Microlearning for Customer Service: Use Proper
Empathy and Tone

Introduction

In the customer service industry, you will deal with a multitude of people with many
moods, needs, and communication styles. During this course, we want you to learn how

to properly engage with customers and show them that you care about their issues.

Course Objectives

Practice Active Listening
Use Proper Empathy and Tone
Know Proper De-Escalation Techniques

Troubleshoot Common Problems




Your words matter, but how you say them
matters even more. A warm, empathetic
tone can turn a frustrated customer into a
loyal one.



Empathy in Customer Service —

« Acknowledge the customer’s feelings ("l understand how frustrating this must be.")
» Show that you care ("I'm here to help and will do my best to resolve this for you.")

» Use active listening ("Let me make sure | understand your concern correctly.")

The Power of Tone _

» Keep a calm and friendly tone, even in tough situations
« Avoid sounding robotic—use natural, conversational language

¢ Match the customer’s energy level appropriately



Scenario:

A customer says, "lI've been waiting on hold for 30 minutes! This is ridiculous!

Choose the best response



“I understand how frustrating that must be. | truly appreciate your
patience, and I'll do my best to assist you right away."

"I'can’t help you if you're upset. Let's try to have a calm
conversation so we can figure this out."

SUBMIT



Congratulations!
You've successfully completed the Use Proper Empathy
and Tone refresher.

Empathy and a thoughtful tone are powerful tools in
customer service. You've sharpened your ability to
connect with customers in a meaningful way — showing
them they're not just heard, but truly understood.

Keep using your words with care and compassion it

makes all the difference!




