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It Pays to Complain 
Course Outline 

 

The art of effective complaining is often undervalued, and can be seen as uncooperative or 
'difficult'. However being able to calmly and constructively complain will usually pay-off as it 
will not only enable the other party to make amends, but it will also create an honest and 
trusting on-going relationship.  

This course is designed to empower individuals with external and internal suppliers to achieve 
desired outcomes through perfecting the art of effective feedback/complaint making when the 
services provided are not up to scratch. The focus is on creating and maintaining professional 
and productive partnerships between providers and customers through positive communication 
and feedback/complaint techniques. 

It is particularly recommended for anyone who regularly receives goods or services from 
internal or external suppliers, and who would like to improve their ability to complain 
effectively. 

KEY AIMS 

1. To enable delegates to develop confidence and skills to complain/give constructive criticism 
effectively in a wide range of situations 

2. To focus on key issues and challenges relating to effective complaint making, including 
identifying and communicating key issues; maintaining the on-going relationship; suggesting 
realistic outcomes; staying assertive when the complaint is not heard/accepted 

3. To introduce powerful and flexible tools and techniques for complaining effectively, 
whatever the participants’ previous experience or circumstances 

4. To facilitate the development of strategies for improving delegates’ ongoing personal 
development 

5. To cover essential topics in a relatively short time, whilst ensuring an immediate impact 

KEY BENEFITS 

Participants will: 

 Increase their ability to achieve results 

 Deal more confidently and professionally 
with situations in which expectations are not 
met 

 Make complaints more confidently and 
constructively 

 Avoid unnecessary conflicts 

 Give and receive feedback more effectively 

The organisation will: 

 Improve internal communication 

 Have more effective team players 

 Have more confident and competent 
negotiators 

 Experience the benefits of more positive 
working relationships 

 Decrease workplace stress 
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OUTLINE PROGRAMME 

 Why complain? – Understanding the 
importance and value of making 
complaints. 

 Positive complaint making – 
Identifying the elements of an effective 
complaint. 

 Identifying rights and responsibilities 
– Examining the rights and 
responsibilities of self and others within 
the context of complaint-making: 
considering how rights can be asserted 
constructively and appropriately.  

 Personal approaches - Identifying 
different behaviour styles and 
characteristics, and how it affects the 
outcome of a complaint. 

 Process and skills framework – Identifying the 
process of making a complaint, and developing 
critical skills involved in effective complaint 
making. 

 Identifying key issues – Learning how to 
separate the factual content from the emotional 
content of a complaint 

 Dealing assertively with rejection - Learning 
how to respond assertively when the complaint 
is not heard or accepted. 

 Complaint-making practice - How to put the 
skills into practice: planning, preparing and 
practicing for making real-life complaints. 

 Personal Development Planning - Identifying 
continuing personal development needs and 
extending learning into the workplace through a 
detailed action plan. 

FEEDBACK 

 “I now know how to complain without undermining the trust I have worked so hard to build 
with my supplier.” 

 “This course has really helped to give me the confidence to complain when necessary, and 
the framework to do so in a constructive way.” 

 “It has been really encouraging to know that not only can I complain, but that I should 
complain when things aren't as they should be.” 

 “A very useful insight into the complaint-making process. Understanding it from the other 
person's point of view will help me to express my complaints in a way that will help them to 
help me!" 

COST 

We understand that training is an investment - not just in terms of the cost, but also in time. We 
are therefore committed to providing excellent value by ensuring that our open courses are 
competitively priced. Unlike other inexpensive open/public courses, we deliberately restrict the 
number of places so you can rest assured that the training will be focused on the needs of every 
delegate, and will be an effective learning experience. 

Fees for 1-day open courses from H2 are as follows: 

 Per delegate: £345 +VAT 

 2 or more delegates: £295 +VAT each 

 Public Sector: £295 +VAT  

 Registered Charities and self-funding individuals: £270+VAT 
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Fees are fully inclusive of: 

 Course tuition / materials  

 Workbook, with comprehensive reference 
materials / proformas  

 Lunch / refreshments  

 

 Personal action planning  

 Certification (on request)  

 Follow-up support (on request). 

CONTACT 
Tina Halperin, Director 

H2 Training & Consultancy Ltd. 

Freephone: 0800 0015151 

Email: th@h2training.com 

 


