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Customer Service Guide 

 
A short List of words & phrases that Customers want to hear! Give 

them a Go! 

• Thank you for calling………How Can I help You? 

• Can I take your name please? 

• What I can do for you today Mrs X is…… 

• I can certainly help you with this 

• I fully understand Mr Y how frustrating this is, I am going to do all I can to resolve this 
for you 

• I will do this immediately 

• I will take personal ownership of this for you. My name is……., if you need to get in 
touch  

• I’m so sorry this has happened. What I will do, to resolve this is………. 

• I can confirm that… 
• I am delighted to tell you… 
• I absolutely agree… 
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How to reassure the Customer that you are going to work together to 
resolve the issue  

 
 

“Let’s discuss the best way to resolve this for you, without further delay, Mrs X…” 
 “Let’s discuss” suggests partnership, and cooperation to agree the best solution for the 
customer. 
 
“Tell me everything that has happened, so that I fully understand what has been 
explained to you so far” 
This shows the customer that you want to fully understand the reason for the call, in order 
to resolve the situation.    
 
“I have looked into this fully for you and can now see exactly what the problem is. As a 
result I will……“ 
This shows that you have taken the time to fully investigate and you have the ability to 
help. 
 
“What I’m doing for you right now is…” 
Reassuring the customer that you are taking immediate action, especially if they can’t see 
you! 
 
 “I really appreciate the time you have taken out of your busy day to contact us and given 
me the opportunity to resolve this for you. This isn’t the level of service we aim to deliver 
and as a thank you, I would like to offer….” 
 
Always thank the customer for getting in touch. If you are in a position to offer a little 
‘something extra’ when a mistake has been made, then it’s an opportunity to ‘go the extra 
mile’  
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Sometimes it isn’t possible to end the call with an immediate resolution. Reassure the 
customer that you will take ownership until it is resolved. 
 

 

 

•  “This will be resolved by the end of the day, Mr X, and I will call you to confirm by 

4pm” 

 

OR 

• “I will call you as soon as we’ve had an update from…. This will be no later than 

5pm tomorrow. If I haven’t received an update by then I will still call you to keep 

you informed” 

 

Always follow through with the promises you make – you don’t want to lose the 

Customer’s trust 
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Phrases to avoid 

 

Don’t Say…. Do Say…. 
Can I have your reference number?  
As your first question 

Can I take your name please?  
Obtain a customer’s name before asking for 
reference numbers. And then make sure you 
use their name! 

I’m not really sure I will check with….., so that I can provide 
you with the correct information  

You’ve come through to the wrong 
department. 

I will put you through to X Team, who will 
be able to help you with this enquiry.  
Customers don’t want to be blamed for 
going through to the wrong dept. Just focus 
on what you can do, when this happens 

What you will have to do is… Would it be possible for you to….? 
Always ask, don’t Tell! 

I can’t do that 
Or 
Unfortunately…. 

I can offer X (alternative solution), which 
will provide….. 
Explain the benefit of the alternative option 

It’s not our fault I am very sorry this has happened and I 
will look into this immediately for you  
 
focus on what you can do to resolve the 
situation – customers don’t care who is to 
blame   

Sorry, but….. I am very sorry 
Just say you are ‘Sorry’ and mean it. There 
is no room for ‘But’ if you are genuinely 
sorry. 

I understand, but I can hear your frustration, which is totally 
understandable. I will…… 



 
 

Turner Corner Learning Solutions ©2019 
 

Dealing with angry customers 

 

Have you ever had to deal with a customer who was very angry & making 
accusations/complaints directed at you, your work team and/or your company? 
 
It can be difficult to stay cool. But that's exactly what you need to be! 
 
This is when the 'Selective Agreement' Technique? Can be very effective 
 
Selective Agreement is about listening for some part of what the customer is saying that 
you can agree with. Make sure you are very specific about what you are agreeing with! 
 

 

Example 
The customer says: 
I've been on hold for Ten minutes! You people are a bunch of F***ing idiots who don’t 
care about customers, I think it’s really poor service. 
 
Don't argue with the customer or get defensive! That will fuel their anger.  
Instead, reply with: 
 
I am very sorry and agree that ten minutes is a long time to wait. It’s not the level of 
service we aim to deliver. You are now through to …….. and I will do my very best to help 
you. 
Can I take your name please? 
 
Apologise - Selectively Agree – Reassure the customer that you will help them 
 
Give it a try the next time you find yourself in this situation. 
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FEEL, FELT. FOUND Technique 

 

It's not possible to provide every customer with the exact solution they request.  
 
However, it is possible to provide customers with alternative options which can still provide 
an effective solution. 
Sometimes it’s hard to gain buy in from a customer, because they may be unsure as to 
whether it's a suitable option for them.  
 
The aim is to reassure customers that this isn't the first time this option has been offered & 
you absolutely know that it's effective because other customers have been very satisfied. 
 
 
Step 1: Empathise 
"I completely understand how you feel about..." or "I do understand your concern 
about....." 

 
Step 2: "Some of our customers have in the past felt the same concern " 

 
Step 3: Reassure the customer why you know the alternative option is effective 
"However, what those customers found when we provided Y, was they .......” 
 
Explain the outcome/benefits that customers experienced. 
 
 

 
 
Customers like to feel they are not being treated differently to others and that whatever you 
are offering will help them. The next time you cannot provide a customer with X Option but 
there is an alternative Y option, give the Feel, Felt, Found technique a go 
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Jacqui Turner has 27 years Customer Service training experience. Please contact Jacqui to 

discuss how ‘Turner Corner’ can help you attract more customers and retain customer 

loyalty.  

We provide bespoke training programmes tailored to your needs; working with you to 

design courses which will achieve the results you want.   

 

  

Email: info@turnercorner.co.uk 

Mobile: 07834838521 
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