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	Title
	11.  How to Handle an Angry Customer

	Objective
	Steps to take when confronted by an angry customer to ensure satisfaction

	Responsibility
	Manager in charge, Either the SM, ASM 

	Steps
	1. Stay Calm and Empathetic:

· Keep your emotions in check and remain calm. Remember that the customer's anger or frustration is not directed at you personally.

· Show empathy by acknowledging the customer's feelings. Use phrases like, "I understand how frustrating this must be for you."

2. Listen Actively:

· Allow the customer to express their concerns without interruption. Give them your full attention and avoid making judgments.

· Use open-ended questions to gather more information and clarify their issues. For example, "Can you please tell me more about what happened?"

3. Apologize Sincerely:

· Even if the problem isn't your fault, offer a sincere apology for the inconvenience or frustration the customer is experiencing. A simple "I'm sorry" can go a long way.

4. Take Responsibility:

· If the issue is the result of a mistake on your part or your company's, admit it and take responsibility. Customers appreciate honesty and accountability.

5. Offer a Solution:

· Propose a solution or a course of action to resolve the problem. Be sure to offer options when possible. Ask the customer for their input on how they would like the issue to be resolved.

· If you cannot resolve the issue immediately, provide a clear timeline for when the problem will be addressed and keep the customer informed.

6. Use Positive Language:

· Maintain a positive and professional tone throughout the conversation. Avoid using negative or confrontational language.

· Frame your responses in a way that focuses on solutions rather than problems.

7. Escalate if Necessary:

· If you are unable to resolve the issue to the customer's satisfaction, offer to escalate the matter to a DM who may have more authority to address the problem.

8. Follow Up:

· After the issue has been resolved, follow up with the customer to ensure their satisfaction. This shows that you care about their experience and are committed to improving.

9. Document the Interaction:

· Make notes of the customer's concerns, the actions you took, and any promises made during the interaction. This documentation can be valuable for future reference.

10. Learn and Improve:

· Use each customer interaction as an opportunity to learn and improve your customer service skills. Discuss difficult cases with your team to develop strategies for handling similar situations in the future.

Remember that handling upset customers is a skill that can be developed over time. By approaching each situation with patience, empathy, and a commitment to finding a solution, you can turn a negative experience into a positive one and potentially retain a loyal customer.
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