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When Customers Get Hot, Here are Five Tips for Staying Cool

1. Be confident – not passive or aggressive. You do not need to be a mouse or a jerk to effectively 

communicate with angry or upset customers. What you need to be is clear. Make what you need to 

say as easy to understand as possible with no slang and as little technical language as possible. 

There is an old saying: “Say what you mean, mean what you say, and don’t be mean when you say it.” 

This should be the rule to guide your conversations with all customers. By using it, you will always be 

confident, cool, in control, and, most importantly, professional.

2. Slow down. When you consciously slow down your rate of speech, you will be able to think more 

clearly with more control and confidence. By taking your time to speak more methodically, you can 

better control your emotional triggers and maintain your composure during these difficult exchanges.

3. Take a breath. Before you respond, wait a few seconds. In stressful situations, it is common to want 

to jump right in and speak your mind. However, when you respond immediately, it often results in you 

saying something you’ll later regret. So, before you respond, take a deep breath, count in your head, 

“one thousand, two thousand,” and consider how to respond in a way that will help the situation rather 

than win a battle.

4. Take a walk. There are times, for all of us, when every one of our emotional buttons get pushed, and 

those are the moments when we need to take a break. This is when you tell the customer you need to 

put them on hold to review their file or whatever polite excuse will work at the time. The point is this: 

When you are beginning to feel you might become defensive and unprofessional, it is best to get away 

from the customer for a few seconds so you can regain your composure.

5. Be helpful, not hurtful. Instead of saying to yourself, “This customer is a jerk and I don’t get paid 

enough to deal with this.” Be more positive and take a helpful stance, “This isn’t personal, they’re just 

upset. How can I be helpful?” When you think more empathetically you can see them as someone in 

need rather than someone who is unreasonable. This thinking will help you respond more positively 

and professionally. By thinking positively, it will lead to positive words and positive actions which will 

make a positive outcome more likely.

By applying these incredibly easy tips, you can keep your cool when customers get hot.
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