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Coping with difficult telephone partners

	Talking with people on the telephone is an important part of any business. It can be anything from arranging to meet somebody for lunch, dealing with a complaint, placing an order, or making enquiries. Telephone partners can be difficult for a number of reasons, but perhaps especially when they are unsatisfied or unhappy about something. Whatever the problem is, it is important to deal with them professionally and politely.

Even if your telephone partner is angry, it is vital that you stay calm and try and deal with the problem as best as you can. It is important to try and calm the customer down, find out exactly what the problem is, and then reassure them that you will do your best to solve it.
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Useful phrases
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	1. Apologise


	
	I really don’t see what you are so upset about!

	I am sorry to hear that you are unsatisified with…
	
	Ok, calm down!

	I apologise for the mistake.
	
	I am afraid that this is your problem, not mine.

	Yes, I understand you are upset Sir/Madam.
	
	I don’t have time for this right now.

	
	
	If you’re so unhappy, then why don’t you take your custom elsewhere?

	2. Find out what the problem is


	
	

	What is the problem, exactly?
	
	

	What exactly has happened?
	
	

	
	
	

	3. Tell the caller that you will take action


	
	

	Please hold for a moment, while I enter that into the computer.
	
	

	I will send somebody out to see you immediately. 
	
	

	I will send you the correct item straight away.
	
	

	I will look into it immediately.
	
	

	I’m afraid I am not sure how this happened. Can I get back to you later today?
	
	

	I am sorry for any inconvenience this may have caused you.
	
	


Work with a partner
1. Work in pairs. Create a telephone conversation based on the flow chart below. Partner A is a TANKKEN service employee, partner B an unsatisfied customer. When you have finished, swap roles. Use some of the above phrases to help you. Remember: stay calm!






A                                     B
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2. Now come up with some conversations of your own. Take it in turns to be the angry caller and the TANKKEN employee. Use your imagination to think up new complaints and solutions. 

Say it will be there within 3 days and apologise again for the mistake.





Say that you hope it arrives this time. Thank them for their help and end the call.





Explain that it was down to human error. Apologise for the inconvenience and say that you will send the product immediately.





Explain that this will only take a second. You have found the problem: the order was sent to the wrong address.





Ask how this happened.








Ask how long it will take.





Say that you do not have much time.





Apologise again. Politely ask the caller to hold for a moment while you check the database.





And always be polite!








Say that you are very disappointed with the company.





Ensure the caller that you will look into the problem immediately. 





Give your name and the order number, and spell it clearly.








Apologise and say that you will check in the database. Ask for the caller’s name and the order number.





Remember! �1. Apologise for the inconvenience. �2. Find out exactly what the problem is. �3. Take action. 








You are very angry. You placed an order over two weeks ago. You were told that the delivery would take only 3-4 days, and it still hasn’t arrived. You demand to know why.














Find out exactly what the problem is.





Introduce yourself and say that you are very unhappy.





Answer the phone politely.
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