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ABSTRACT  

 

Modern customer complaints management in second-tier banks is based on a traditional system that 

centres on a centralized customer support department. Most large companies that are not banks also 

consider this to be the best way to work with customer complaints. This leads to the problem of detaching 

the customer from the source of concern.  
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1 GENERAL  

 

The main goal of this study is the implementation of advanced QM models to enable better customer 

relations management in a STB through resolving complaints in a more personalized way. 

The main reason that people are leaving complaints is because they want to be loyal customers and 

they want to improve the quality of goods or services of the particular company they are addressing the 

complaint to. If a person no longer wants to be a customer he they will most likely never try to contact the 

company to announce their decision. Complaints, on the other hand, show that the customers feel that 

some things should be improved and when fulfilled these complaints become the tools that gain loyal 

customers. 

Most customer service departments function as a centralized unit that acts as the only contact point 

with the customers. Once the complaint is received, it is processed and the resolution is presented to the 

customer by the same customer service department. This often leads to customers getting standard cliché 

answers and a wary shallow revision of the situation. 

 

2 CONCLUSION  

 

The alternative way to manage complaints is to direct them to the people responsible for the incident or 

those that are experts in the customer’s question. This allows for an in-depth response and the client will 

interact with the person that is competent in the question. Customer service specialists often poses general 

information about the topic but only the person who is responsible for the customer’s problems can have 

the full insight of the situation and is able to give an appropriate response. 

This makes customers feel that their messages reached the right destination and were taken into 

account. This also allows to reduce the number of people needed in the customer service department.  
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