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NOTES
The benefits of handling customers who are upset are enormous. You gain the

satisfaction of turning a ___________ situation into a __________ one. You learn some

important things about ________  ________, and you become a better ____________

and a more effective _____________ for your company. You become more

____________ at your job, and more ___________ in yourself.

The consequences of not managing angry customers well range from

___________  __________ for you to ________  ________ for your __________.  Not

only will you lose sales, but you’ll also lose _____________ and the years of

___________ they represent.  If you don’t become adept at this skill, you’ll contribute to

spreading a poor ___________ of your company.  And, on a more personal level, you’ll

have less _____________ in what you do.

(Principle #1) No one ____________ to be angry.

(Principle #2) Angry people are ______ in ____________.  In fact, their anger

comes from feeling out of control and trying desperately to regain some control.

____________ behavior is characterized by ___________, ______________ and

______________.  Aggression is intolerant and ______-______________. Aggressive

people are often indirect, latching on to things that have nothing to do with what’s really

upsetting them. They act like _____________.

____________ is different. Assertive people say what they _________. They are

_______ but ________.  They are _________ but _________. Assertive people can

___________ people instead of _____________ them. And they know how to respond to

people without _____________ them.
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(Principle #3) Anger is a _____________, not the problem.

With that as perspective, your objectives, when you deal with an angry customer,

are to ________ the customer ________, get at the ________ of the problem, and then to

get it ___________ to the best of your ability and as much to the customer’s satisfaction

as possible.  You do it by being disciplined in your response – assertive, not aggressive.

RESPECT is your number #1 ________ in handling the irate customer.

Dealing with an angry customer is like cracking an egg. The rich yellow yolk at

the center of the egg represents the solution to the customer’s ____________, the

hardened white which surrounds the yolk represents the ___________ of the customer’s

situation, and the hard shell represents his/her ___________.

In order to get to the yolk, and resolve the situation, you must first crack the shell.

In other words, you have got to penetrate the customer’s ___________.  Then you’ve got

to cut through the congealed egg white, or, understand the __________ of the customer’s

___________.  Finally, you’re at the heart of the situation, where you can offer a solution

to the customer‘s ____________.

In order to do so, follow this step process:

1) LISTEN

2) __________ THE CUSTOMER DOWN

3) IDENTIFY THE ______________

4) __________ BLAME and

5) RESOLVE THE ______________

To begin, all you can do is ____________.
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Try to calm yourself first, and then to acknowledge his/her ___________. When

you say something like “I’m sorry that happened.  If I were you, I’d be frustrated, too.”

It’s amazing how much of a calming effect that can have.

  First you __________ carefully and completely to the ____________. Then you

____________ with what the customer is ____________, and let him or her know that

you _______________.

After ___________ the customer down just a bit, it’s time to clearly

______________ the problem.  This is a good place for some ___________ questions.

Ask the customer to give you some ___________.  These kind of questions force the

customer to __________ about ___________ instead of his/her ____________ about

those facts.  It’s important, when you think you understand the ___________, to restate

the problem as you ________________ it.

It is very important to AVOID ____________ or accusations.

The fifth and perhaps most important step is to ____________ THE

_____________.

As a result of your ___________ work, you gain _________ to your company,

you gain _____________ in yourself, and you take one more step in moving your

______________ up a notch.
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EXERCISE ONE: ROLE PLAYING
Role play a typical phone call from an angry customer.  One of the players should act the
part of the customer and the other should act the part of a himself/herself.  During the role
play, the “customer” should be angry about something, and the customer service
representative should concentrate on listening and empathizing with the customer’s
feelings.  As soon as that had taken place, stop the role play and discuss it.

If you are playing the role of the customer, try to act as natural as possible.  If you are
playing the role of yourself (the customer service representative), focus on only the first
part of the phone call:  listening and empathizing with the customer.  Maintain control of
your emotions, and show respect for the customer

If you are watching the role-play, look for four things:

1. To what degree did the Customer Service Representative maintain emotional
control of himself/herself?

2. To what extent did the Customer Service Representative show respect for the
customer?

3. How well did the customer service representative listen to the customer?

4. How well did the customer service representative empathize with the
customer?
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EXERCISE TWO: ROLE PLAYING

In this exercise, you’ll again role play a typical phone call from an angry customer.  Only
this time, you’ll concentrate on taking the phone call further.  Not only will you listen and
empathize with the customer, but you’ll also call the customer down, and identify his/her
problem.

One of the players should act the part of the customer and the other should act the part of
a himself/herself.  During the role play, the “customer” should be angry about something,
and the customer service representative should concentrate on “cracking the egg:”

1. Listening and empathizing with the customer’s feelings in order to break the
shell of the customer’s anger.

2. Asking detailed questions and restating the customer’s situation in order to
penetrate the egg white and identifying the customer’s situation.

3. Solving the customer’s problem.

If you are playing the role of the customer, try to act as natural as possible.  If you are
playing the role of yourself (the customer service representative), focus on taking the
customer completely through the “cracking the egg” technique discussed in the tape.
Maintain control of your emotions, and show respect for the customer

If you are watching the role-play, look for these things:

1. To what degree did the customer service representative maintain emotional
control of himself/herself?

2. To what extent did the customer service representative show respect for the
customer?

3. How well did the customer service representative listen to the customer?

4. How well did the customer service representative empathize with the
customer?

           5. How well did the customer service representative ask detailed questions
and/or restate the situation?

6. How well did the customer service representative solve the customer’s
problem?
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EXERCISE THREE: GENERATING IDEAS
Use the bubble pads to write down at least three good ideas you gained from today’s
session.  Remember the four criteria for a “good idea.”  We’ve illustrated a couple of
samples for you.

Remember, a good idea is one that
*  focuses on the future
*  focuses on action
*  focuses on your behavior
*  is a small step toward one
 of your learning goals.

Decide to invest a certain
amount of time in self-
improvement every month.

Use a specific process in order to
learn more effectively.
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EXERCISE FOUR: DISTILLING THE BEST
Select the one good idea from the previous exercise that you think is the best.  To help
you make that selection, ask yourself these questions:

1. Which of these ideas could make the fastest impact on my performance?
2. Which of these ideas would make the biggest impact on my performance?
3. Which of these ideas will be the easiest to implement?
4. Which of these ideas am I most passionate about?

Rewrite that idea here.

______________________________________________________________________

______________________________________________________________________

______________________________________________________________________

______________________________________________________________________

______________________________________________________________________

______________________________________________________________________

______________________________________________________________________
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EXERCISE FIVE: PRECISELY PRESCRIBING
Turn the idea from the previous exercise into a Precise Prescription.  Write that
prescription on the Rx pad.  We’ve done an example for you.  Now, take your
prescription and post it someplace where it will remind you to do it.

(Precisely Prescribe)

I will set aside two hours every week for
personal improvement and keep a
record of what I do in that time.


