
Identifying Customer Complaints – Quick Reference Guide

1. Why Spotting Complaints Matters

Benefit What It Enables

Early problem detection Fix issues before they spread to other customers.

Customer retention Turn a dissatisfied buyer into a loyal advocate.

Product/service improvement Feed real?world feedback into development cycles.

Brand reputation protection Prevent negative word?of?mouth and social?media fallout.

Revenue impact Reduce churn and increase upsell opportunities.

2. Where Complaints Appear (Touch?Points)

Channel Typical Signals Tools for Monitoring

Phone / Call center
Raised voice, “I’m unhappy…”,

repeated call backs

Call?recording analytics,

sentiment tagging

Email / Support tickets
Subject lines (“Problem”, “Urgent”),

high priority flags

Ticketing system dashboards,

keyword alerts

Live chat / Messaging
Short, abrupt replies, “This isn’t

working”

Real?time sentiment plugins,

chat transcripts

Social media
Negative comments, hashtags,

mentions, emojis (?, ?)

Social listening platforms, brand

?mention alerts

Online reviews / Rating

sites

Low star ratings, “Would not

recommend”

Review aggregators, sentiment

APIs

In?app feedback
Crash reports, “Help” button clicks,

NPS low scores
In?app analytics, event tracking

Surveys & NPS
Detractor scores (0?6), open?ended

negative comments

Survey platforms, text?analysis

scripts

Direct face?to?face

(store, events)
Body language, tone, “I expected…”

Staff debrief forms, observation

checklists
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3. Recognizing the Language of a Complaint

Category Common Phrases / Keywords Example

Product

performance
“doesn’t work”, “broken”, “fails”, “slow”

“The app crashes every time I try to

log in.”

Service quality
“rude”, “unhelpful”, “waited too long”,

“no response”

“I waited 30 minutes on hold and

never got an answer.”

Pricing / Billing
“overcharged”, “wrong amount”,

“unexpected fee”

“I was billed twice for the same

order.”

Delivery /

Fulfilment

“late”, “missing”, “incorrect item”,

“damaged”

“My package arrived damaged and

missing two items.”

Expectations vs.

Reality

“not as described”, “misleading”,

“different from what I saw”

“The color on the website is not the

same as the product.”

Process friction
“hard to navigate”, “confusing”,

“cannot find”

“I can’t figure out how to cancel my

subscription.”

Emotional cues
“frustrated”, “disappointed”, “angry”,

“annoyed”

“I’m really annoyed by the constant

pop?ups.”

Tip: Combine keyword detection with sentiment analysis to reduce false positives (e.g., “I’m

not angry, just curious”).

4. Structured Workflow for Complaint Identification

1. Capture – Ingest data from all channels into a central repository (CRM, data lake).

2. Pre?process – Clean text (remove signatures, HTML tags), normalize (lowercase,

lemmatize).

3. Detect – Apply:
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