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Task Title: Dealing with Customer Complaints 

OALCF Cover Sheet – Learner Copy 

Learner Name:___________________________________________ 

Date Started (m/d/yyyy):__________________________________ 

Date Completed (m/d/yyyy): _______________________________ 

Successful Completion:  Yes  ☐ No  ☐ 

Goal Path: Employment  ☒ Apprenticeship ☐

Secondary School   ☐ Post Secondary ☐ Independence  ☐

Task Description: Read a staff checklist to understand how to deal with 

client complaints. 

Main Competency / Task Group/ Level Indicator: 

● Find and Use Information/Read continuous text/A1.2

Performance Descriptors: See chart on last page 

Materials Required: 

• Pen/pencil or digital device
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Learner Information 
In many workplaces employees must deal with customer complaints.  

Scan the “Dealing with complaints – checklist for staff.” 
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Work Sheet 

Task 1: What are the three main categories for dealing with 

     customer complaints? 

Answer: 

____________________________________________________________ 

Task 2: Who has the right to make a complaint about any aspect  

     of health care at this facility? 

Answer: 

_____________________________________________________________ 

Task 3: What are three things employees must NOT do when  

     receiving a complaint? 

Answer: 

_____________________________________________________________ 

Task 4:   When an employee encounters a difficult situation, why is 

  it important to take time to understand what the problem 

  is? 

Answer: 

_____________________________________________________________ 

Task 5:   Where should an employee write down the details of the 

  complaint? 

Answer: 

_____________________________________________________________ 
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