CUSTOMER COMPLAINT ANALYSIS –Maurices Womens Fashion
Prepared by: 
Customer feedback reviews retrieved from:
Most of the customer feedback has been retrieved from social networking sites such as Google, Yahoo, Twitter and Facebook. These are the main platforms where the business has been posted. 
Quantity of customer feedback reviews included:  
There are more than 1000 customer complaints on a weekly basis that can be subdivided into themes. 
Number of themes identified:  4 themes have been identified for customer feedback 
Data Analysis & Methodology
	Qualitative data has been achieved through reviews that have been used in the collection of the information. Survey instruments through observation were used randomly to identify a number of customer feedback especially the complaints that Maurice Women Fashon has been receiving. Survey instruments were identified as the best means of data collection as it provided the company with efficient methods of data collection,.reduced costs of collecting data, precise results, inflexible designs and good statistical significance. This method is highly efficient in ensuring that customers get convenient data that would be useful for collection of information. This data was sampled and arranged into four thematic concerns for improved ways that can be used in th arranging of this information. This data is used to provide sufficient analysis of information to the final customers (Sims, 2012). 

	Theme 1 
	Theme 2
	Theme 3
	Theme 4

	1. Wait-Times Complaint.
After customers placed their orders they would spent more time waiting for their products  

	
2. Product Specific Complaint. Some customer claimed that some of the stock provided in the company were worn out.  
	
3. Complaints from misunderstanding.
The automated means of communication in the social media channels does not provide an effective way in which customers can engage effectively with tgheir customers. This can help to improve business performance over time
	
4. Personnel complaint
There were complaints arising from uninterested service representatives while there were no call resolutions from the business. Lack of follow up is also a major challenge that faced the business 



Appendix with 35 complaints 
1. A customer complains of the time taken to deliver the product 
2. The customer complains of the lack of communication from the company
3. Another customer complained that the company doesn’t seem to care 
4. A customer complains that no body seems to solve the issue
5. A customer complains that employees have not reach back to the solve their order
6. A customer complains of the lengthy queues 
7. A customer complains of the inefficiency of the service 
8. A customer complains of the short time the management takes to solve their order
9. A customer complains of the existing miscommunication in the service 
10. A customer complains that quality of service is poor 
11. A customer complaints out of stock product 
12. Repeating of the customers problem 
13. Lack of sufficient follow up
14. Lack of new features in a product
15. A customer complains of uninterested service from the service representative 
16. A customer claims that it takes too long to resolve an existing issue within the company
17. The customer complains lack of professionalism from the sales representatives 
18. A customer can complain that the agent seemed to be a novice 
19. The customer claims that they were unable to communicate to a real agent
20. A customer complains of not able to reach customer support
21. A customer complains of inconvenient channels
22. A customer complains of inconvenient hours
23. A customer complains of lack of empathy from the staff members
24. A customer complains that the staff members do not listen to them
25. A customer complains that solutions to their product complains had not been resolved
26. A customer complains of lack of sufficient refund
27. Issues with billing 
28. A customer complains of issues with pricing. Some of the complaints arose from the products being highly overpriced. 
29. A customer complains of misconduct and overcharging 
30. A customer complains of an aggressive and abusive employee 
31. A customer complains of excessive packaging 
32. A customer complains of paying for postage 
33. A customer complains of poor customer service 
34. Some customers complains complain that there is no items that have been looked for?
35. There is lack of patience from the employees when engaging with the customers. 
Possible Recommendations based on themes:
1. Theme 1: Reduce wait times by establishing efficiency in the supply chain. This would help customers to be more satisfied with their services and products. Ensuring efficiency in the supply chain by using the latest technology of follow up for the products is the best way to ensure that a product has been delivered to the customers in a faster and efficient way. Improving the delivery of a product is always the best way of ensuring that issues to deal with customer complaints have been resolved in an efficient way. This helps to resolve any challenges that customers might be facing. Issues to do with pricing and billing of these products should always be resolved in a faster and efficient manner (Prosser, 2014).

2. Theme 2:  The company is expected to choose the best suppliers for its industry to be efficient.

3. Theme 3: Improve communication with customers by establishing follow up.The business also needs to improve the technical skills to ensure that employees can effectively engage with the customers. 

4. Theme 4: Train employees to engage with customer is an effective way of improving the communication strategies with these customers. This will help to change the means of communication and engagement with the customers hence change the dynamics of engagement with them. 
Legend
· Theme 1: The first theme involved delays in the delivery of products. Many customers had complainted that their products took time to be delivered. This angered the customers as the business failed to provide sufficient reasons for the delayed delivery of their products. 
· Theme 2: The product specific complaints involved customers receiving products that had been worn out and also been substandard from the ones that had been advertised. 
· Theme 3: Lack of sufficient communication leading to misunderstandings with the customers was also a major challenge that affected the business. There was a need of ensuring that the customers engaged with their suppliers on time. This would improve the means of engagement and communication that would advance the manner in which individuals communicated in an efficient way (Grote, 2012). 
· Theme 4: The last theme involved lack of sufficiently addressing customer challenges and needs.  It was evident that lack of sufficient engagement and communication would be a major challenge faced by the business. There was a need to develop outcomes that would help employees to engage in an effective way with their customers. 
Conclusion 
	To sum it up, there is a need for Maurices Women Fashion to improve customer services by creating consistency, empathy and patience. In addition, there is a need to improve adaptability. The employees needs to be taught the benefits of actively listening to their customers feedback. This will provide the company with the opportunities for advancement and improvement of the communication and engagement. Secondly, there is a need for the management to understand the products and the services offered. This will help all employees to have a personalied experience with their customers where they can address all issues that have been brought up in an effective way. Establishing efficient communication chanmnels is alsoa  means that can ensure that the company has interacted with its customers in an effective way. A solution focused business will always engage with its customers in a way that improves engagement with employees. When sales declined the management decided to improve training. The training department used needs assessment to enhance their training of the workforce. The department made decision to adopt training technology to reduce costs. Online training was adopted for the employees. The training failed due to lack of proper diagnosis for the employees. The human resource department found that lack of proper training techniques failed the organization from getting proper instructions for their performance.
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