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# 20     S.A.F.E. Way to Handle Service Breakdowns
Oh no, you’ve dropped the ball and now a 
customer is really mad. This is a disaster. Or 
maybe a golden opportunity. Which is it? I’m 
Jerry Roberts and we get busy with that 
question, right now on The Extra Point. 

Service breakdowns aren’t a matter of “if,” but 
“when.” Nobody escapes them. Everybody 
makes mistakes. 

Customers know that, they’re not perfect 
either. 

When they bring you a problem they just want 
to know what you’re going to do about it. 
What happens next will define the relationship 
you’re going to have with this customer, 
moving forward. 

I’ve written a course on just this topic and 
while I can’t give it all to you here, I can 
provide the framework. And you can get the 
transcript when we finish, just go to 
guamtraining.com, click XP on the menu and 
download Extra Point number 20. Here we go. 


I want you to solve the problem the S.A.F.E. 
way. S.A.F.E. It’s an acronym. Ready? 

S is for Sorry. Apologize for the customer’s 
inconvenience. Show them you’re 
understanding and sincerely want to be of 
help. The mere act of saying you’re sorry for 
their trouble goes a long way toward lowering 
their blood pressure and calming them down. 
And if there's any concern over who may be 
responsible for the problem, including 
financially responsible, saying you’re sorry 
isn’t admitting guilt...it’s just a nice human 
thing to do. It says “I care.” That's all. 

A is for Ask. Get all the details of what went 
wrong. Let the customer vent if they’re really 
upset. They’re not mad at you personally so 
don’t take it that way. Make notes and let 
them know you want to know everything. 

F is for Fix. If you can solve the problem go 
for it. If you can't then involve the people who 
can. Sit down with the customer and discuss 
possible outcomes. If the right people aren't 
immediately available find out when they will 
be, so that the customer knows when the 
situation will be addressed. 

E is for Educate. Document the problem in 
detail, writing it up as a case study so that 
everybody in your organization can see it from 
start to finish. The next time the issue arises 
your staff will know exactly what to do. 

S.A.F.E. The safe way to handle recovery 
when significant customer service problems 
pop up. 

Customer service trouble is also customer 
service opportunity, a chance for you to show 
how great your organization is when it comes 
to taking care of the people who voted with 
their wallet, showing you they believed in what 
you're doing. 

That’s The Extra Point. Get out there and 
make something good happen today. For 
93.3, I’m Jerry Roberts. 
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