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Complaints Procedure 

Customer Is On the Phone and Wants to Complain 

Procedure  

Inform the customer that our procedure is to log the complaint over the phone, on ‘Complaints Log’ 

Google sheet. 

You need to fill in all information on the spread sheet.  

Inform the customer that the complaint will be logged and dealt with internally. 

As it will be dealt with internally, the customer will not hear back from us with an outcome of the 

complaint.  

 

There is a Macro on Zendesk called ‘Complaint Confirmation’. 

You must send the customer an email of this Macro, so that they are aware their complaint has been 

logged. Make sure you send this email from noreply. 

 

All of this must also be put in the notes on the customer’s order!  

 

Lucie will then check this every 2 weeks, filter through to see where the problems are coming from 

and work out what we can do to stop these problems.  

 

Zendesk Macro 

Hi <Name of Customer>, 

 

Thank you for taking the time to contact us today. 

 

I am sorry to hear that <What has customer complained about>.  I understand how frustrating this 

must have been for you and I would like to take this opportunity to apologise for the inconvenience 

this has caused. 

Customer satisfaction is always a number one priority for us. I'm deeply sorry that that wasn't clearly 
demonstrated to you. 

Your feedback has been logged, and we appreciate your comments.  

This will be dealt with internally, with the relevant team, so that we can avoid these issues 

happening again moving forward.  

 

We apologise for any inconvenience that we may have caused.  

 

Thank you for your patience and understanding.  

 

Please do not respond to this email. This mailbox is not monitored, and you will not receive a 

response.  
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Customer has already emailed, and has asked on email for complaints procedure 

If you are already emailing a customer, and they are not happy and ask you for our complaints 

procedure, send them the below macro on Zendesk called ‘Customer Requesting Complaints 

Procedure’. 

Once you have logged the complaint, you need to send them a separate email with ‘Complaint 

Confirmation’ Macro. You must send this as a separate email from noreply.  

Zendesk Macro 

Hi there, 

I’m very sorry to hear that you wish to make a complaint regarding your experience that you have 
had with us.  

Customer satisfaction is always a number one priority for us. I'm deeply sorry that that wasn't clearly 
demonstrated to you. 

If you wish to forward your feedback to me, I will log this on our complaints system. All complaints 
will be dealt with internally. Once the complaint has been logged you will receive a confirmation, 
informing you that your comments have been acknowledged, and will be dealt with in-house.  

We would like to take this opportunity to once again apologise for any inconvenience you may have 
been caused.  
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Replying to Email Complaints 
There will still be some people that don’t ask for a complaints procedure, and take it upon 

themselves to email a complaint. If you are going to reply to the email complaint, you can use the 

below.  

Before replying to the complaint, always ensure that you have looked at the customer’s order, what 

has happened and why. If they have multiple orders, make sure you have looked at each one to get 

an idea of the whole picture.  

For some complaints there will be a macro on Zendesk to reply. Check before replying to see if there 

is a macro as this will save you a lot of time! 

Before replying ask yourself these questions… 

Is the customer going to write a bad review?  

- If the customer says they will, or it is obvious they are going to leave us a negative review, 

see what we can do and what we can offer them to prevent this from happening. If you are 

unsure of what to do, ask someone for help resolving the issue.  

Is the customer going into the shopping centre, or threatening to? 

- If they are then make sure the problem is sorted urgently to stop them going to the 

shopping centre and preventing anyone from purchasing.  

Is the customer chasing a delivery date?  

- Find out if the sofa is in stock, or when it will be in stock. Check the Matrix and offer them 

the soonest delivery date. Offer them an alternative date as well so that they have the 

choice. If you offer them only one date and they can’t take it, they will come back to you and 

you will offer another date anyway. Offering some alternatives in the first email will avoid a 

train of emails with delivery dates.  

- If you cannot provide a delivery date, give the customer the current lead time of the sofa, so 

that they have a realistic time scale of how long they will be waiting for their delivery.  

Starting the Email 

 Apologise 

 Acknowledge the issue 
 

When replying to a complaint I always respond by first addressing the customer by their name, as 

opposed to “Hi there” or “Good Morning” as this is more personal.  

Following this I then apologise for the reason they are complaining, if they have a number of issues 

then I reply with something along the lines of –  

““(APOLOGISE)I would like to start by apologising for the experience that you have had with 

us, (ACKNOWLEDGE)I understand that your sofa delivery took longer than we originally 

stated at the time you purchased. This is not the experience we would ever want you to have, 

and we really are sorry for all that has happened. ” 
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Or if they are complaining about the delivery service for example, something along the lines of – 

“I would like to start by apologising that you are not satisfied with the delivery service that 

you have received and that this has overshadowed the rest of your experience.” 

Read their complaint properly and figure out what it is they are not happy about. 

If it is not about the delivery service, ‘delivery service’ in the above can be changed dependant on 

what their complaint is about.  

Admit Responsibility (do not make up excuses) 

Following the acknowledgement, admit the responsibility, and let the customer know that what has 

happened is unacceptable.  

Let them know that we will investigate this issue internally as we do not want this happening again. 

With any issue I always say that we will ‘pass the comments on’ and it will be dealt with ‘internally’. I 

always say ‘internally’ as often the customer expects you to come back to them and let them know 

what is being done and they expect this to result in a different solution to the problem. 

 If the customer is complaining about the customer service for example –  

“I am very sorry to learn that you are unhappy with the way you were spoken to by our 

customer service time, we apologise for the way that this has made you feel. ADMIT 

RESPONSIBILITY. Having listened to the call, I can understand why you would feel this way; 

we do not want anyone to feel that they have been spoken to rudely by our staff. I will ensure 

that these comments are passed on to our customer experience team to ensure that this is 

dealt with internally moving forward; as this is not acceptable.” 

Give the customer a Solution 

From the customer’s initial email you can usually gauge how they want this to be resolved and what 

they want you to do. See if this is a possibility and offer it to the customer.  

If it is not clear what the customer wants, come up with the best possible solution to make them 

happy. If you are unsure what to offer them then ask someone for help resolving it.  

You can also ask them what they would like you to do, and what would make them happy. You can 

then see if this is at all a possibility. 

Closing the Email 

I always close the email with -  

“Please accept our apologies for any inconvenience this may have caused you, customer 

name.  

Thank you for your patience.” 
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Email Templates  
Online you can find really useful templates and advice on how to reply to customer service emails, 

and email complaints.  

Below are some examples.  

Responding to an Angry Customer Email 

 

1. Respond as soon as possible.  

The longer you wait to respond to a customer complaint, the more likely it is that they will take 

that complaint to a public platform where other consumers can form opinions about your 

company based on it. It's best to tackle the problem within the hour. This will likely keep the 

conversation over email. 

2. Apologise for their negative experience.  

The first and foremost line on your response, after addressing their name, should be a genuine 

apology. No matter how hurtful or unfair their response may seem, it's important to recognize 

that they took the time to craft a complaint because they had such a negative experience. None 

of your customers should be having such a terrible experience, and it's the responsibility of your 

company to apologize for that. 

3. Acknowledge the mistakes you have made. 

Again, if a customer decides to email you a complaint, there clearly must be something wrong, 

at least in their eyes. It's best to take some responsibility for what your company may have done 

wrong. It's less about proving a point to them and more about salvaging the relationship you 

have with that customer.  

4. Give an explanation of what may have gone wrong.  

If you can gently give the customer an explanation for the situation, that's helpful. Customers 

often care about not letting the issue happen again to other customers. If you explain to them 

that the situation was a one-time thing or rare occurrence -- like their package getting lost in the 

mail or their being left on hold for an hour -- it might ease their tensions. 

5. Offer an incentive, or discount where necessary.  

There are some situations in which offering an incentive seems like the best option. This may be 

when a customer's complaint seems to be so extreme that you fear worse repercussions if you 

don't offer an incentive or when they specifically demand a refund or free item. Alternatively, if 

a customer complaint seems to be quite reasonable and polite, it may be nice to offer an 

incentive as thanks for remaining calm and patient with you. 

6. Allow them to respond with further questions, comments, or concerns.  

At the end of the email, before closing, always ask them to let you know if they have any more 

questions, comments, or concerns. You want to show them that you're still open to further 

feedback and that the conversation must end with that email. The more opportunities you get to 

interact with them, the higher the chance that their temper will subside and they will come to 

respect your company again. 
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Email Sample  

Uh oh. You've got an angry customer. This could have happened for a range of reasons. They might 
even be angry about external factors and not necessarily your business. Remain calm and think 
rationally. The worst possible thing you could do is fight fire with fire. 

It's okay to take some time upon reading the email to cool down before typing up a response. Don't 
take their email to heart. Sometimes, a customer is so upset that there isn't much damage control 
you can do. The best move is to wave the white flag and move forward. 

 

[Customer], 

I am so sorry to hear that you have had such a poor experience that you no longer want to work with 
us. 

Customer satisfaction is always a number one priority for us. I'm deeply sorry that that wasn't clearly 
demonstrated to you. 

As much as I hate to see you go, I completely understand how upset you must feel. I apologize again 
for any trouble we may have caused you. Good luck with your business, and I wish you all the best. 

Let me know if you have any more questions, comments, or concerns. 

Best, 

[Your name] 
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Responding to a Customer Complaint 

Similarly to an angry customer, a complaining customer is not exactly a ray of sunshine on your 
workday. They can be almost worse; it seems, than an angry customer. Anger can often be displaced 
or without reason, whereas a complaint is typically well-crafted and based on truth. Incidentally, 
there is often a greater opportunity of turning a complaining customer into a satisfied one. 

Just as they have probably put a good amount of time into writing their email, you, too, should do 
the same. It's important to remain eloquent and polite, even if the complaint frustrates you. 

Email Sample 

[Customer], 

I am so sorry to hear that you were put on hold with a customer support rep for over twenty minutes. 
That should never have happened, and I completely understand how frustrating this must be for you. 
I will relay this message to the appropriate rep. 

We are prioritizing the malfunction you are facing in your software. Our team is jumping on that 
problem right away, and I will let you know as soon as it's fixed. 

I appreciate you letting me know about your negative experience. We strive to ensure every customer 
is satisfied with our business, and I apologize for any way in which we may have inconvenienced you. 

Let me know if you have any more questions, comments, or concerns. 

Best, 

[Your name] 

  


