Example Process

Dealing With an Irate Customer

1. Stay Calm and Patient: The first step is to remain calm, regardless of the customer's
demeanour. An irate customer can be more difficult to handle if you respond with similar
emotions. Remaining calm helps in de-escalating the situation.

2. Listen Actively: Give the customer your full attention. Let them vent their frustrations
without interruption. Often, a customer just wants to be heard. Active listening involves
nodding, making eye contact, and using phrases like “l understand” to show that you are
paying attention.

3. Acknowledge the Issue: Once the customer has explained their problem, acknowledge
the issue. This doesn’t mean agreeing with them, but showing empathy. For instance,
you might say, “l can understand why you’re upset,” or “| see how this situation could be
frustrating for you.”

4. Apologize Sincerely: Even if the problem was not the fault of the company or the
customer service officer, it's important to apologize for the inconvenience caused. A
sincere apology can go a long way in calming an irate customer.

5. ldentify the Root Cause: Ask clarifying questions to fully understand the issue. This
helps in identifying the root cause of the problem and finding the most suitable solution.

6. Offer Solutions: Once you understand the problem, offer solutions. This could involve
correcting an error, offering a refund, or providing an alternative solution. Always offer
solutions that are within your authority, or clearly explain the steps you will take to seek
approval for actions outside your purview.

7. Take Action Quickly: Implement the agreed-upon solution as quickly as possible.
Delaying the resolution can further aggravate the situation.
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8. Follow Up: After resolving the issue, follow up with the customer. This could be through
a phone call or an email to ensure that they are satisfied with the solution and to
reaffirm that their concerns are important to your company.

9. Documentthe Interaction: Record the details of the interaction in the customer service
database. This documentation is useful for future reference and helps in improving the
service quality.

10. Learn and Improve: Reflect on the interaction to understand what could have been done
differently and how similar situations can be handled more effectively in the future. This
reflection will help your personal and professional growth.

IMPORTANT: The goal of this process is to deescalate the situation and to identify the best
course of action to resolve the customer’s issue. If you feel unsafe at any point, seek help from
your manager, a colleague or someone who can assist.
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Dealing With an Irate Customer — Only What Is Critical

1. Stay Calm and Patient: The first step is to remain calm, regardless of the customer's
demeanour. An irate customer can be more difficult to handle if you respond with similar
emotions. Remaining calm helps in de-escalating the situation.

3. Acknowledge the Issue: Once the customer has explained their problem, acknowledge
the issue. This doesn’t mean agreeing with them, but showing empathy. For instance,
you might say, “l can understand why you’re upset,” or “| see how this situation could be
frustrating for you.”

o

Identify the Root Cause: Ask clarifying questions to fully understand the issue. This
helps in identifying the root cause of the problem and finding the most suitable solution.

6. Offer Solutions: Once you understand the problem, offer solutions. This could involve
correcting an error, offering a refund, or providing an alternative solution. Always offer
solutions that are within your authority, or clearly explain the steps you will take to seek
approval for actions outside your purview.

7. Take Action Quickly: Implement the agreed-upon solution as quickly as possible.
Delaying the resolution can further aggravate the situation.
8. Follow Up: After resolving the issue, follow up with the customer. This could be through

a phone call or an email to ensure that they are satisfied with the solution and to
reaffirm that their concerns are important to your company.
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9. Documentthe Interaction: Record the details of the interaction in the customer service
database. This documentation is useful for future reference and helps in improving the
service quality.

IMPORTANT: The goal of this process is to deescalate the situation and to identify the best
course of action to resolve the customer’s issue. If you feel unsafe at any point, seek help from
your manager, a colleague or someone who can assist.
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Dealing With an Irate Customer - ABC

1. Stay Calm: Maintain composure to de-escalate the situation.

2. Acknowledge the Issue: Empathetically recognize the customer's issue.
3. Identify Cause: Ask questions to understand the root problem.

4. Offer Solutions: Suggest appropriate solutions within your authority.

5. Act Quickly: Implement the solution promptly to avoid further issues.

6. Follow Up: Check customer satisfaction post-resolution.

7. Document: Record interaction details for future reference and service improvement.

IMPORTANT: If you feel unsafe, seek managerial or colleague support immediately.

Objective: De-escalation situation and resolve customer concern.
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Dealing With an Irate Customer - BLUF
If you feel unsafe at any point, seek help
Objective: De-escalate situation and resolve customer concern.

1. Stay Calm: Maintain composure to de-escalate the situation.

2. Acknowledge the Issue: Empathetically recognize the customer's issue.
3. Identify Cause: Ask questions to understand the root problem.

4. Offer Solutions: Suggest appropriate solutions within your authority.

5. Act Quickly: Implement the solution promptly to avoid further issues.

6. Follow Up: Check customer satisfaction post-resolution.

7. Document: Record interaction details for future reference and service improvement.

I TOUCHSTONE



	Dealing With an Irate Customer
	Dealing With an Irate Customer – Only What Is Critical
	Dealing With an Irate Customer – ABC
	Dealing With an Irate Customer – BLUF

