
WHAT TO SAY!

What to Say in Ten 
 Challenging Conversations

A 3-step framework, plus word-for-word,
what to say to this customer

M Y R A G O L D E N . C O M

What to say
when the
customer uses
profanity

What to say when a customer yells,
wants you to bend the rules, or when
you need a graceful exit AND More!

" G E T  M E  A  M A N A G E R ! "

PLUS



When a customer asks to talk to a supervisor, don’t refuse. That’s what

is known as “pushing.” If a customer is pressed, they will push back.

Meaning they will be more difficult.

Don’t only say, “Ok. Hold while I transfer you.” You don’t want to sound

dismissive or flippant. Besides, you are a customer service professional.

You are paid for your expertise, diplomacy, and knowledge. You know, I

know, and your supervisor knows that you have all the skill you need to

help any customer that shows up on your phone. So, make a

reasonable effort to try to help the customer.

Thanks to the Internet and social media, customers are savvier now than ever before.

Although this sounds like a good thing, the net result is an increase in stress for

customer service professionals.

According to Newsweek magazine, the stress level of customer service representatives

is comparable to that of air-traffic controllers and police officers. To be clear, the role of

customer service now ranks as one of the 10 most stressful jobs in the U.S.

One of the things I’m working on right now is how to find ways to relieve the stress

contact center agents face on a daily basis. It’s hard to get verbally abused daily and

to have to deal with constant phone calls and emails all day.

Dealing with a customer who demands to speak to your supervisor is stressful.

The right approach to this customer will result in a less stressful situation for you.

WHAT NOT TO DO WHEN A CUSTOMER ASKS TO SPEAK

TO A SUPERVISOR

1.

2.

What Not to Do When A customer
ASks for Your Manager
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What to Say When a
Customer Wants
Your Manager: 
The U S A Method 
The U S A Method is an effective way to politely nudge your customer to let you
help, without escalating to your manager. Let me breakdown U S A:

Understanding Statement

Don’t say anything to the customer who asks for a supervisor without first demonstrating
that you fully understand their frustration (or whatever it is they are feeling). It is

essential that the customer feels you know the inconvenience or problem they have

experienced. If they don’t feel you understand what they are feeling, they may
become more difficult, and the call will most likely escalate.

Explain the Situation
Explain the situation. That is, explain that you can and would very much like to help
the customer. 

The Action you'll take. 

Convey to the customer that if you aren’t able to help them, you will let them speak to
a supervisor. That is the action you commit to taking.

Meet me on the next page to apply U S A to the conversation with the customer who
wants your supervisor.
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U S A Method In
Action
So, right out of the gate your customer asks to speak with a supervisor.
Here’s how you could respond using U S A.

UNDERSTANDING STATEMENT:
“I respect your request to talk to a supervisor.”

SITUATION:
“My supervisor is counting on me to do my job and resolve problems our customers

encounter. Will you give me an opportunity to try to solve the problem before we go any

further?”

Or

“Will you give me a chance to try and resolve this for you. That’s why I’m here.”

ACTION:
“If after speaking with me, you are still unhappy, I’ll immediately connect you with my

supervisor. How does that sound?”

This is not a “magic wand” approach, but in many cases, when you demonstrate empathy

with an understanding statement, explain the situation, and tell the customer what you can

do, you will be doing your very best.

When you respond to the request for a supervisor with the USA method, you will find that

fewer calls have to be escalated to your supervisors and that you are more confident in

your response.
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What to say when the
customer wants to talk
to your supervisor - 
2 options

"I'm sorry you feel you need to talk to

someone else, but that's the reason I'm

here. I have been given full authority to

help resolve your concerns. May I have the

opportunity to fix this first? 

“Please give me an opportunity to try and

resolve this for you. That’s why I’m here.” 
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The U S A Method Is
Also Great for
Saying 'No'  
The U S A Method is an effective way to politely yet firmly say 'no' to your customer. 

I have an example outside your industry that I want you to review. Then, on page two, I

want you to apply U S A to a situation you regularly encounter.

Understanding Statement

Let the customer know you understand what they're asking and relate to their pain point. 

"As a loyal customer, I know it's frustrating to learn we don't match lower prices on our

website."

Explain the Situation
Tell the customer why you can't merely give them what they're asking for.

"While some brick & mortar stores offer price adjustments, we, as an online retailer, do

not. I can't override our corporate policy, and no one up the chain will tell you differently." 

The Action you'll take. 

It's easier for customers to accept your 'no' when you give them options. Tell customers

what happens next, should they not be happy with your final word.

"I have an option for you that you're not going to like, but it is an option. You can

repurchase the Triad Doorbell today at the Cyber Monday price and return your original

Doorbell."
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What to say to the
yelling or cussing
customer

“I’m trying to help you, but if you continue

to yell and swear, I am going to ask that

you call back another time. It’s up to

you...which would you prefer?” 

“I’m sorry. It isn’t possible to help while listening
to that language. If it stops, I can help.” 

“If a few minutes helps you calm down before we
continue, that would be fine. You can certainly
call me back.” 

 “I want to help you, yet the language is getting in
the way.”

Note: Your tone is critically essential to the above statements. You must come across
calm, neutral, and non-threatening. 
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What to say when you
cannot honor the
request for a refund
due to consumer
error 

“It is our company policy that we cannot pay a claim

that involves consumer error. We have a

responsibility to the company to uphold the

integrity of our products. When a product performs

as expected and has no deficiencies, we cannot take

responsibility and accordingly can offer no

financial assistance.” 

“Although you might not agree with my decision, I’d

like to explain it so you can at least understand.” 

“We appreciate hearing about your experience, but

we cannot compensate you in this matter because

you failed to follow instructions/did not read

instructions/ misused the product.” 
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What to say to move a
talkative customer
forward and to
closure

“Before we hang up I want to be sure to tell you...”

Note: This statement psychologically leads the

customer toward the end of the conversation. 

"I don't want to take up any more of your time so let

me give you..." 

Note: You can make this statement even when the

customer has called you. 

“One last thing I need to tell you....” 

“I have all the information I need so I’ll now....” 

“Please help me understand Precisely how I can help

you.” 
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What to say to Show
Empathy

"I can see your point on that."

 

“The problem you experienced is no more acceptable

to us than it was to you.” 

“It must have been very frustrating for you to get the

Widget home and discover it doesn’t work properly.”

 

“It must seem like these things take forever.” 

"That sounds frustrating."

"I hate to think you had a mess to clean after the bag

of lentils ripped." 

"It's hard to imagine how you must have felt."
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What to say to the
customer who wants
you to bend the rules 

 Remember: Today’s exception becomes tomorrow’s 

expectation 

Empathize with the customer and at the same time

remain neutral.  Say something similar to: 

"To be fair to everyone I must..." 

“I wish that were possible, but your request is

beyond my level of authority. I will, however, check

with my manager. 
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What to say when you
need a graceful exit 

"We see this differently, and I am going to have to

put more thought into the perspective you have

shared with me. It's helpful for me to understand

how you see things. In the meantime, here is what I

can do to solve the immediate problem." 

“I’m sorry that I have not been able to help you. If

you don’t object, I would like to let a

colleague/manager of mine attempt to better meet

your needs.” 
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What to say to the
demanding customer
who wants on-the-
spot answers 

Reiterate what you know, what you can do, and

what they can expect. 

Explain, "I don't want to disappoint you

further. I want to be honest about what we can

do for you.”

Be honest with the customer. 

Do not let the customer make you give an

immediate response. 

Do not make any promises you can’t keep. 
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What to say when you
want to “safely”
apologize 

"I'm sorry you had to take time out of your day to

call us about this, yet I'm glad I was able to help."

“Please accept my sincere apology for any

frustration this may have caused you.” 

“I am sorry for any misunderstanding you may

have experienced.” 
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