OBJECTIONS AND COMPLAINTS

We all get and we all have, at one time or another, objections or complaints.  This arises out of disagreement or lack of an established agreement about something.  So, the idea is to get back into agreement.  There are five potential steps to this process.

1.  Clearly get a statement as to what is not working for the person:  When you get an objection or a complaint, no matter what it is about, get the person to state exactly what about the situation is not working for them.

2.  Mirror this back to the person:  Repeat their statement back to them so that they know that you heard them.

3.  Get initial agreement from them:  Once you have stated it back to them ask them if this is correct.  If they agree then you have the beginning of agreement.  If not, then go back to step one and have them clarify for you.

4.  Propose a solution:  Ask the person, “If I did ______________, would that make it all right for you?”  If their answer is yes then the complaint is handled.

5.  Have them propose a solution:  If their answer is no to your proposal, then ask them “What can I do about this that would make it all right for you?”  If you have the authority to correct the situation and give them what they want, then the complaint is handled.  If not, then you bring the entire situation to the doctor.

