
Responding to Complaints on the Phone

Here are some tips for responding to customer complaints on the phone:

• Always respond to a complaint in a polite and professional manner (even if the customer is not behaving politely).

• Listen carefully to what the customer is saying and ask questions to clarify information. This shows that you
are taking the complaint seriously and trying to understand it.

• Apologize and show empathy. Statements like, I’m sorry about that and I can appreciate how frustrated 
you must feel go a long way to making an angry customer feel validated.

• Apologize again and offer a solution to the problem.

• Find a resolution to the problem as quickly as possible. 

1 In small groups, brainstorm a list of expressions you could use for each of these functions. 

• Confirm and clarify the problem

• Apologize

• Express empathy

• Promise action

• Offer a solution

2 Audio 7.22: Listen to two phone calls relating to a customer complaint. Write numbers in the
boxes to put the elements of each calls in the correct sequence. 

Note: CSR–Customer Service Representative

� CSR apologizes and offers a solution. � CSR empathizes with the customer.

� Caller provides context. � Caller rejects the offered solution.

� CSR confirms his understanding of the problem. � Caller describes the problem.

� Caller accepts the offered solution. � CSR promises action.

� CSR apologizes again and accepts responsibility � The CSR calls back and offers another solution 
for the problem. to the problem.

3 Discuss the following questions about the phone calls.

1. What was the customer’s complaint?

2. Describe how the customer makes her complaint.

3. How does the CSR express empathy? 

4. How is the complaint resolved?

L INC  7 Chapter 7 | Telephone Calls 425




