
Quick Skill Lab
Master one skill in minutes.

FREE SCRIPT

COMMUNICATION  /  DESK REFERENCE

Your 60-second
calm script

Read this before a difficult customer conversation. Give the customer time to explain; resolution may take
longer than 60 seconds.

1 Listen and acknowledge

“I can hear how frustrating this has been. Let me make sure I understand what happened.”

2 Reassure and take ownership

“I can check this and explain the options available to us.”

3 Give a clear next step and timeline

“Here is what I will do next: [action]. I will update you by [realistic time], using [phone, email, or
chat], even if we are still investigating.”

Before you close

Let the customer finish. Confirm the next action, update time, and contact method. Promise only what you can
control. Follow your employer’s escalation process when needed.

Practice with the full guide - $5.99

Three scenarios, practice, quiz, checklist, and an editable completion certificate. View the course
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