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Partage des talents… tous gagnants



A holistic view on Employee Advocacy
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How do I satisfy a customer as a complaints officer?
Dear customer, I’m 

calling you within the 

2 days to discuss 

about your 

dissatisfaction. 

Thank you. 

I want to be 

listened  and 

understood. 

What are the roots of your 

dissatisfaction? What are 

you waiting from me as a 

bank representative?

With all my knowledge and 

experiences, can I offer an 

immediate and clear answer? 

I’m adapting my language to 

the customer.
Thank you for your 

help. We reached a 

rapid & qualitative 

win-win solution.  

You have really won 

my confidence, I will 

surely recommand

you as a Bank.

I can’t handle it 

myself… I’m thus 

explaining the next 

steps to the 

customer. I will 

investigate via spoc, 

branch,… and 

inform the customer 

every week about  

status of his claim.

I will share my 

experience with 

my colleagues

CO

You’re 

welcome. I 

have also 

informed 

your branch/ 

PBC.   
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The society is evolving towards a new paradigm
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