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Five Things Not To Do With Upset Customers

When you are working with an upset customer, the wrong approach only serves to make them 

more upset. So, here are 5 things NOT TO DO with upset customers.

1. Don’t tell them they are wrong. The last thing you want is to arouse people’s hackles and 

make them want to engage in battle. It is very difficult to change people’s minds in non-

stressful situations much less in difficult ones. So don’t make your job harder by beginning 

things on a bad note.

2. Don’t argue. There is no point in arguing because not only will you never win, it doesn’t solve 

anything. Sure, you might prove your point and have the last word, but all that will get you is 

an angrier customer while still having the issue in question still awaiting action. It is best to 

listen and figure out how you can help.

3. Don’t speak in a way that looks down on the customer. If the customer is wrong, it doesn’t 

make it right to be disrespectful, in fact, even if they’re disrespectful, it doesn’t mean you 

should stoop to their level. Keep your tone calm and respectful.

4. Don’t say, “We can’t do that.” Instead try, “Here’s what we can do.”

5. Don’t be above apologizing. Even if the customer is at fault, you can apologize for the 

situation. “I’m sorry this is happening and I want to help you,” goes a long way to making 

things more positive. And keep in mind, apologizing for the situation is not an admission of 

fault. You can also apologize in other ways, for example, “I’m so sorry for any inconvenience 

this has caused.” 

Never forget that there is nothing to win in these difficult situations, only problems to solve.
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