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Handling Challenging Customer
Interactions

Customer Interactions

In today's service industry, customer service
representatives frequently encounter stressful
interactions with customers. Here are some
common challenging customer behaviours and
tips for handling them effectively:
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The customer expresses anger or aggression.
They may make unreasonable demands or use
harsh language.

Listen attentively without interrupting. Use
empathetic statements like "I understand this

is frustrating.."

Remain calm and professional in your
demeanour. Never match their aggression.

Clarify their concerns and offer potential
solutions. Follow up in writing if needed.

If they remain overly aggressive, refer them to
a supervisor.
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The Talkative Customer

The customer is overly chatty about personal
matters, making it hard to focus the discussion.

« Politely steer the conversation back to the
business at hand. Say something like,
"Regarding your account, let's discuss..."

¢ If needed, politely remind them you need to
assist other customers and re-direct the
conversation.
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The Customer with a Language
Barrier

iﬁﬁ
The customer does not speak your language

fluently.

* Speak slowly and use simple words. Avoid
jargon.

* Utilize visual aids or writing if needed to aid
understanding.

« Verify understanding by asking them to
summarize or repeat back to you.
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The Indecisive Customer

The customer struggles or wavers when making
a decision. They may change their mind
frequently.

Patiently answer all their questions and

explain options.

Summarize the key factors to focus their
decision making.

If needed, offer a recommendation based on
their priorities.

Ask them what is stopping them moving
forward.
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The Know-It-All Customer

The customer asserts their own expertise and
frequently contradicts you.

Validate their knowledge and perspective.
Use phrases like "You raise a good point..."

Redirect the conversation to focus on their
needs and how you can assist.

Avoid debating with them. Stay solution-
focused.
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The Impatient Customer

The customer is hurried and demanding
immediate resolution.

Acknowledge their urgency and expedite
handling their issue.

Offer quick solutions or provide status
updates on resolving their issue.

Follow up in a timely manner.




Handling Challenging Customer
Interactions

The Overly Cautious Customer

The customer needs excessive time and
information before deciding.

¢ Give them space to carefully weigh
information rather than pushing for a quick
decision.

Proactively provide the details and
education needed for them to evaluate
options.

Follow up and reinforce next steps once they
do decide.
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SUMMARY

The key is staying professional and keeping
interactions focused on constructive solutions
tailored to each customer’s needs and
communication style. With empathy, active
listening, and patience, many challenging
interactions can become positive. And
remember its nothing personal they don’t know
you!
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