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If Only Someone Would Listen 

 
 
Isn’t it interesting how our perspective changes when we’re the unhappy customer?  
We’ve all been consumers who have experienced either a business or a product that 
has failed to meet our expectations and we just want someone to make it right.  
We’re unhappy and we want a solution we believe is fair and reasonable.  
Unfortunately, time and again we seem to encounter unresponsive and/or uncaring 
employees who have evidently made it their life mission to make your life more 
difficult.  And you think to yourself, “if only someone would listen!” 
 
Right there in that desire to be heard is the key to your happiness as a customer and 
your success as a retailer.  When customers stop doing business with a company it’s 
frequently not because they didn’t like what they heard.  Often it’s because they 
don’t think anybody’s even listening to them.  Most unhappy customers are 
reasonable once they feel that the company representative they are talking to 
understands the problem and is interested in finding a solution that works for both 
parties.  When you’re working with an unhappy customer it’s important to let them 
vent their frustrations and tell their story.  Once that happens you can take the lead 
and transition to the solution. 
 
The secret to the transition, and to making an unhappy customer happy, is really 
quite simple.  After hearing the customer’s story, take a moment to acknowledge 
their feelings.  This not only lets the customer know you’ve heard what they said but 
also tells them that you empathize.  This acknowledgement does wonders for taking 
the emotions out of the situation.  It strengthens the relationship between the 
customer and the company because the customer knows that someone understands 
their issue.  Knowing this, they most likely are ready to move on to a solution.  
 
Some examples of how to empathize with the customer include: 
 

“That must have been incredibly frustrating.” 
 
“I can sure understand why you’re so unhappy.” 
 
“I would be frustrated, too.” 

 
 
Then follow the acknowledgement with a transition statement.   
 

“Well let’s see what we can do to make it better.” 
 
“I’m sure together we can fix this.” 

 
 
Two key points: 
 
- Retailers often confuse acknowledging feelings with admitting wrong.  We’re 
acknowledging how the customer feels, not that anyone is wrong.  This is not about 
apportioning blame. 
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- Try to use the word “we” rather than “I.”  It acknowledges to the customer they 
are an active participant in the solution. 
 
This method of acknowledging the customer’s feelings and transitioning to the 
solution is a surefire way to turn unhappy customers into raving advocates. 
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