
Quick Tips For Working with Customers 
 
Customer Service is a conversation: beginning, middle and end. It’s fluid, not scripted. This means there is a variable 
element to customer service. Forward thinking and prep helps you prepare for the following scenarios: 
 

1. When you don’t know the answer to a question: When it comes to a question about Coffee Connection, 
coffee, our products, etc and in the event you don’t know the answer NEVER respond with “I don’t know”.  
Use a phrase like: 

a. “I am not sure, let me find out for you!” 
b. “I am not sure, I can call my manager if you need to know now” 
c. “I am not sure, but I can call you when I find out” 

2. When an item is not available: When an item is not available, place the emphasis on the solution 
a. “That item will be in tomorrow” 
b. “I can find out if they have it at the other store and put it on hold for you” 
c. “I can leave a note for my manager to call you” 

3. When you have to ask the customer to wait: don’t’ apologize for asking a customer to wait. Instead, you 
phrases like: 

a. “I will be right with you” 
b. “What can I get started for you” 
c. “I have few drinks ahead of yours, and then yours is coming right up” 
d. “Thanks for waiting, I really appreciate it!” 

4. When customers tell you something is wrong with the business, procedure or product: NO matter how hard it 
is to hear, use a phrase like this: 

a. “Thanks for sharing that with us, we really appreciate your feedback” 
b. “Thanks for letting us know, I will contact my manager immediately” 

5. When a customer asks you to do something you are not permitted/authorized to do:  sometimes customers 
believe they are entitled to something that may be against our rules, here are some helpful phrases: 

a. “As much as I love dogs, and yours is super cute, we are not allowed to have dogs in CC per the 
rules of the Ventura County Health Department” 

b. “As much I value your service to this country, I am not authorized to give discounts other than the 
ones in the register” 

c. “I think your idea is really great, but I cannot implement that without my managers approval” 
d. “I know your event is really important to you, I will make sure my manager sees your poster first 

thing in the morning” 
e. “I can’t make that decision without my manager’s approval” 

6. When something is wrong with the procedure or product: customers can get upset when protocols aren’t met, 
here are some phrases to use: 

a. “I am really sorry about that, can I make a new drink for you?” 
b. “I am really sorry about that, would you like your money back?” 
c. “I can see why that upsets you, I will make sure it doesn’t happen again” 

7. When to close a conversation with a customer: remember, customer service is a conversation, at some point 
it will end, here are a few ways to round out the experience: 

a. “Thanks so much, have a great day!” 
b. “Thanks for choosing CC!” 
c. “So glad we worked that out, anything else I can do for you?” 

8. When you’re dealing with a VERY ANGRY customer: Remember, sometimes the reaction is justified and 
sometimes it is not and sometimes you can appease the customer and sometimes you cannot BUT don’t let 
that stop you from finding the solution, taking on the reaction is NOT your job, but finding a solution IS, so 
here are a few steps: 

a. Apologize sincerely: “ I am truly sorry about that” 
b. Sympathize: “I understand why you are frustrated” “I can see why you are upset” 
c. Prepare to help: “How can I fix this for you?” “What can I do to help?” “I can put you in touch with 

my manager right now” 
 

 
 



 
 
 


