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25 Phrases to


Prevent Misunderstandings and Resolve Conflicts





by Jeff Mowatt





To avoid pushing hot buttons


Instead of: It won’t be here until Tuesday.  Use:  It will be here as soon as Tuesday. 


Instead of just making a request, preface your request with: I wonder if you might help me.


Verify your understanding of the other person’s situation or need: Let me make sure I’ve got this straight… 


Tell the other person why you are asking a question before you ask the question.


Instead of: Do you want the good news or the bad news?  Begin with the good news. That way they begin with some perspective.


Remember that by definition, your opinion is just that… it is not a fact. Therefore rather than trying to change someone else’s entrenched opinion, instead simply state, Clearly, we have a difference of opinion and that’s OK. Let’s move on.


Similar to the tip above, consider simply stating, Maybe you’re right.


Instead of: Perhaps we should bring in your wife/husband  Use: Perhaps we should have a family meeting.


In most cases avoid using the terms sir and m’ame.


When responding to a direct question, answer the question directly, then provide the explanation.


Instead of just listening and then talking, paraphrase your understanding of their situation: It sounds like… 


Use: I gave those instructions quickly. So, could you repeat them your own words to make sure I haven’t skimmed over anything.


Instead of:  I agree with you but…  Use: I agree with you and…


Handling objections (credit to Ron Willingham): I understand how you feel. Others have felt the same way.  What they found was.





When things go wrong


Instead of: Please bear with us.  Use: We appreciate your patience. 


Instead of: Looks like the shipping department messed up.  Use: Looks like we messed up.


Instead of yelling or swearing, quietly and slowly state, I am furious. 


Upset customers – Ask who, what, where, when and how questions.  Don’t ask why questions.


When people are being borderline rude (talking in a theatre) begin with: I wonder, if I asked you politely… 


When dealing with a dominating pushy person, instead of stating, Don’t interrupt me. Instead use, I listened to you without interrupting and I’d appreciate the same consideration. Is that fair enough.


Instead of: What do you want us to do?  Instead use: What will work best for you?


Use: We don’t just want to regain your business; we want to regain your trust.  What’ll it take for you to trust us again - you tell me.


Instead of: Our policy is…   Explain why the policy is there: We can’t overlook… 


Rather that debating irrelevant points of fact, empathize with: I see your point. or That sounds frustrating!


Use: Your problem just became my problem.  I’m going to pursue this until it’s resolved and you tell me you’re satisfied. 


(lagniappe) When dealing with someone who is swearing at you on the phone…  Mr X, I want to help you. But I can’t help you if you’re going to use that kind of language. So, let’s resolve this without using that language. 


If they continue swearing… Mr. X,  as I said before, I want to help you but I can’t help you when you’re using that language. So, I’m going to hang up now. But please call back when you’re ready to talk about this without using that language. Good bye. Then, immediately go to your supervisor and explain exactly what was said so that your supervisor will be briefed in case the caller phones asking to speak with the supervisor.
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These tips are based on the book, Influence with Ease by customer service strategist and certified professional speaker Jeff Mowatt. To obtain your own copy of his book or to inquire about engaging Jeff for your team, visit www.jeffmowatt.com or call toll free 1-800-JMowatt (566-9288).
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