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We all have our own natural reactions to dealing

with an angry customer.




It’s almost unavoidable. Sooner or later, most of us will

have to deal with a customer who is angry or upset.
Whether you work in a bank or a supermarket, a
health clinic or an insurance company, there is always
the chance that you will come face to face with a
dissatisfied client or consumer. Or maybe you’ll pi
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Either of these reactions is understandable, considering
the stress we feel when we find ourselves in emotionally
charged situations—especially if we don’t have the
skills right at hand to calm the customer and find a
solution that is fair to all concerned.
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* Dealing appropriately with anger makes customers
feel more understood and therefore they are less
demanding, This makes your job easier.

* Employing a set of specific skills helps you feel more

relaxed and in control. This makes your job more
enjoyable.

 Using your head instead of your emotions helps
get quickly to the real problem and a real so
This makes your job more rewarding;

Once you have learned the techniques
this program, try practicing them at,
opportunity so that, over time, they
reaction the minute you find
an irate customer.
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that can be changed.



Your Own Attitude

The place to start is with your own attitude. When

dealing with an angry or upset customer, it’s important
not to let it “get to you.” This means not letting the
customer’s negative tone make you angry or upset,
yourself. If you become emotionally involved, this
almost always makes the situation worse. It cause
you more stress, and it usually makes the cus
dig in and push his or her point eve‘nore S

Here are three new approaches that ga
your cool:

Don’t take it personally.
Even 1f it feels like custome

. Conflicts are
angry. But this
our perspective.

out the customer’s problem.

e to focus immediately on your problem-
solving skills. Put your energy into deciding how to
handle the situation instead of into figuring out how to
beat the customer at his or her own game. (If you play
that game, nobody wins!)




Be professional.
By remaining calm, you stay in control. You solve the
problem faster and with less stress.

This can be hard to do when the customer is
obnoxious. You may feel right off the bat that
don’t like this person very much. You m1
yourself, “Why should I help some

rude to me?”
Here are some helpful hints;
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i or she is not upset.




Cooperate and collaborate.

Once you get past the emotions, you can think about
working with the customer as a team: you and the
customer against the problem.

It helps to remember that behavior is something that
can be changed. Just because a customer approaches
you in a very unpleasant manner, it doesn’t mean tha
person isn’t capable of meeting you in the middle or
seeing things your way. Of course, it may takg
effort on your part to get your custo*r toc
around. But believing it is possible—angdhleart
skills to help you accomplish this—
motivation to try.
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Your thoughts:

We all react differently to angry customers. Think about your
own reactions. What is it about dealing with angry customers
that makes you personally feel stress? (Some possible responses
might be: I don’t know what to say. They scare me. It
Jault and I don’t like being blamed.)
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Your thoughts:

Which of the three new approaches expressed in this chapter
will be the most helpful to you, and why?






