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Simple Method to Simple Method to Simple Method to Simple Method to ResolveResolveResolveResolve    Client ConcClient ConcClient ConcClient Concernsernsernserns    
 

ItItItIt’’’’s happened to als happened to als happened to als happened to all of usl of usl of usl of us    ––––    we we we we get into a situaget into a situaget into a situaget into a situation where we havetion where we havetion where we havetion where we have    to to to to resolve aresolve aresolve aresolve a    

proproproproblem with a client, cblem with a client, cblem with a client, cblem with a client, customer, ustomer, ustomer, ustomer, friendfriendfriendfriend,,,,    cocococo----workerworkerworkerworker, or e, or e, or e, or even a family memberven a family memberven a family memberven a family member.  They .  They .  They .  They 

are anare anare anare angry and upsetgry and upsetgry and upsetgry and upset    and and and and it it it it ththththrowsrowsrowsrows    you fyou fyou fyou for a or a or a or a loop.  Thereloop.  Thereloop.  Thereloop.  There’’’’ssss    a simple way to handle a simple way to handle a simple way to handle a simple way to handle 

aaaalmost any lmost any lmost any lmost any situationsituationsituationsituation    with ease.with ease.with ease.with ease.    

    

Before you Before you Before you Before you get started, remember that the get started, remember that the get started, remember that the get started, remember that the ““““angerangerangeranger””””    is is is is because they feel like they because they feel like they because they feel like they because they feel like they 

have behave behave behave beenenenen    wronged in some way.  wronged in some way.  wronged in some way.  wronged in some way.      

    

They They They They may feel:may feel:may feel:may feel:    

    

• ffffrustratedrustratedrustratedrustrated    

• cccconfusedonfusedonfusedonfused    

• like you don’t carelike you don’t carelike you don’t carelike you don’t care    

• like you haven’t heard themlike you haven’t heard themlike you haven’t heard themlike you haven’t heard them    

• like you julike you julike you julike you justststst    dondondondon’’’’tttt    understandunderstandunderstandunderstand    

    

    

If you want to keep the peace and resolve the issue,    hhhhereereereere’s what you need to do’s what you need to do’s what you need to do’s what you need to do    

((((and all the steps need to be done to make progressand all the steps need to be done to make progressand all the steps need to be done to make progressand all the steps need to be done to make progress)))).   .   .   .       

    

 Listen  

1.1.1.1. They want to be heard.  They want to be heard.  They want to be heard.  They want to be heard.  Let them get it out Let them get it out Let them get it out Let them get it out withoutwithoutwithoutwithout    interrupting.interrupting.interrupting.interrupting.    

2.2.2.2. EmpathizeEmpathizeEmpathizeEmpathize    with themwith themwith themwith them. . . . They will listeThey will listeThey will listeThey will listen to you better if you n to you better if you n to you better if you n to you better if you sincerelysincerelysincerelysincerely    

underunderunderunderstand what thestand what thestand what thestand what they need.y need.y need.y need.    

3.3.3.3. TheyTheyTheyThey    alsoalsoalsoalso    want acknowledgment that you understandwant acknowledgment that you understandwant acknowledgment that you understandwant acknowledgment that you understand. . . .     

PhraPhraPhraPhrases likses likses likses like e e e ““““I didnI didnI didnI didn’’’’t realize that you felt that way untt realize that you felt that way untt realize that you felt that way untt realize that you felt that way until now.  Thank you for il now.  Thank you for il now.  Thank you for il now.  Thank you for letting me letting me letting me letting me 

knowknowknowknow....””””    or or or or ““““Wow, IWow, IWow, IWow, I’’’’m sorry m sorry m sorry m sorry this is causing you so much this is causing you so much this is causing you so much this is causing you so much griefgriefgriefgrief.  L.  L.  L.  Letetetet’’’’s s s s resolveresolveresolveresolve    this for this for this for this for 

you.you.you.you.””””    willwillwillwill    make great strides in getting them make great strides in getting them make great strides in getting them make great strides in getting them to be cooperativeto be cooperativeto be cooperativeto be cooperative    in a rin a rin a rin a resolutesolutesolutesolutionionionion....        Use Use Use Use 

your own words of course, baseyour own words of course, baseyour own words of course, baseyour own words of course, basedddd    on the situaon the situaon the situaon the situation.  But you get the ideation.  But you get the ideation.  But you get the ideation.  But you get the idea…………    
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 Repeat    back what you understand is their issue.back what you understand is their issue.back what you understand is their issue.back what you understand is their issue.        If you arenIf you arenIf you arenIf you aren’t sur’t sur’t sur’t sureeee, ask , ask , ask , ask 

questionsquestionsquestionsquestions    like like like like “Just so I“Just so I“Just so I“Just so I    can make sure I am can make sure I am can make sure I am can make sure I am undersundersundersunderstatatatandingndingndingnding    youyouyouyou    correctly, youcorrectly, youcorrectly, youcorrectly, you    

____________________________________.  Is that .  Is that .  Is that .  Is that right?right?right?right?””””    

    

 ASK    them what they wantthem what they wantthem what they wantthem what they want. . . .     Again, usAgain, usAgain, usAgain, using ing ing ing your own wordsyour own wordsyour own wordsyour own words, , , , maybe try somemaybe try somemaybe try somemaybe try something thing thing thing 

as simple asas simple asas simple asas simple as    ““““What What What What can I do to make this right?can I do to make this right?can I do to make this right?can I do to make this right?””””        or or or or ““““What What What What can I do to make can I do to make can I do to make can I do to make 

you feel better about _______?you feel better about _______?you feel better about _______?you feel better about _______?””””    

    

 Care    about them.about them.about them.about them.    

1.1.1.1. They are frustratedThey are frustratedThey are frustratedThey are frustrated    

2.2.2.2. They They They They want you to solve want you to solve want you to solve want you to solve 

the issue (the issue (the issue (the issue (If you do, yIf you do, yIf you do, yIf you do, you ou ou ou 

can be their HEROcan be their HEROcan be their HEROcan be their HERO, and , and , and , and 

they will love you they will love you they will love you they will love you for itfor itfor itfor it!!!!))))    

    

 GIVE OPTIONS    for a resolution.  for a resolution.  for a resolution.  for a resolution.  

If they donIf they donIf they donIf they don’’’’t know what they t know what they t know what they t know what they 

want, give them want, give them want, give them want, give them twotwotwotwo    choices.choices.choices.choices.    

For exampleFor exampleFor exampleFor example, you could say something like , you could say something like , you could say something like , you could say something like “I unde“I unde“I unde“I understand your rstand your rstand your rstand your frustrationfrustrationfrustrationfrustration....        Let me Let me Let me Let me 

help you.help you.help you.help you.    This is what I can do for you.  This is what I can do for you.  This is what I can do for you.  This is what I can do for you.  IIII    can either ______can either ______can either ______can either ______________    or __________or __________or __________or __________.  Which .  Which .  Which .  Which 

one would you prefer?one would you prefer?one would you prefer?one would you prefer?””””            OfferOfferOfferOffering a choiceing a choiceing a choiceing a choice    gives the power gives the power gives the power gives the power and controland controland controland control    back to them.back to them.back to them.back to them.            

If they did tell you wIf they did tell you wIf they did tell you wIf they did tell you whathathathat    they want, but you canthey want, but you canthey want, but you canthey want, but you can’’’’t do that (for whatever reason)t do that (for whatever reason)t do that (for whatever reason)t do that (for whatever reason), then , then , then , then 

you tell them what you you tell them what you you tell them what you you tell them what you cancancancan    do.  do.  do.  do.  RememberRememberRememberRemember, they probably , they probably , they probably , they probably dondondondon’’’’t wat wat wat want to hear you nt to hear you nt to hear you nt to hear you 

talk, talk, talk, talk, they want you to listen they want you to listen they want you to listen they want you to listen to them and fix it!to them and fix it!to them and fix it!to them and fix it!        AAAAgaigaigaigainnnn,,,,    keep it simpkeep it simpkeep it simpkeep it simplelelele,,,,    show emshow emshow emshow empathy, pathy, pathy, pathy, 

and say and say and say and say somethingsomethingsomethingsomething    likelikelikelike    ““““I I I I underunderunderunderstand your frustration, and I wish I could do that.  stand your frustration, and I wish I could do that.  stand your frustration, and I wish I could do that.  stand your frustration, and I wish I could do that.  

However, this iHowever, this iHowever, this iHowever, this is what Is what Is what Is what I    CAN doCAN doCAN doCAN do…………....””””    

    

Remember, it costs way less to keep a client,Remember, it costs way less to keep a client,Remember, it costs way less to keep a client,Remember, it costs way less to keep a client,    
ththththaaaan it does to get a new one!n it does to get a new one!n it does to get a new one!n it does to get a new one!                                                  


