
TRANSPARENT RESPONSIVE ACCESSIBLE CONSISTENT KIND

A customer service mindset.

HOW TO SERVE 
AN ANGRY CUSTOMER

Communication Strategies
   • Remain calm
   • Practice active listening
   • Repeat back what your customer says
   • Thank them for bringing the issue to your attention
   • Explain the steps you’ll take to address the concern 
      or solve the problem
   • Be sincere

The Three “What’s”
   • What’s the problem?
   • What are the customer’s goals?
   • What are your options?
Finding out the answers to these questions can help you have 
an easier time de-escalating an angry customer.


