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Acknowledge that the person is upset

When someone is angry, the most important thing for them is to be listened to and, for
the other person to do their best to resolve the issue, even if it doesn't give the result they
would prefer. 

It is important to remember that anger often arises because the customer feels
disresepected, so demonstrating that you do respect them helps to calm them down.

1 "I can see that you are upset"

Make a positive reassuring statement

Relating to the customer and empathising with them is critical when responding to their
anger. It's important to know that being supportive does not mean agreeing with
something you do not agree with. 

However when you relate to the angry customer with empathy and can communicate
that the problem is not about who they are as a person but instead about a situation that
will be solved, their anger will dissipate.

2 "I want you to know I will get something done about that"

Make a sad/glad statement

When you believe the customer has had enough time to take through or vent their anger,
you can attempt to ease the conversation into a more positive direction.

If you just let them rant, it won't be long before they are angry about something else.

3 "I'm sorry you had a problem, but glad you called it to my attention"

Ask the magic question, "What will make you happy"

When you involve the customer in coming up with a solution, they are more likely to buy in
and accept the agreed way forward.

If you can't deliver what they are looking for - knowing what they want makes it easier to
explain why you can't do it, in a way they'll understand.

4 "What would be your ideal solution to this problem?"

Find a solution, make a settlement

To prevent customer resentment, there needs to be a perceived punishment that you
willing accept. Offering free items, future discounts or coupons sends that signal.

5 "I'm truly sorry that we forgot your coffee order. Here is your coffee and a
complimentary muffin. We value your business and would love you to
give us another chance."
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