Common Difficult Situations

	Situation
	What is your response?

	You don't know the answer to a customer question.


	

	A customer wants an item that is not available.


	

	You have to transfer a customer to a different department.

	

	A customer wants you to bend the rules.


	

	A product is defective.



	

	You are closing the deal with the customer.


	

	The customer is really angry.
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