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It can be frustrating assisting spicy users, especially when

you’re doing all you can to help them!

So what do you do when a customer is acting like you’ve

told them to walk the plank?

With the right mindset and tools, you can navigate these

situations while maintaining your confidence and

professionalism. This guide serves as a map to remind you

how to get to the treasure- a satisfied customer and a

satisfied you!

You will find tips and reminders to help you stay calm,

assertive, and solution-focused in order to navigate these

conversations with confidence, patience, and Pirate Ship’s

Core Values of joy, clarity, and fairness.  
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STAY GROUNDED
DON’T TAKE IT PERSONALLY
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When a customer chats in, remember that their tone is a

reflection of THEIR frustration or insecurity. You have the

opportunity to change their outlook, but their initial demeanor was

not caused by anything you did or who you are!

Pause 
and Breathe

Take a moment before

responding to ground yourself

to prevent immediate

emotional reactions. 

“I’m here to help, and their

tone doesn’t define my worth."

Remember the
Bigger Picture

The goal is to resolve the

issue, not argue or put

them in their place! 

“I can guide this

conversation calmly and

professionally!”
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Your tone and demeanor can de-escalate tension and set the tone for a

productive interaction without feeding into unproductive discourse!

MAINTAIN PROFESSIONALISM:
BE THE CALM IN THE STORM

Respond with Empathy,
Not Emotion

“I understand this situation is

frustrating, and I’m here to here

you find a solution!”

Use Neutral,
Professional Language

Avoid getting defensive or

matching their tone! “Let’s work

together to get this sorted.”



04SET BOUNDARIES WITH
GRACE
You’re here to help but you don’t need to tolerate

disrespect. Don’t clap back or argue; just be firm and

authoritative. 

Reframe the Conversation
Redirect the focus to solving the

issue.

Customer: “This is ridiculous. Why don’t

you understand something so basic?”

Response: “I want to make sure we’re

on the same page, so I’m confirming

the details before we proceed.”

Address Overly Dismissive
Remarks Professionally

Customer: “I’ve been doing this for

years. I don’t need a lecture from you."

Response: “I appreciate your

experience in this subject-- if we work

together, we can get this resolved as

quickly as possible.”



ggBE ASSERTIVE WHEN
NECESSARY
Confidence is key when a customer is challenging

you. Remember: you are the authority in the

conversation!
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Reinforce Your Role
as the Expert

“Don’t worry, this is a common

issue and I’ve helped others

resolve it successfully. Here’s

what we’ll do."

Politely Correct
Misconceptions

If the customer’s assumptions are

incorrect, clarify the facts

respectfully. “I understand why it

might seem that way, but here’s

how this process works.”



DISARM AN AGGRESSIVE TONE
WITH GENUINE OPTIMISM
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When appropriate, kindness and positivity can

defuse tension and soften the customer’s attitude.

Stay confident, stay
positive

“I know that we’re going to

find a way to make this right

for you. Thank you for hanging

in there with me!”

Stay gracious, stay
friendly

“You seem familiar with this

process, so I’ll skip the basics

and we’ll dive right into some

more advanced troubleshooting.”



THE 
PLAN

FOCUS ON THE SOLUTION

Keep the conversation centered on resolving the

issue and making the customer feel heard.
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Outline the Next Steps
Clearly

“Here’s what we’ll do to fix this: [list

steps in clear, concise bullet points].
Does that sound good to you?”

Involve the Customer in the
Process

“If there’s anything else you think I

should check, feel free to let me know!”



KNOW WHEN TO END THE
CONVERSATION
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If the customer’s tone turns into outright

disrespect or abuse, remember that it’s okay to

escalate and disengage. 

Politely  Reinforce
Expectations

“I’m here to help, but I’d appreciate

if we could keep this conversation

focused on the issue.”

End the Conversation if
Necessary

“If this approach isn’t working

for you, I can escalate this to my

manager for further assistance.”



Conversations with spicy customers can be draining! Take a

moment to reset and learn from the experience!

REFLECT AND 
RECHARGE
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Acknowledge
Your Effort:

“I handled that with

professionalism and

stayed true to the

company’s values.” 

Seek Support if Needed
Document the case by tagging it

with your team tag so that you

can discuss it with your

manager, team leads, and other

customer service specialists!

Practice Self-Care
Link up with your manager or team

lead to coordinate some time to

step away, grab a cozy cup of

grog, or take a deep breath before

diving back into the queue. 



Dealing with spicy users is tough, but you’re not alone!

Remember:

You are capable and valued. A customer’s tone, their

actions, and their attitude don't define your skills or

who you are.

You are the authority. Lead the conversation with

confidence and clarity

You have a crew. Lean on the crew for advice or

support when needed.

Every interaction is a learning opportunity. Challenging

conversations help you grow as a customer service

specialist and crewmate!

By staying calm, assertive, and solution-focused, you can

turn even the most challenging interactions into a positive

experience! Keep your head high, your sails full, and your

commitment to fairness and joy intact!
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