Beneficiary communication training for volunteers

Session 4: Managing complaints 
Time Available:
1hour 30mins
Learning Objectives:
By the end of the session, participants will:
· Understand the importance of listening to feedback and complaints
· Be better prepared to answer common complaints or questions asked by beneficiaries
· Understand what they should do if they receive a complaint
· Know what to do if they receive a serious complaint

Session outline
1. Session introduction (1 minute, PPT & Flipcharts)
2. The importance of complaints and feedback – group discussion (5mins, PPT & Flipcharts)
3. Common complaints and answers (60mins – allow 15mins for group work, 15mins for feedback and 30mins to show the common complaints slides)
4. What to when you receive a complaints (10mins)
5. Managing serious complaints (10mins)
6. Complaint forms (4mins)

Part 2 – The importance of complaints and feedback (5mins group discussion)
Facilitator Guidance
1. First ask participants why they think complaints and feedback are so important and discuss as a whole group for 5 minutes
2. Then recap by clicking through the bullet points on the screen

Part 3: Common complaints and answers (60mins)
Facilitator Guidance
1. In their groups, ask participants to write down on flip chart the two most common complaints or difficult questions they are regularly asked in the field and how they would answer and manage these questions or complaints – allow 15mins for this
2. Ask each group to feedback and ask the other participants if they have received the same question/complaint and how they answered it – allow 15mins for this
3. Finally click through the slides in the presentation with common complaints, first showing the complaint/question, then discussing the answer as a group, before showing the answer on screen – allow 30mins for this.


Part 4: What to do when you receive a complaint (10mins)
Facilitator Guidance
1. Talk through the steps of what to do when a volunteer receives a complaint
2. Provide the frequently asked questions and answers sheet

Part 5: Managing serious complaints (10mins)
Facilitator Guidance
1. Ask the group what they think a serious complaint is?
2. Then show the slide with the types of serious complaint
3. Ask the group what they would do if they received a serious complaint
4. Show the steps to manage this.

[bookmark: _GoBack]Part 6: Complaints log sheet (5mins)
Facilitator Guidance
Hand out the complaints log sheet and ask if participants have any questions.
