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Abstract

The most important aspect for decision-making of customer complaint management is the data collection of
the facts and purpose of customer complaints. Customer complaints are divided into sixteen types. The sixteen
complaint types are separated into value for the customer and non-value for the customer. As the business classifies
complaints into each category, the business must address the cause of the customer complaint impartially for creating
the alternative choices of decision-making. Then, the business must evaluate the outcome of each choice. In the last
step, the business must make a decision to select the best long-term outcome. In the digital age, businesses must

monitor all channels of social network media and media controlling and creating its own complaint channel, as well.

Keywords: customer complaining, management, dissatisfaction, decision-making
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