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Objectives

. Recall the key principles for
dealing with an irate caller
. Apply specific techniques
effective in providing excellent
service to Irate callers
What is YOUR goal?




lcebreaker

- My jobisonthelne...




Has this ever happened to you?

. Have you ever taken a call and been
greeted by a blast of angry words?

Share your story!




5-Point System

It 0s nothing per sonja
. The ASAP Technique

~ You can satisfy most of the people most
of the time

_ Use the swear stopper

~ No excuses
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. Most angry callers will begin to unload
their anger before you get a chance to

say anything more than your greeting
because:

They are upset at you (or your company, or
the services that your company provides)

They donot |1 ke you
services that your company provides)

The Hel p Desk (o0or vyo
something

Managing an Angry Calle




. You are not the problem

_ You are a lightening rod diffuser
They just want to be heard!

_ They are not angry at you
_ They want to vent their anger
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Learn to Shield Yourself . ..




How should you react to an irate
caller?

_ LikeaLion T fight back and
teach them some manners

.~ Like a Robot T show no

emotil on
thelr outburst

. Like a Lightening Rod .
Diffuse the anger!




Is this your role?




The Diffuser Course Changer




This should be your role




When confronted by an angry caller

~Donot hang wup
~Donod6t be rude

~Remember 1 t06s not

You are the front line
Donot shoot t he “nesse




