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Phrases for Customer Service 
Ten Most Helpful Phrases 
1. I care. 
2. I would like to understand. Help me to 

understand. 
3. How are things with you? 
4. Let’s define the problem. 
5. This is what I heard you say. 
6. Let me put this another way. 
7. How can I help you? Can I do anything to 

help? 
8. What would you do? 
9. Thank you. 
10. Silence, with concern. 

Ten Least Helpful Phrases 
1. You should not feel that way. 
2. Why did you do/say that? 
3. That is not important. 
4. I know exactly how you feel. 
5. I know what you are going to say. 
6. How come you are not as good as…? 
7. Do you want to know what I think? Here is what you 

should do. 
8. I told you so. 
9. Any phrase that contains the words always, never, all 

the time, everyone or permanently.  
10. Silence without concern/indifference. 

The Assertiveness Model 
 

 

Frame your conversation in the following way:  
• When you (specific behavior)  
• I feel (specific feelings) 
• I would appreciate it if you (suggested 

change of behavior) 

Example: “When you come into our restaurant 
and yell at me to get you a good seat, I feel like 
you expect me to ignore the lineup that is here in 
front of you, and I feel embarrassed. I would like 
you to acknowledge me, say good morning, and 
then wait your turn like everyone else.” 

About Stress 
Dealing with difficult people can be stressful. 
Stress can be positive and negative, but too much 
negative stress can take a toll on our mental and 
physical health. When we channel the energy 
from stress in positive ways, we can accomplish 
things that we never imagined. Here are some 
quick, easy ways you can lower your stress levels 
quickly. 

• Deep breathing 
• Visualize with positive imagery 
• Play some music 
• Acupressure and massage  
• Laughter 
• Replace worry with problem solving 
• Meditation 
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Tips for Taking a Message Dealing with Common Challenges 

Taking Messages Accurately and Completely 
• Keep a notepad handy. 
• Write while you are on the line. Take notes as 

you handle the call, not after you hang up the 
receiver. 

• Request, rather than demand information. 
Consider the value in saying, “May I have your 
name, please...” rather than the more common 
but very curt, “What is your name and 
number?” 

• Verify spelling. 
• Get the person’s first name, too. 
• Spell names out phonetically if they are 

difficult. 
• Give feedback for verification. (For example, 

“So that is spelled J-a-y-s-o-n?”) 

What to Record 
• To whom: The name of the person called. 
• From whom: The name of the call and his 

business connection. 
• Where: The caller’s telephone number and 

extension number. 
• What: The message itself.  
• Why: Action requested and the action 

promised.  
• By whom: Name of the person who recorded 

the message.  
• When: Date and hour of the call.  

To ensure the accuracy and completeness of a 
message, consider the following suggestions: 
• Listen attentively to the message. 
• Check to be sure all telephone numbers are 

correct and use feedback for verification. 
• Verify the spelling of difficult names using 

phonetic helpers. 
• After the telephone call has been completed, 

make additional notes from memory. 
• Attach any useful papers, reports, or lists of 

information to the message. 

You do not know the answer to the customer's 
question.  
Let the customer know that you do not know the 
answer. Tell them that you will look into it and tell them 
when you will get back to them. (Do so immediately, if 
possible.) Then, find the answer and keep your promise. 

You have to say no to the customer's request. 
Apologize, if appropriate, and tell the customer what 
you can do. Explain your reasons for saying no. Focus on 
what you can do for them, instead. 

Your computer is moving slowly and the customer is 
getting impatient. Tell the customer your computer is 
moving slowly. Use transition statements and small talk 
to avoid long periods of silence. Do not complain about 
the computer, but continue to be helpful. If it makes 
sense, offer to call the customer back and then do so as 
soon as possible.  

The customer has unreasonable expectations. 
Emphasize what you can do for the customer. Apologize 
and explain why you cannot fulfill their expectations. 

The customer is skeptical about what you are telling 
him.  
Offer to them him testimonials, proof, or 
documentation. Or, ask a manager or supervisor to 
confirm what you have told the customer. 

The customer is angry for no apparent reason. Speak in 
a calm voice and acknowledge the customer's feelings. 
Ask them what they would like you to do in order to 
meet their needs or resolve the situation. If the 
customer becomes abusive, contact your manager or 
follow your organization’s policy. You do not have to 
tolerate abuse, harassment, or bullying. 

The customer refuses to give you all the information 
you need. Explain why you need the information and ask 
the customer to reconsider giving it to you. If they 
continue to refuse, you will reach a point where you 
have to tell them that you cannot provide what they 
need. 

  


