MODULE OVERVIEW

Angry customer at the counter:

Restore calm in minutes

Adaptive module m

With an angry customer, everything is decided in a few minutes. This moment has become strategic: in the
age of online reviews, a complaint handled well face to face prevents a bad review, especially as three
quarters of customers read them before buying. The module focuses on immediate de-escalation, in five
steps, and on protecting team members who deal with the public.

—— LEARNING OBJECTIVES

01 Manage your own emotions when facing the
customer’s anger, understanding that it is not
aimed at you personally.

02 Acknowledge the customer’s emotion without
justifying yourself; apologize when criticism is
justified.

03  Work through the five steps of de-escalation:
acknowledge, restate, clarify, offer, escalate if
necessary.

04 Protect yourself over time: set a firm limit when
behavior goes too far, and debrief after a difficult
situation.

— WHO IT’S FOR

Front desk, retail, and after-sales roles in direct contact
with customers who are sometimes unhappy.

® Prerequisite: none

—— ASSESSMENT AND COMPLETION

— HOW THE MODULE WORKS

Self-paced, with practice tailored to each
learner.

1 Self-assessment: on 9 dimensions, to
gauge current habits and guide the
practice.

o Expert video: 10 minutes, with 3 pauses
for reflection.

3 Practice scenarios: the first 2 chosen
from the self-assessment, then 16 optional
ones. Every answer gets feedback: what it
leads to, and one way to improve.

4 Dated commitment: one action to try,
written by the learner or picked from the
suggestions.

5 Memo to download: key takeaways,
questions, commitment, personal notes
and checklists.

Pass mark: 80%

The score takes into account your answers to the practice scenarios, your commitment and, where relevant, any
additional learning activities. Passing requires a commitment and a score of at least 80%.

METHODS & MODELS SOURCES & REFERENCES

« 5-step de-escalation method (acknowledge, restate, clarify, offer,
escalate) — an Afthonios principle, inspired by service recovery
sequences such as LAST / HEARD .

» Acknowledging the emotion and restating — inspired by active
listening (Carl Rogers)

» Emotional regulation and reframing “the story the customer is telling
themselves” — inspired by Crucial Conversations (Patterson et al.)

» Afthonios method: 3 practices to protect team members (firm limit, .
reporting, debrief)

® Module created by Afthonios.com.

» BrightLocal, Local Consumer Review Survey, 2024: 75% of consumers read

online reviews before choosing

White House Office of Consumer Affairs / TARP (J. Goodman): an unhappy
customer tells 9-15 people; a customer whose complaint is resolved well tells
4-6 people

» Research on service recovery — Hart, Heskett & Sasser, Harvard Business

Review, 1990

“12 to 1” ratio (Ruby Newell-Legner / Lee Resources) — it takes many positive
experiences to make up for one negative experience
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