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HOW TO MAKE COMPLAINTS 

Meaning of Complaint 

A complaint is defined as an oral or written expression of dissatisfaction or concern one may have 

about facilities or services provided, or about actions or lack of actions by an individual or 

organization. 

TYPES OF COMPLAINTS 

There are two primary types of complaints namely; justified and unjustified complaints. 

a. Justified complaints: are about a legitimate problem that was the result of a company doing 

something wrong. Some of the examples include: 

Late delivery of goods 

Faulty products 

Poor service quality 

Mistakes on invoice or statements 

 

b. Unjustified complaints: This is a complaint that comes from people who think a company 

did something wrong, but they actually did not. 

 

Steps in lodging a complaint 

The steps involved in making a formal complaint are: 

1. The first step is to address the complaint with the organization that is causing the problem. 

Your complaint should be made in writing and should include as much information about 

the situations as you can supply. But in some situations, a simple phone call may be needed 

to resolve your complaint. Complaint handling departments or bodies will not consider a 

complaint unless you have already raised the issue with the organization that you are 

complaining about. 

2. If you are not satisfied with the response you received from that organization, then you 

seek out a complaint handling body that deals with that particular kind of problem. 
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Writing a Complaint Letter 

Letters of complaint usually include the following stages: 

1. Background  

2. Problem – cause and effect 

3. Solution 

4. Warning (optional) 

5. Closing 

 

1. Background:  

This describes the situation E.g. I am writing to inform you that the goods we ordered from 

your company have not been supplied correctly. 

2. Problem: 

Causes: Here state what gave rise to the problem E.g. On 10th November 2018, we placed 

an order with your firm for 10,000 pieces of printer. The consignment arrived yesterday 

but contained only 1,000 pieces. 

Effect: This is what happened as a result of the issue encountered E.g. the error put our 

firm in a difficult position, as we had to make some emergency purchases to fulfil our 

commitments to all our customers. This caused us considerable inconvenience. 

3. Solution:  

This is a suggestion as what you think is the best way to remedy the situation E.g.  

a. I am writing to ask you to please make up the shortfall immediately and to ensure that 

such errors do not happen again 

b. Could I please ask you to look into this matter 

4. Warning (optional):  

This may not be needed. It is where you state what your action would be if the issue 

complained about was not satisfactorily attended, otherwise we may have to for our 

supplies. 

5. Closing:  

We look forward to receiving your explanation of this matter. 

 

CHEMICALS 

Meaning of chemical  

A chemical substance is a substance with a molecular composition that is produced or used in 

a chemical process. 

Banned Chemicals: are also known as prohibited chemicals and cannot be sold or used at all. 

Its sale and usage is prohibited. Banned or prohibited chemicals in a particular process or 

production may be just restricted or have a free usage in another. 

Reasons for Banning and Restricting Chemicals not Suitable for Use 
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The following are the reasons for banning and restricting chemicals not suitable for use. 

1. They are fatal if inhaled or ingested. 

2. They cause irritation to eyes, nose and throat, rashes to skin, blistering of the skin, nausea, 

vomiting and diarrhea. 

3. They produce fumes which may cause lung cancer. 

4. They destroy red blood cells. 

5. They affect the neurological cells 

6. They affect the hormones 

7. They cause infertility in men 

8. They cause chronic illnesses. 

 

 

Procedures for Banning and Restricting Chemicals not Suitable for Use 

1. A notice is sent to the international PLC secretariat that a chemical has been discovered to 

be dangerous and harmful. 

2. The secretariat inquires further to verify the information. 

3. The secretariat forwards a summary of the information gathered to all members of the PLC 

convention for more input. 

4. When the PLC secretariat receives answer from one or two countries, it sends it to its 

chemical review committee. 

5. PLC then sends its recommendations to the conference of the countries who are members. 

6. Once the countries have accepted the banning or restricting of the chemical, it is circulated 

with reasons for the action taken. 

 

WEEK 5 

HOW TO SEEK REDRESS 

Redress is the act of setting right a wrong.  

Consumer redress is the act of setting right a wrong that has been done to a consumer over a 

product bought or service rendered. 

Consumer right: Consumer rights refer to the principles of freedom that users of a particular 

product are entitled to. They are designed to ensure that fair competition and free flow of 

truthful information in the market exists. Consumer right are laws aimed at protecting 

consumers when they buy a good or service. 
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WAYS OF SEEKING REDRESS 

1. Reporting the unsatisfactory experience to the service provider: An aggrieved consumer 

should report to the seller or the service provider with evidence of his or her transaction 

document for a proper verification of the purchased item. 

2. Negotiation starts when the transaction document has proven the report to be true. The 

consumer has the full right to demand for the total replacement of the commodity or some 

of its components depending on the nature of the damage, but most importantly, the 

negotiation should be consumer friendly. 

3. Lodging a formal complaint to the appropriate governmental regulatory agencies where 

peaceful consumer-seller negotiation fails. 

 

BENEFITS OF PROVIDING REDRESS 

When a consumer gets redress and resolves a complaint, the benefits are as follows: 

1. The consumer is happy that he/she has been listened to and that the problem has been 

solved. 

2. The intervening regulatory agency will be seen to be efficient and it will add to their 

experience in resolving consumer complaints. 

3. It improves the public relations profile of the company, as it will be seen to be faithful to 

its promises of putting the consumer first and standing by the warranty that is on their 

products. 

4. Providing redress immediately there is a complaint eliminates litigations on issues that can 

otherwise be easily resolved. 

5. More time is spent on research and development for the growth of the company than on 

following up cases of complaints that may drag on for too long, eating into a company’s 

time and resources. 

 

THE BALANCE SHEET 

A balance sheet could be defined as a statement that shows the state of affairs of a business as 

at a given period. It is the conclusion of accounts. The two main things that the balance sheet 

talks about are ASSETS and LIABILITIES of a business as at a particular date. 

USES OF BALANCE SHEET 

1. Balance sheet helps the owner of the business to know the true financial position of the 

business affairs, that is, whether solvent or insolvent. 

2. It also enables the company to obtain loan from banks by exposing its working capital in 

the annual balance sheet. 

3. It gives room to the creditors of the company to have confidence. 
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CLASSIFICATION OF ASSETS AND LIABILITIES 

ASSETS: 

Assets refer to value, amount or property that belong or owned by the organization. They include 

good will, cash, stock meant for resale, bill receivable, building and land, motor vehicles etc. 

Assets are grouped into tangible and intangible assets. 

Tangible assets: are those assets that can be touched, seen or definite. E.g. Machinery, building, 

cash etc. 

Intangible assets: are those assets that cannot be touched or grasped, quantified. Example of 

intangible assets is goodwill. 

Goodwill: This is a privilege a business concern has over others. It cannot be seen or quantified in 

monetary terms, rather it always manifests in the rate of patronage acquired. As a result, it is placed 

first before other assets in the right-hand side of the balance sheet. 

TYPES OF ASSETS 

1. Fixed assets 

2. Current assets 

 

1. Fixed Assets: 

These are property or possession of a business concern that have permanent nature such 

that can be retained in order to generate income for the organization. 

Examples of fixed assets are:  

Plant and machinery 

Motor vehicle 

Land and building 

Fixtures and fittings 

2. Current Assets:  

These are assets that do not have permanent nature in business. They are otherwise known 

as circulating capital. This means that they could be turned into cash and vice versa. They 

include: 

Debtors 

Cash in hand 

Cash at bank 

Stock in trade 

Bill receivable 

Prepayment 

     Assets are placed in order of liquidity. At the asset side of the balance sheet, goodwill 

is placed first before fixed assets, which ends with motor vehicles. Then, the current assets 

beginning with the closing stock and ending with receivable or prepayment. 
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LIABILITIES: 

Liabilities are values or amounts owed to outsiders by the organization. They are presented at the 

left hand side of the balance sheet. 

TYPES OF LIABILITIES 

1. Long-term liabilities 

2. Current liabilities 

 

1. Long-term liabilities: This refers to debts that should be settled within a period of one 

financial year. Example is a long-term loan. 

2. Current liabilities: This refers to debts that are repayable within one financial year. 

Example: Trade creditors, accruals (that is, debts due but not paid), bank overdraft etc. 

 

Capital, Drawing and Net profit:  

These are represented at the top of the current liabilities in the balance sheet. 

Capital: This refers to the original amount with which an owner of the organization 

commenced business including any profits retained in the business. It also means the excess of 

assets over liabilities. If the liabilities exceed the assets, it would result to “insolvency” that is 

inability to meet up with his financial obligations. 

TYPES OF CAPITAL 

1. Circulating Capital 

2. Fixed Capital 

3. Working Capital 

 

1. Circulating Capital: This refers to all the current assets of a business concern. They are 

called circulating capital because they are not fixed, rather they can be turned into cash and 

vice versa. 

2. Fixed Capital: This refers to all the fixed assets in the business organization. 

3. Working Capital: This refers to available amount of money that is kept for the day-to-day 

running of the business, which invariably increases the capital and the profit made. This is 

calculated by deducting the current liabilities from the current assets of the business setting. 

 

Drawings:  

These refers to some withdrawal of goods or profits made by the business owner. They are 

normally deducted from the net profit in the balance so as to get the exact profit for the year. 
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Net profit: 

This represents the earning retained after deducting the drawings made. 

 

PREPARATION OF THE BALANCE SHEET 

Example:  

Capital                                      #40,000 

Trade creditors                       #5,000 

Land and buildings                 # 20,000 

Machinery                               #6,000 

Motor vehicle                         #5,000 

Furniture                                 #4,000 

Stock                                        #3,000 

Debtors                                   #2,000 

Cash at bank                          #4,000 

Cash at hand                          #1,000 

The above information was provided by Alexes and Sons Ent. On 31st Dec, 2011. 

The balance sheet will appear below as; 

 

Capital                                                           #45,000 

Current liabilities 

Trade creditors                                             #5,000 

 

 

 

 

 

 

 

                                                                       

                                                                       

#50,000 

Fixed assets 

Land and buildings     #25,000 

Machinery                   # 6,000 

Motor vehicles            # 5,000 

Furniture                       #4,000      #40,000 

 

Current assets 

Stock                             # 3,000 

Debtor                           #2,000 

Cash at bank                # 4,000 

Cash at hand                # 1,000        #10,000 

                                                              

#50,000 

 

 


