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Service delivery often goes wrong or doesn’t meet customers’ expectations. Although firms often provide 
procedures for dealing with problems and customer complaints, very few managers and employees are 
trained on how to deal with such service delivery failures or with customer complaints in a face-to-face 
situation, or how to respond in writing. 

The Customer Complaint Management workshop provides you with the necessary tools and techniques 
to deal with service delivery failures and customers who lodge complaints where expectations are not met. 
Very few managers and employees are adequately trained to deal with situations where service delivery 
goes wrong, and this workshop aims to equip you with the skills to interact – either face-to-face or in 
writing – in an (often) emotionally driven environment. During the workshop, you will come understand 
how to defuse confrontational situations to retain customers, manage their expectations and compile a 
service recovery plan to build stronger relationships with customers.
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Course content

• Introduction to customer decision making and service 
delivery

• Understanding customer expectations
• Introduction to service delivery failure and the 

consequences of service delivery failure
• Options available to firms when service delivery fails
• Learning about the customer’s problem through 

customer complaint behaviour
• Justice in service recovery (procedural, interactional 

and distributive justice)
• Working towards a solution for the problem
• Compiling a service recovery plan for your firm to build 

strong relationships with your customers

Learning outcomes

After completing this course, candidates should be able to 

• identify customer needs and service aspects 
contributing to a permissible problem environment

• be able to identify service failure
• utilise customer complaints for justified service 

recovery, and
• use service recovery for customer retention purposes.  

Who should enrol?

This course is ideal for you if you are 
• a customer facing employee
• a business and marketing employee or manager who 

is responsible for customer relationships and/or dealing 
with customer complaints

• a business and marketing employee or manager who is 
relatively new in your career, and

• a business and marketing employee or manager who is 
responsible for marketing management. 

Course fees

R1 950.00 per delegate (VAT incl.)

Course fees include all course material, refreshments and 
other materials during contact days.

Course fees must be paid in full 14 days prior to course 
start dates. Proof of payment can be submitted to 
enrolments@enterprises.up.ac.za.

Admission requirements

Prospective delegates should at least have a National Senior 
Certificate.

Accreditation and certification

Enterprises University of Pretoria (Pty) Ltd is wholly 
owned by the University of Pretoria. As a public higher 
education institution, the University of Pretoria functions 
in accordance to the Higher Education Act 101 of 1997. 
Enterprises University of Pretoria offers short courses on 
behalf of the University and these short courses are not 
credit-bearing, and do not lead to formal qualifications on 
the National Qualifications Framework (NQF) – unless stated 
otherwise. Delegates who successfully complete a short 
course and comply with the related assessment criteria 
(where applicable) are awarded certificates of successful 
completion and/or attendance by the University of Pretoria.

Registration and enquiries

Course coordinator
Michelle Horn
Tel: +27 (0)12 434 2575
Cell: +27 (0)72 622 2438
Email: michelle.horn@enterprises.up.ac.za

Course leader
Dr Liezl-Marié Kruger and Prof Pierre Mostert
Department of Marketing Management
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