	  

Impera?ves	  

Describe	  the	  most	  common	  Customer	  complaints.	  

Partner	  Training	  Module	  	  	  	  	  	  	  	  	  	  	  Common	  Customer	  Complaints	  	  	  	  	  	  	  	  	  	  	  ©SECorps	  2014	  	  	  	  	  	  	  	  	  	  	  Slide	  1	  	  	  

Impera?ves	  

Describe	  the	  most	  common	  customer	  complaints.	  

Iden?fy	  how	  these	  complaints	  could	  have	  been	  avoided	  so	  we	  
can	  prevent	  them	  from	  happening	  in	  the	  future	  	  

	  

Partner	  Training	  Module	  	  	  	  	  	  	  	  	  	  	  Common	  Customer	  Complaints	  	  	  	  	  	  	  	  	  	  	  ©SECorps	  2014	  	  	  	  	  	  	  	  	  	  	  Slide	  2	  	  	  



DCBI	  Partner	  Training	  Module	  Four	  

©	  SECorps	  2014	   2	  

Customer	  Complaints	  

What	  are	  the	  top	  Customer	  complaints	  that	  you	  deal	  with	  most	  
frequently?	  
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Customer	  Complaints	  

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

Partner	  Training	  Module	  	  	  	  	  	  	  	  	  	  	  Common	  Customer	  Complaints	  	  	  	  	  	  	  	  	  	  	  ©SECorps	  2014	  	  	  	  	  	  	  	  	  	  	  Slide	  4	  	  	  

Customer	  Complaints	  
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many	  technicians	  on	  the	  job.	  

Customer	  doesn’t	  understand	  why	  the	  work	  wasn’t	  covered	  
under	  their	  maintenance	  agreement.	  
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Complaints	  Exercise	  

Role	  Play	  

The	  Customer’s	  control	  panel	  is	  outdated.	  New	  controls	  will	  
greatly	  enhance	  the	  Customer’s	  ability	  to	  control	  energy	  use,	  
environmental	  comfort	  and	  building	  safety.	  You	  sit	  down	  with	  the	  
Customer	  to	  discuss	  the	  new	  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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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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DCBI	  Partner	  Training	  Module	  Four	  
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Ques?ons	  
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