
De Escalating Angry Customers



Angry customers in 

this industry can be 

something like this…

Yet anger does not 

manifest the same 

way.



Do not take it personal, 
never let a guest miles 
away from you, disturb 
your shift.

Look away from the 
computer for couple 
seconds & drink some 
water.



Identify 
what type of 
angry 
customer, is 
the guest.

The Talker

These customers aren’t sure what they 

want, but they think they do. They 

don’t know what a resolution to their 

problem looks like. They just want to 

be heard, so don’t zone them out. 

Practice your active listening skills. 

Once they’ve had their say, make 

sure you restate their concerns. This 

can help guide them to what they 

want from you.



Carefully read the 
guest concerns and 
identify the type of 
angry customer 
he/she is.

The Executive. 

These customers don’t care what it 

takes, they just want results! They expect 

you to know who they are, what their 

problem is, and how you can fix it for 

them. Getting information out of them 

may feel like pulling teeth, and they 

may resent questions. Be patient, 

explain what you’re doing and why you 

need the information you’re requesting.



These customers love the phrase “...or else!” It gets old, and 
can even sound silly, but try not to take it personally. Let 
them have their say. Repeat their concern back to them and 
allow them correct you if you misunderstood something. 
Proceed to drive the conversation towards a resolution.

Intimidator. 



No matter what you offer to do, it likely won’t be 
good enough for this customer. In their eyes, 
things will never be the same again, and easy 

resolution the customer will accept. You’ll simply 
have to tell him or her, “I’m sorry, but that’s the 

best I can do. Thank you for understanding.”

Do not take this personal either.



We are making some fun of this type of 
customers but beware THEIR problems 
MATTER we are here to solve the ones within 
our capabilities. It does not matter how angry 
they are, they are customers and they have all 
the right to ask and demand, be nice then 
objective and assertive, make sure to answer 
with accurate information, read carefully your 
messages.



Show the guest your concern about the situation

3- Proceed to help the guest. It is not 
always easy to put yourself on the 
other person’s shoes but it is always 
necessary. Imagine that you are on 
their situation, how would you feel?

Now, with a less angry and anxious customer. 
Prepare to help and provide resolution for 
their issue. Remember that at the end… they 
are only humans, trying to solve problems.

1-Apologize for the situation (making sure you read the 
guest’s concern first) While this doesn’t solve the 
person’s issue it makes them feel understood when 
you acknowledge that they have the right to feel 

This doesn't translate to taking the blame for the 
mistake. It means that you need to take ownership and 
let the member know that you know what you are 
doing. Even if you are not.

angry.2- Accept Responsibility (This is a mental step)



-It’s important you stay calm throughout 
the conversation. Don’t let the customer 
bait you into retaliating, and always 
watch your tone. 

-Don’t make promises you can’t keep. 
Never lie to the customer. You may be 
tempted. Don’t do it! 

Keep emotions out of it, yet remain with  
empathy.

USEFUL TIPS
-Prepare in advance.

-Identify and understand their anger.

-Read, read and read again if something does not 
match on the information given.

-Practice responding to different concerns. It might 
help having scripts, but be careful.

-What the customer complains about isn’t always 
the actual problem. This is where you have the 
chance to play detective.



Fatal 
mistakes 
during 
interactions, 
avoid these 
words and 
statements 

NO
I can’t do that, but this is what I 

can do…

It’s not my fault

Let me see how I can fix this.

Calm Down / Settle Down
I truly understand how you 

feel.

I don’t know
Find a polite, nice and different way to address 
the same information using other words and not 
these.

There’s nothing I can do
While I can’t do that, this is 
what I can do…

Sorry, that’s the policy
This is the policy, however, I can offer this 
alternative.



These are good examples, as you can see the
agent showed being concerned about the
situation and addressed information with
willingness to assist


