
Nine Easy Steps for Dealing with Upset Customers

Take another deep breath and congratulate 
yourself on your superb communication skills!

Breathe

Stay Calm

Listen Actively

Let the Customer Vent

Apologize

Acknowledge &
Show Empathy

I'm very sorry.

Build Rapport

Maintain It

Restate
the Problem

Clarify & Confirm

Solve It

Take Ownership

Offer Something
Special

End With...

Agreement

Keep Your Promises

Follow-Up

call back
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