DE ESCALATION TRAINING CUSTOMER SERVICE

DE ESCALATION TRAINING CUSTOMER SERVICE IS A CRITICAL SKILL SET DESIGNED TO EQUIP EMPLOYEES WITH STRATEGIES TO
MANAGE AND RESOLVE CONFLICTS EFFECTIVELY. IN THE FAST-PACED WORLD OF CUSTOMER SERVICE, INTERACTIONS CAN
SOMETIMES BECOME TENSE OR CONFRONTATIONAL. PROPER DE-ESCALATION TECHNIQUES HELP IN CALMING UPSET CUSTOMERS,
REDUCING STRESS FOR SERVICE REPRESENTATIVES, AND ULTIMATELY IMPROVING OVERALL CUSTOMER SATISFACTION AND
LOYALTY. THIS ARTICLE EXPLORES THE IMPORTANCE OF DE ESCALATION TRAINING CUSTOMER SERVICE, THE CORE COMPONENTS
OF EFFECTIVE TRAINING PROGRAMS, AND PRACTICAL TECHNIQUES THAT CAN BE APPLIED IN REAL-\WORLD SCENARIOS.
ADDITIONALLY, IT HIGHLIGHTS THE BENEFITS OF SUCH TRAINING FOR BOTH EMPLOYEES AND ORGANIZATIONS, AND DISCUSSES
HOW TO IMPLEMENT SUCCESSFUL DE-ESCALATION TRAINING INITIATIVES. THE CONTENT AIMS TO PROVIDE A COMPREHENSIVE
UNDERSTANDING OF WHY DE ESCALATION TRAINING CUSTOMER SERVICE IS ESSENTIAL FOR MAINTAINING A POSITIVE SERVICE
ENVIRONMENT AND ENHANCING COMMUNICATION SKILLS ACROSS VARIOUS INDUSTRIES.

o [UNDERSTANDING DE ESCALATION TRAINING IN CUSTOMER SERVICE
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UNDERSTANDING DE ESCALATION TRAINING IN CUSTOMER SERVICE

DE ESCALATION TRAINING CUSTOMER SERVICE INVOLVES TEACHING EMPLOYEES METHODS TO REDUCE THE INTENSITY OF A
CONFLICT OR POTENTIALLY VOLATILE SITUATION WITH CUSTOMERS. THIS TYPE OF TRAINING FOCUSES ON COMMUNICATION
SKILLS, EMOTIONAL INTELLIGENCE, AND PROBLEM~SOLVING ABILITIES THAT HELP DIFFUSE ANGER, FRUSTRATION, OR

MISUNDERST ANDINGS BEFORE THEY ESCALATE INTO MORE SERIOUS ISSUES. T IS ESPECIALLY VITAL IN ENVIRONMENTS WHERE
CUSTOMER INTERACTIONS CAN BECOME CHALLENGING, SUCH AS CALL CENTERS, RETAIL, HOSPITALITY, OR HEALTHCARE SETTINGS.
BY MASTERING DE-ESCALATION TECHNIQUES, CUSTOMER SERVICE REPRESENTATIVES ARE BETTER PREPARED TO HANDLE DIFFICULT
CONVERSATIONS AND MAINTAIN A CALM, PROFESSIONAL DEMEANOR UNDER PRESSURE.

THe IMPORTANCE OF DE EscALATION IN CUSTOMER SERVICE

CUSTOMER SERVICE REPRESENTATIVES ARE OFTEN THE FIRST POINT OF CONTACT WHEN CUSTOMERS FACE PROBLEMS OR
DISSATISFACTION. WITHOUT PROPER TRAINING IN DE ESCALATION, SITUATIONS CAN QUICKLY SPIRAL INTO ARGUMENTS,
COMPLAINTS, OR EVEN THREATS, NEGATIVELY AFFECTING THE COMPANY’S REPUTATION. DE ESCALATION TRAINING CUSTOMER
SERVICE EMPOWERS STAFF TO RECOGNIZE EARLY SIGNS OF TENSION, LISTEN ACTIVELY, AND RESPOND EMPATHETICALLY TO
CUSTOMER CONCERNS. THIS PROACTIVE APPROACH PREVENTS CONFLICTS FROM WORSENING AND CONTRIBUTES TO A MORE
POSITIVE EXPERIENCE FOR ALL PARTIES INVOLVED.

CoMMON TRIGGERS FOR ESCALATION

UNDERSTANDING WHAT TYPICALLY TRIGGERS ESCALATION IN CUSTOMER SERVICE SETTINGS IS CRUCIAL FOR EFFECTIVE TRAINING.
COMMON TRIGGERS INCLUDE MISUNDERSTANDINGS, UNMET EXPECTATIONS, PERCEIVED RUDENESS, DELAYS, AND TECHNICAL ISSUES.
TRAINING PROGRAMS OFTEN INCORPORATE SCENARIOS BASED ON THESE TRIGGERS TO HELP EMPLOYEES PRACTICE APPROPRIATE
RESPONSES AND DEVELOP CONFIDENCE IN MANAGING DIFFICULT INTERACTIONS.



Key CoMPONENTS OF EFFECTIVE DE ESCALATION TRAINING

EFFECTIVE DE ESCALATION TRAINING CUSTOMER SERVICE PROGRAMS ENCOMPASS SEVERAL ESSENTIAL ELEMENTS THAT ENSURE
EMPLOYEES GAIN THE NECESSARY KNOWLEDGE AND SKILLS. THESE COMPONENTS ADDRESS BOTH THEORETICAL UNDERSTANDING
AND PRACTICAL APPLICATION, CREATING A WELL-ROUNDED LEARNING EXPERIENCE.

COMMUNICATION SKILLS DEVELOPMENT

CLEAR AND CALM COMMUNICATION IS AT THE HEART OF DE-ESCALATION. TRAINING FOCUSES ON TEACHING REPRESENTATIVES
HOW TO USE ACTIVE LISTENING, MAINTAIN A STEADY TONE, AND CHOOSE WORDS THAT VALIDATE THE CUSTOMER’S FEELINGS
WITHOUT ESCALATING THE CONFLICT. NON-VERBAL COMMUNICATION, SUCH AS BODY LANGUAGE AND FACIAL EXPRESSIONS,
ALSO PLAYS A ROLE IN CONVEYING EMPATHY AND OPENNESS.

EMOTIONAL INTELLIGENCE AND SELF-REGULATION

EMOTIONAL INTELLIGENCE ENABLES EMPLOYEES TO RECOGNIZE THEIR OWN EMOTIONS AS WELL AS THOSE OF THE CUSTOMER. BY
DEVELOPING SELF-AW ARENESS AND SELF-CONTROL, CUSTOMER SERVICE PROFESSIONALS CAN AVOID REACTING DEFENSIVELY AND
INSTEAD RESPOND THOUGHTFULLY. THIS ASPECT OF TRAINING HELPS MAINTAIN PROFESSIONALISM EVEN IN HIGH-STRESS
SITUATIONS.

ProBLEM-SOLVING AND CONFLICT RESOLUTION STRATEGIES

DE ESCALATION TRAINING INCLUDES TECHNIQUES FOR IDENTIFYING THE ROOT CAUSE OF THE CUSTOMER’S ISSUE AND
COLLABORATIVELY WORKING TOWARD A RESOLUTION. REPRESENTATIVES LEARN TO ASK CLARIFYING QUESTIONS, OFFER
SOLUTIONS, AND NEGOTIATE OUTCOMES THAT SATISFY THE CUSTOMER WHILE ADHERING TO COMPANY POLICIES.

RoLE-PLAYING AND SCENARIO-BASED EXERCISES

PRACTICAL EXERCISES ARE CRITICAL FOR REINFORCING THEORETICAL CONCEPTS. ROLE-PLAYING REAL-LIFE CUSTOMER
INTERACTIONS ALLOWS TRAINEES TO PRACTICE DE-ESCALATION TECHNIQUES IN A CONTROLLED ENVIRONMENT. FEEDBACK FROM
TRAINERS AND PEERS HELPS REFINE SKILLS AND BUILD CONFIDENCE.

PrRACTICAL De ESCALATION TECHNIQUES FOR CUSTOMER SERVICE
REPRESENTATIVES

APPLYING DE ESCALATION TRAINING CUSTOMER SERVICE TECHNIQUES IN DAILY INTERACTIONS CAN SIGNIFICANTLY IMPROVE
OUTCOMES. THE FOLLOWING METHODS ARE WIDELY RECOGNIZED AS EFFECTIVE WAYS TO CALM TENSE SITUATIONS AND FOSTER
POSITIVE COMMUNICATION.

ACTIVE LISTENING AND EMPATHY

ACTIVE LISTENING INVOLVES FULLY CONCENTRATING ON THE CUSTOMER’S WORDS, ACKNOWLEDGING THEIR EMOTIONS, AND
RESPONDING APPROPRIATELY. PHRASES SUCH AS “| UNDERSTAND HOW FRUSTRATING THIS MUST BE” SHOW EMPATHY AND
VALIDATE THE CUSTOMER'S FEELINGS, WHICH CAN DEFUSE ANGER AND PROMOTE COOPERATION.



MAINTAINING A CALM AND STEADY TONE

THE TONE OF VOICE CAN EITHER ESCALATE OR DE-ESCALATE A SITUATION. SPEAKING SLOWLY, SOFTLY, AND CLEARLY HELPS
CONVEY CALMNESS AND CONTROL. AVOIDING A CONFRONTATIONAL OR DEFENSIVE TONE REDUCES THE LIKELIHOOD OF FURTHER
AGGRAVATION.

UsING PosiTIVE LANGUAGE

POSITIVE LANGUAGE FOCUSES ON WHAT CAN BE DONE RATHER THAN WHAT CANNOT. FOR EXAMPLE, SAYING “LET ME SEE HOW |
CAN HELP” INSTEAD OF “THERE’S NOTHING | CAN DO” ENCOURAGES COLLABORATION AND REASSURES THE CUSTOMER.

SETTING BOUNDARIES RESPECTFULLY

\X/HILE EMPATHY IS IMPORTANT, IT IS ALSO NECESSARY TO SET CLEAR, RESPECTFUL BOUNDARIES TO PREVENT ABUSIVE
BEHAVIOR. STATEMENTS LIKE “| WANT TO ASSIST YOU, BUT | NEED US TO COMMUNICATE RESPECTFULLY” HELP MAINTAIN A
PROFESSIONAL ENVIRONMENT.

OFFERING SOLUTIONS AND ALTERNATIVES

PRESENTING OPTIONS AND WORKING WITH THE CUSTOMER TO FIND MUTUALLY ACCEPTABLE SOLUTIONS DEMONSTRATES A
WILLINGNESS TO RESOLVE THE ISSUE. THIS PROACTIVE APPROACH CAN TRANSFORM NEGATIVE INTERACTIONS INTO
OPPORTUNITIES FOR CUSTOMER RETENTION.

BeENEFITS OF DE ESCALATION TRAINING FOR ORGANIZATIONS

INVESTING IN DE ESCALATION TRAINING CUSTOMER SERVICE YIELDS NUMEROUS ADVANTAGES THAT EXTEND BEYOND INDIVIDUAL
EMPLOYEE SKILLS. ORGANIZATIONS EXPERIENCE IMPROVEMENTS IN CUSTOMER SATISFACTION, EMPLOYEE MORALE, AND
OPERATIONAL EFFICIENCY.

ENHANCED CUSTOMER SATISFACTION AND LOYALTY

CUSTOMERS WHO FEEL HEARD AND RESPECTED ARE MORE LIKELY TO REMAIN LOYAL, EVEN AFTER EXPERIENCING A PROBLEM.
EFFECTIVE DE-ESCALATION REDUCES COMPLAINTS AND NEGATIVE REVIEWS, CONTRIBUTING TO A STRONGER BRAND REPUTATION.

RepuUceED EMPLOYEE STRESS AND TURNOVER

CUSTOMER SERVICE ROLES CAN BE STRESSFUL, PARTICULARLY WHEN DEALING WITH DIFFICULT CUSTOMERS. DE ESCALATION
TRAINING EQUIPS EMPLOYEES WITH TOOLS TO MANAGE STRESS AND CONFLICT, LEADING TO BETTER JOB SATISFACTION AND
LOWER TURNOVER RATES.

IMPROVED \W ORKPLACE SAFETY

IN SOME SECTORS, AGGRESSIVE BEHAVIOR FROM CUSTOMERS CAN POSE SAFETY RISKS. TRAINING IN DE-ESCALATION TECHNIQUES
HELPS MITIGATE THESE RISKS BY PREVENTING SITUATIONS FROM ESCALATING TO PHYSICAL CONFRONTATIONS.



CosT SAVINGS AND EFFICIENCY

RESOLVING CONFLICTS QUICKLY AND EFFECTIVELY REDUCES THE NEED FOR MANAGERIAL INTERVENTION, LEGAL ACTIONS, OR
COMPENSATION PAYOUTS. THIS LEADS TO COST SAVINGS AND MORE EFFICIENT USE OF RESOURCES.

IMPLEMENTING DE ESCALATION TRAINING IN CUSTOMER SERVICE TEAMS

SUCCESSFUL INTEGRATION OF DE ESCALATION TRAINING CUSTOMER SERVICE REQUIRES CAREFUL PLANNING AND ONGOING
SUPPORT. ORGANIZATIONS MUST TAILOR PROGRAMS TO THEIR SPECIFIC NEEDS AND CONTINUOUSLY EVALUATE EFFECTIVENESS.

ASSESSING TRAINING NEEDS

BerFoRE IMPLEMENTATION, ORGANIZATIONS SHOULD ASSESS THE CURRENT CHALLENGES FACED BY CUSTOMER SERVICE TEAMS AND
IDENTIFY AREAS WHERE DE-ESCALATION SKILLS ARE MOST NEEDED. SURVEYS, FEEDBACK, AND INCIDENT REPORTS CAN INFORM THIS
ASSESSMENT.

CHoosSING THE RIGHT TRAINING FORMAT

DE ESCALATION TRAINING CAN BE DELIVERED THROUGH VARIOUS FORMATS, INCLUDING IN-PERSON W ORKSHOPS, ONLINE COURSES,
AND BLENDED LEARNING MODELS. SELECTING THE APPROPRIATE FORMAT DEPENDS ON FACTORS SUCH AS TEAM SIZE, BUDGET, AND
GEOGRAPHIC DISTRIBUTION.

ENGAGING EXPERIENCED TRAINERS

PROFESSIONAL TRAINERS WITH EXPERTISE IN CONFLICT RESOLUTION AND CUSTOMER SERVICE CAN PROVIDE VALUABLE INSIGHTS
AND FACILITATE EFFECTIVE LEARNING EXPERIENCES. INVOLVING SUBJECT MATTER EXPERTS ENHANCES THE QUALITY OF TRAINING.

CONTINUOUS REINFORCEMENT AND EVALUATION

ONGOING SUPPORT THROUGH REFRESHER SESSIONS, COACHING, AND PERFORMANCE FEEDBACK HELPS MAINTAIN AND IMPROVE DE-
ESCALATION SKILLS. ORGANIZATIONS SHOULD TRACK KEY METRICS SUCH AS CUSTOMER SATISFACTION SCORES AND COMPLAINT
RATES TO EVALUATE TRAINING IMPACT.

ENCOURAGING A SUPPORTIVE CULTURE

CREATING A WORKPLACE CULTURE THAT VALUES RESPECTFUL COMMUNICATION AND CONFLICT MANAGEMENT ENCOURAGES
EMPLOYEES TO APPLY DE-ESCALATION TECHNIQUES CONSISTENTLY. LEADERSHIP COMMITMENT AND RECOGNITION OF POSITIVE
BEHAVIORS REINFORCE THIS CULTURE.

® |[DENTIFY COMMON ESCALATION TRIGGERS IN CUSTOMER INTERACTIONS
® PRACTICE ACTIVE LISTENING AND EMPATHY TECHNIQUES

e MAINTAIN CALM, POSITIVE COMMUNICATION AT ALL TIMES

® SET RESPECTFUL BOUNDARIES TO MANAGE DIFFICULT BEHAVIOR

o COLLABORATE WITH CUSTOMERS TO FIND EFFECTIVE SOLUTIONS



® PROVIDE ONGOING TRAINING AND SUPPORT TO EMPLOYEES

FREQUENTLY AskeD QUESTIONS

\WHAT IS DE-ESCALATION TRAINING IN CUSTOMER SERVICE?

DE-ESCALATION TRAINING IN CUSTOMER SERVICE TEACHES EMPLOYEES TECHNIQUES TO CALMLY AND EFFECTIVELY HANDLE
DIFFICULT OR AGGRESSIVE CUSTOMERS, AIMING TO RESOLVE CONFLICTS WITHOUT ESCALATING TENSIONS.

\WHY IS DE-ESCALATION TRAINING IMPORTANT FOR CUSTOMER SERVICE
REPRESENTATIVES?

|T HELPS CUSTOMER SERVICE REPRESENTATIVES MANAGE STRESSFUL INTERACTIONS, REDUCE CUSTOMER FRUSTRATION, PREVENT
CONFLICTS FROM \WORSENING, AND MAINTAIN A POSITIVE BRAND REPUTATION.

\WHAT ARE COMMON TECHNIQUES TAUGHT IN DE-ESCALATION TRAINING FOR CUSTOMER
SERVICE?

COMMON TECHNIQUES INCLUDE ACTIVE LISTENING, EMPATHY, MAINTAINING A CALM TONE, SETTING BOUNDARIES RESPECTFULLY,
AND USING POSITIVE LANGUAGE TO DEFUSE ANGER.

How CAN DE-ESCALATION TRAINING IMPROVE CUSTOMER SATISFACTION?

BY EFFECTIVELY MANAGING CONFLICTS AND CALMING UPSET CUSTOMERS, REPRESENTATIVES CAN TURN NEGATIVE EXPERIENCES
INTO POSITIVE ONES, LEADING TO INCREASED CUSTOMER SATISFACTION AND LOYALTY.

\WHO SHOULD RECEIVE DE-ESCALATION TRAINING IN A CUSTOMER SERVICE TEAM?

ALL CUSTOMER-FACING EMPLOYEES, INCLUDING FRONTLINE REPRESENTATIVES, MANAGERS, AND SUPPORT STAFF, SHOULD RECEIVE
DE-ESCALATION TRAINING TO ENSURE CONSISTENT AND EFFECTIVE CONFLICT MANAGEMENT.

CAN DE-ESCALATION TRAINING REDUCE EMPLOYEE STRESS IN CUSTOMER SERVICE ROLES?

YES, BY EQUIPPING EMPLOYEES WITH STRATEGIES TO HANDLE DIFFICULT INTERACTIONS CONFIDENTLY, DE-ESCALATION TRAINING
CAN REDUCE WORKPLACE STRESS AND IMPROVE OVERALL JOB SATISFACTION.

\WHAT ROLE DOES EMOTIONAL INTELLIGENCE PLAY IN DE-ESCALATION TRAINING?

EMOTIONAL INTELLIGENCE HELPS EMPLOYEES RECOGNIZE AND MANAGE THEIR OWN EMOTIONS AND UNDERSTAND CUSTOMERS'
FEELINGS, WHICH IS CRUCIAL FOR EFFECTIVE DE"ESCALATION AND CONFLICT RESOLUTION.

How OFTEN SHOULD CUSTOMER SERVICE TEAMS UNDERGO DE-ESCALATION TRAINING?

REGULAR TRAINING, AT LEAST ANNUALLY OR BIANNUALLY, IS RECOMMENDED TO KEEP SKILLS SHARP AND ADAPT TO EVOLVING
CUSTOMER SERVICE CHALLENGES.

ARE THERE ANY ONLINE RESOURCES OR COURSES AVAILABLE FOR DE-ESCALATION



TRAINING IN CUSTOMER SERVICE?

YES, MANY PLATFORMS OFFER ONLINE COURSES AND RESOURCES ON DE-ESCALATION TECHNIQUES SPECIFICALLY TAILORED FOR
CUSTOMER SERVICE PROFESSIONALS, INCLUDING VIDEOS, WORKSHOPS, AND INTERACTIVE MODULES.

ADDITIONAL RESOURCES

1. De-EscALATE: How To CALM AN ANGRY PErRSON IN 90 SECONDS OR LESS

THIS BOOK OFFERS PRACTICAL TECHNIQUES TO QUICKLY DEFUSE TENSE SITUATIONS AND CALM UPSET CUSTOMERS. |T PROVIDES
STEP-BY-STEP GUIDANCE ON HOW TO LISTEN ACTIVELY, USE EMPATHY, AND RESPOND EFFECTIVELY TO ANGER. IDEAL FOR
CUSTOMER SERVICE PROFESSIONALS SEEKING RAPID, ACTIONABLE STRATEGIES TO HANDLE CONFLICT.

2. THE ART oF De-EscALATION IN CUSTOMER SERVICE

FOCUSED ON THE NUANCES OF COMMUNICATION, THIS TITLE TEACHES READERS HOW TO RECOGNIZE TRIGGERS AND MANAGE
EMOTIONAL RESPONSES. |T EMPHASIZES BUILDING RAPPORT AND TRUST TO PREVENT ESCALATION BEFORE IT BEGINS. T HE BOOK
INCLUDES REAL-LIFE EXAMPLES AND ROLE-PLAYING EXERCISES TO ENHANCE LEARNING.

3. VERBAL JupO: THE GENTLE ART OF PERSUASION

A CLASSIC IN CONFLICT RESOLUTION, THIS BOOK PRESENTS VERBAL TECHNIQUES TO REDIRECT AGGRESSIVE BEHAVIOR AND
MAINTAIN CONTROL DURING DIFFICULT INTERACTIONS. |T HIGHLIGHTS THE POWER OF CHOICE AND LANGUAGE IN TRANSFORMING
CONFRONTATIONS INTO COOPERATIVE CONVERSATIONS. CUSTOMER SERVICE AGENTS WILL FIND VALUABLE TOOLS FOR CALMING
UPSET CLIENTS.

4. HanoLING DiFricuL T CUSTOMERS WiTH CONFIDENCE AND EMPATHY

THIS GUIDE EXPLORES EMOTIONAL INTELLIGENCE AND EMPATHY AS CORNERSTONES OF EFFECTIVE DE-ESCALATION. |T PROVIDES
FRAMEW ORKS FOR UNDERSTANDING CUSTOMER EMOTIONS AND RESPONDING WITH COMPASSION WITHOUT SACRIFICING
PROFESSIONALISM. PRACTICAL TIPS HELP AGENTS STAY CALM AND COMPOSED UNDER PRESSURE.

5. ConrLicT REsoLUTION FOR CUSTOMER SERVICE PROFESSIONALS

DESIGNED SPECIFICALLY FOR FRONTLINE STAFF, THIS BOOK COVERS CONFLICT DYNAMICS AND STRATEGIES TO RESOLVE DISPUTES
PEACEFULLY. |T INCLUDES COMMUNICATION MODELS AND PROBLEM-SOLVING TECHNIQUES TAILORED TO CUSTOMER-FACING
SCENARIOS. READERS LEARN HOW TO TURN CONFLICT INTO AN OPPORTUNITY FOR POSITIVE ENGAGEMENT.

6. CALM UNDER PRESSURE: MASTERING DE-ESCALATION IN CUSTOMER INTERACTIONS

THIS BOOK FOCUSES ON MENTAL RESILIENCE AND STRESS MANAGEMENT ALONGSIDE VERBAL DE-ESCALATION TACTICS. IT TRAINS
READERS TO MAINTAIN COMPOSURE AND THINK CLEARLY WHEN CONFRONTED W/ITH CHALLENGING CUSTOMERS. THE CONTENT
SUPPORTS LONG-TERM PROFESSIONAL DEVELOPMENT IN HIGH-STRESS ENVIRONMENTS.

7. EMPATHY IN ACTION: DE-ESCALATION TECHNIQUES FOR CUSTOMER SERVICE

HIGHLIGHTING EMPATHY AS A POWERFUL TOOL, THIS BOOK TEACHES HOW TO CONNECT WITH CUSTOMERS ON A HUMAN LEVEL
TO REDUCE HOSTILITY. |T PROVIDES COMMUNICATION STRATEGIES THAT VALIDATE FEELINGS AND ENCOURAGE COOPERATION.
CUSTOMER SERVICE REPRESENTATIVES CAN IMPROVE SATISFACTION AND LOYALTY THROUGH THESE METHODS.

8. FroM ANGER TO AGREEMENT: NEGOTIATION AND DE-ESCALATION SKILLS FOR SERVICE TEAMS

THIS TITLE COMBINES NEGOTIATION PRINCIPLES WITH DE-ESCALATION TACTICS TO HELP TEAMS RESOLVE DISPUTES EFFECTIVELY.
|T OFFERS INSIGHTS INTO MANAGING GROUP DYNAMICS AND FOSTERING COLLABORATIVE PROBLEM-SOLVING. THE BOOK IS SUITED
FOR BOTH INDIVIDUAL AGENTS AND TEAM LEADERS.

9. PosiTive LANGUAGE: TRANSFORMING CUSTOMER SERVICE CONFLICTS

FOCUSING ON THE IMPACT OF LANGUAGE CHOICE, THIS BOOK TEACHES HOW POSITIVE PHRASING CAN PREVENT ESCALATION AND
PROMOTE RESOLUTION. |T INCLUDES EXAMPLES OF REFRAMING NEGATIVE STATEMENTS AND USING CONSTRUCTIVE DIALOGUE.
CUSTOMER SERVICE PROFESSIONALS LEARN TO CREATE A MORE POSITIVE INTERACTION EXPERIENCE THROUGH MINDFUL
COMMUNICATION.
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