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Insights from Mona

• Customers and emotion must be 
acknowledged 

• Show genuine concern and empathy

• Don’t leave a customer alone



The problem is not the 
problem.



In most “problem” 
situations, the way the 

problem is handled 
becomes the real 

problem.





United Broke My 
Guitar
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"Within four days of the song going online, the 
gathering thunderclouds of bad PR caused 
United Airlines' stock price to suffer a mid-
flight stall, and it plunged by 10 per cent, 
costing shareholders $180 million. Which, 

incidentally, would have bought Carroll more 
than 51,000 replacement guitars."

--Chris Ayres of the Times Online in the U.K.



• Inability to relate and respond

• No acknowledgement of the customer’s 
problem

• No sense of urgency

• Inability to truly re establish trust

• No personal connection

What’s Missing?



What the Best Do

• Apology

• Trust

• Empathy

• Connection



7 Steps
1. Acknowledge impact and express empathy

2. Apologize

3. Demonstrate sense of urgency

4. Offer an explanation 

5. Ask for necessary information

6. Own and resolve

7. {optional, but so good} Surprise & delight



Acknowledge me!



• Relate and respond

• Psychology of recovery

• Empathic listening

• Empathy 





Psychology of Recovery



You’re on their side

• “Getting to the bottom of this is just as 
important to me as it is to you.”

• “This is no more acceptable to us than it was 
to you.”

• “Thank you for taking the time to let us know 
about this.”



It’s frustrating when...



Seek to understand.
Then be understood.



The Million Dollar 
Question

How do you get Reps to Convey Empathy?





Reactions

• “Getting old sucks, even if it’s just make 
believe.”

• “Wow.”

• “I never realized how insensitive I was.”

• “As a direct result of this experience, I will be a 
better nurse, a better person.”



Acknowledge 
customers and 
and they won’t 
have to fight 
through the 
brick wall.



How to Apologize



“I’ll fix the problem, but I won’t 
apologize for a problem that I 

didn’t cause.”



Apologize for Effects

• Apologize for the consequences customer 
experienced

• Ex: Delayed, traveled out of way, had to pay 
a fee

• Express apology for the inconvenience 



Don’t apologize for 
causes

• Apologizing for past causes is not helpful

• Nothing you can do about what has 
happened

• Apologizing for past directs customer’s 
thoughts to past



“I’m sorry.” vs “I’m 
responsible.”



“I’m sorry.”

• An expression of regret

• An expression of empathy

• “I’m sorry you spilled your coffee.”



I take responsibility

• You are taking responsibility for what 
happened 

• “I’m sorry I bumped into you and made you 
spill your coffee.”



Risk Management

• State only the facts of the situation

• Don’t assume fault for mishap

• Don’t place blame on others

• Apologize for impact only

• Don’t state your haunch 

• Deliver a great customer experience 



Options

• “I’m sorry you spilled your coffee.”

• “I’m sorry for any frustration you may have 
experienced.”

• “I’m sorry you had to make this call today.”

• “I’m sorry for any inconvenience you may have 
experienced.” 



Relate and Respond



Urgency
What it is. What it does.



Urgency at 
Apple

Provide a solution for the 
customer to take home today



The opposite of 
urgency



Explanation
Why we do this. How we do this.



“In many cases, a clear, believable 
explanation as to why the policy or 
performance is reasonable will at least 
mollify the customer and, in some 
cases, satisfy him or her.”

--John Goodman





First 4 steps are 
psychology



7 Steps
1. Acknowledge impact and express empathy

2. Apologize

3. Demonstrate sense of urgency

4. Offer an explanation 

5. Ask for necessary information

6. Own and resolve

7. {optional, but so good} Surprise & delight



Don’t Miss Complaints!
Southwest Airlines did





Control the 
experience



 A page from Apple’s 
playbook



A P P L E
• Approach customers with a personalized 

warm welcome

• Probe politely to understand all the 
customer’s needs

• Present a solution for the customer to 
take home today

• Listen for and resolve any issues or 
concerns

• End with a fond farewell



We are at our best 
when we deliver 

enriching experiences.
--Apple credo



{PEC}
Personal emotional connection





What 15 
minutes a day 

can do





Chat Transcript

info: Please wait for a QVC representative to respond.  
      
info: Welcome to QVC's live chat service. This is 'Kathi P'.  How may I help you? 

Myra Golden: Hi Kathi. Can you tell me the status of my return of the Canon HV30 camcorder?

Kathi P: Thanks for waiting.
Kathi P: I'll be glad to check for you.  
Kathi P: Thank you for waiting while I check on this for you.
Kathi P: Thanks for waiting.
Kathi P: I appreciate your patience.

Kathi P: Ms Golden, I'm so sorry the Canon Vixia HV30 MiniDV HD Camcorder hasn't been processed as of yet.   I know you're anxious to 
have this completed.  The return processing time can take up to 17 days from the date an order is returned to QVC.  I hope your item is 
processed soon.

Myra Golden: Thank you.

Kathi P: You're certainly welcome, my pleasure! Have a wonderful day and please don't hesitate to contact us anytime, we're always glad to 
help.
info: Your chat transcript will be sent to myra@myragolden.com at the end of your chat.



Relate and Respond



Complaints via email



“Things happen in manufacturing if your unhappy you 
have 7 days from the day your item ships for a refund. 
You placed a pre order just like any software title the gets 
a date moved due to the tweaks and bugs not being 
worked out and GameStop or any other place holds your 
cash and im sure you don’t complain to activision or epic 
games so put on your big boy hat and wait it out like 
everyone else. The benefit is a token of our 
appreaciation for everyone no one is special including 
you or any first time buyer . Feel free to cancel we need 
the units were back ordered 11,000 units so your 2 will 
be gone fast. Maybe I’ll put them on eBay for 150.00 
myself. Have a good day Dan.”



“We do value our customers but sometimes we get 
children like you we just have to put you in the 
corner with your im stupid hat on. See you at CES , 
E3 , Pax East ….? Oh wait you have to ask mom 
and pa dukes your not an industry professional 
and you have no money on snap you just got told.”



Handling Email 
Complaints

• Focused and concise

• Apologize

• Offer a recovery when needed

• Write in a casual, conversational tone

• Find a way to connect with customer



How the Best Serve 
and Recover









Man in the Desert



Be Gumby!



Empowerment 
at Starbucks



Green means 
yes, red means 
no and yellow 
means maybe



My client probed



Start
Stop

Continue



Let’s connect

• For a copy of today’s slides, go to 
MyraGolden.Wordpress.com

• For questions not answered today, email 
me at myra@myragolden.com. 

• Web: MyraGolden.com

• Twitter: @myragolden

• Blog: MyraGolden.Wordpress.com 
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