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A Focus on Customer Service 
 

A challenge for many in the workplace is dealing with frustrated or argumentative people. This task is all the 
more frustrating when such individuals are your customer, client, or patient. They may be frustrated and 
angry, and these emotions are not necessarily rational or related to the matters at hand. Unfortunately, 
regardless of the original source of their issue, their feelings often get directed onto the person who is trying 
to help them.  
 
Improved abilities to deal with these situations can serve as powerful protection against stress and 
workplace burnout by enhancing personal self-confidence and job satisfaction. Accordingly, the following 
strategies are presented in an effort to assist employees in helping positions deal with challenging individuals 
in a professional and effective manner.  
 
Listen Carefully  
Allow people to express themselves. They usually feel that they have something important to say and may 
merely need the opportunity to share their feedback. They must be made to feel that they are being heard 
and are being taken seriously. When not being heard, people are likely to become even louder and more 
overbearing. Similarly, if their attempt to share their message is interrupted or challenged they are likely to 
respond with increased frustration. Instead, you should listen carefully and patiently and resist the 
temptation to challenge errors or accusations. A rule to remember is that people who are venting are not 
likely to listen to reason. The whole point of their venting is to get something off their chest so the last thing 
they want is for this effort to go for naught or to hear that they are wrong.  
 
Ask Questions  
Once someone has finished venting, ask them what they want. Angry or frustrated people can often be 
vague or indirect about what they really are looking for. This causes confusion and frustration in the helper. 
Ask clarifying questions about their needs and concerns. This will calm them and convey that what they said 
was not only important but was also heard. Paraphrase their problem. This will give them tangible proof that 
you are trying to see their viewpoint. Follow this with "Is that right?" or "Is that everything?" This usually 
evokes a "yes" from the individual which introduces a more positive posture in them. If they say "no" simply 
repeat the process of questioning until they confirm that you really did hear what they said. When the 
person affirms that you understand their needs and issues they are likely to start feeling that something is 
being accomplished. 
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Show Empathy  
When dealing with an angry or unhappy person keep in mind that their behavior may be driven by 
extraordinary circumstances. Those who are dependent on others for their basic needs are often especially 
frustrated by their limited control over important activities in their lives. It is important that you appreciate 
the fact that such individuals need your services only because they cannot do those things for themselves. 
Those who once led independent lives will be particularly upset by diminished functions and/or coping skills. 
Similarly, those attempting to learn a new skill or are adjusting to new surroundings or demands are likely to 
be anxious and even afraid. Accordingly, you must show empathy to their plight. Phrases such as "I hear 
what you’re saying, I understand your concern", or "I can appreciate how you feel" convey that you have 
their interests at heart and things will become much easier on everyone concerned.  
 
Avoid the Blame Game 
It is extremely important to avoid making an already frustrated person feel that they are responsible for the 
situation or are plain wrong. When the focus is on the problem most of the energy goes into assigning 
blame or giving reasons why things are wrong. This simply makes everyone feel threatened which heats up 
the situation even more. The simplest way to avoid a battle over who is right and who is wrong is to avoid 
placing blame in the first place. Instead, keep the discussion focused on searching for solutions to the 
problem.  
 
More information to be included in the Fall 2018 EFAP Newsletter – A Focus on Customer Service Part 2  
 
 

 
 

 

 Did you know that your EFAP also offers…. 
Substance Use Consultation  

For anyone who may be struggling with substance use issues. 
Consultation with a Registered Dietician  

For advise and follow up related to healthy eating 
Consultation with a Registered Kinesiologist  

For strategies to improve health through activity 
Consultation with a Registered Nurse  
  To discuss health issues that may be impacting your life 
Debt Management Consultation  

For advice on how to manage finances to reduce the debt. 
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