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O 1 Control Your Emotions
O 2 Assessing the Situation
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Control your Emotions
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Empathize with
the customer
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2. Assessing the Situation

Put yourself in

the customer's /?polloglzeh Don't back
politely to the down
customer e oS

Admit if there's
nothing you can do
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3. Resolving the Issue

If there is a simple Consult with a manager
solution, take it . if needed
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Take a breather
once it's over
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