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Abstract: This study aims at investigating the reality of customer complaints management in sales Agent 5
from the point of view of car owners in Algeria. Primary and secondary sources of data were used. The
primary data includes a structured questionnaire used to elicit information from the target respondents. A
total of 122 questionnaires have been collected using convenience sampling. The results indicated that the
majority of complaints are verbal, Some of them are grumble and silent resentment, then complaints and :
suggestions book. It was also found that the most common reasons for complaint concerns the employee's
lack of professionalism; followed by the car Delivery delays; then the high cost of periodic maintenance.
Finally, the study recommended sales agents to invest in effective customer complaints management and .
make good use of information provided by complaints.
Keywords: Complaints management; sales agents; car owners.
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