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Customer Complaints
Customer Complaints Are Valuable to The Organization
The presence of customer complaints indicates or highlights that there is a defect in the internal processes of the company. Clients grievances may also signal that the employees are not doing what is expected of them or in other words, they are reluctant. For any organization, customer complaints present valuable and relevant information that can be used to improve the performance and productivity of an organization as well as its reputation (Barlow, 2008). This information can be used by the management to identify the problems in the processes of the business unit or the problematic employees. In other words, complaints help in improving the products of an organization as well as its delivery of services to customers. For instance, if a customer complaint about a defective product, the organization may use such information to make sure that they rectify what may have gone wrong within the organizational processes. If an organization values its reputation, it will work hard to satisfy its customers by ensuring that all complaints are handled appropriately.
Being the CRM representative in my company, I take it as my absolute duty to regard all customer complaints as the impetus for organizational improvement. They provide essential feedback to the business unit. What customers think about the business unit is important as it is part of the success of the organization. They also help the staff to remain focused on the best ways of serving the customers that are in line with the mission, vision and the objectives of the organization. Additionally, they help improve customer loyalty if they are handled with care and appropriately. A culture of seeing customer complaints as real ingredients to the success of the organization should be instilled in order to bring about long-term performance and reputation to the organization.
Customer complaints are also useful in expanding the market share of the organization since when clients are satisfied, they will always bring more clients as they share their experiences with the products and the employees of the organization. Likewise, if they are not handled with care, they may chase away some of the customers hence diminishing the market share for the organization's products. If an organization does not have a culture that values complaints from customers may lag behind since they have no basis for product and service improvement. They may not be able to expand their operations since they may keep losing their current and potential clients. Customer complaints have an impact on all aspects of the business ranging from its operating processes, employees, management and reputation as they all can be improved or destroyed depending on how the client’s grievances are handled (Barlow, 2008). It is for that reason that I encourage all employees in my organization to see customer complains positively and always resolve them amicably. 
Customer Complaints Strengthen and Improve Customer Organization Relationship.
Handling Customer complaints make them feel that the organization values them. Customer loyalty, as well as that of the organization to the customer, is improved when complaints are taken with positivity, and appropriate measures are taken to mitigate them. A successful complaint resolution makes both the customer and the management satisfied and hence acts as an impetus for the strengthening of the relationship between the two. Information from the customer helps the management to find solutions to various challenges that may have been facing the company for a long time. When customers feel that they are cared for they may come again in the future and they may come along with new customers (Barlow, 2008). Resolving and handling customers complaints appropriately sets the customers as the company’s brand ambassadors. Improved services and products act as tools for marketing as they attract the current customers back to the organization as well as potential customers. Timely resolution of customer complaints strengthens the belief that the customers have in the services and the products of the organization. 
Customers will always desire assurance that their complaints will be resolved, and when they come back, they will want to see evidence that their views have been taken into consideration and that action has been taken in the right direction. If the organization expresses sincere empathy to the organization without fault admission can make the clients feel that the organization offers a listening ear to its customers.  When resolving customer complaints, it is always important to listen to both sides of the story to determine whether it is the employees who are at fault or it is the products that have defects. A single customer may have made a mistake in the way they view the quality of the products of an organization and hence the management should be careful not to blame the employees or the organization at large. An organization should always come up with ways of collecting customer feedback without regard to whether it will be positive or negative. Positive feedback will help to boost the confidence of the employees, management and the entity while the negative complaints act as the basis for improvement of the organizational products and services. When customers are encouraged to share their views freely about the services and the products of the organization, they develop a sense of belonging to the entity and hence making the relationship between the two healthier and stronger (Barlow, 2008). The organization should always find ways to make the customers feel valued and part of them since without such a relationship there are limited chances to prosper. Organizational success highly depends on the commitment of the customers to the products and the services that the entity offers them (Barlow, 2008). 
Personal Experience 
During my vacation last summer, I went to a restaurant and ordered for a total of ten plates of food since I was at a camp with my friends. I made the order two days before, and when we arrived at the restaurant, the cashier had forgotten whether I had visited them before. Our order had not been honored, and we had to wait for more than five hours before we were severed.  We filled a complaint to the management of the restaurant, and the customer relations manager came down to talk to us. We explained our case to him, and he took it positively. After we were served, he called for an impromptu meeting and narrated our case to all employees, and he encouraged them always to record all customer orders to avoid such cases. The experience was negative for us because we were delayed and also the business of the organization came to a standstill so that the customer relation manager could address the issue. 
If I were the CRM of the organization, I would have accepted the complaint just as the manager of the organization did but my main focus since that day would have been on the creation of an organizational culture that makes the employees able to receive and accept customer complaints in a friendly manner. I did not like the instant problem fixing method of resolving a conflict that the manager used since I like long-term solutions to the problems that I face. I would have resolved the problem at hand and instead of calling for a meeting just to show the customers that I care I would have assured them that the same will never happen again. After that, I would come up with a strategy that I would use to encourage all the employees to always take customer feedback positively and as a basis for improving the organizational products and reputation. The first thing I would do is to make sure that every sales point has a booklet that all customers would record their comments, recommends and suggestions as well as their experiences with our products. This feedback would then be collected and made available to all the employees so that they would know the area which they are needed to improve. Subsequent feedback from the customers will tell how far we are in our commitment to building a long-lasting relationship with our customers. The main aim of collecting and resolving customer complaints is to help preserve the image of the organization as well as keeping the customers satisfied. If these two aspects are met, then the performance of the organization improves as customer loyalty increases with time.
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