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The last thing a business wants to hear are complaints from customers. However, as we 

are all human, it’s part of life and doing business. Here are a few tips on how to make the 

best of your customer complaints.

Listen

No matter the complaint, when a customer comes to you with a problem, listen to them. To 

be heard is the number one thing a customer wants when they have a problem. So, listen 

carefully with no assumptions or judgements. If possible, take notes.

And, while you are listening, be aware of your body language. Be sure you maintain eye 

contact and never roll your eyes or smirk. Everything sends a message to your customer 

and you want yours to say you are taking them seriously.

If they’re upset, allow them to vent and get it all out. Wait until they have explained their 

problem in full before you begin to ask questions. Do your best to get a full handle on the 

situation.

Be Empathetic

When the customer finishes explaining the issue, tell them you understand how they feel 

and apologize for the situation. Keep in mind, you are not admitting fault, you are simply 

sorry that they are having trouble. Then let them know you are committed to resolving the 

problem. 

Do not get defensive. A combative attitude will only make a bad situation worse, and you 

do not want the customer to become angry and cause a scene.

If you, with a calm voice and positive attitude, can convince the customer that you truly 

understand where they are coming from, it will usually defuse the situation. However, it 

may take a little time for them to get everything out of their system so don’t lose heart, stay 

calm, positive, and in a helpful frame of mind. 
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Offer a Solution

A key thing to note is that these difficult customer situations are not battles to be won, 

rather, they are opportunities to solve problems and demonstrate how different you and 

your company are from the re rest. Even if the customer is in the wrong, there is almost 

always some way to resolve things even if the best you can do is meet them halfway.

One thing you should never do is tell them you can’t do anything, instead, say, “Here’s 

what we can do” and then proceed with something you can offer as a solution.

Once you come to some agreement on what will happen, always leave your customer with 

your name or business card and tell them that you welcome their call if they should ever 

have a problem again. This will help to begin the restoration of the relationship. 

When a customer has an issue, the main goal is to defuse the emotional element, resolve 

the problem, and retain them as a customer. It is not to win!


