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This Toolbox Talk is to assist in leading a discussion around the safe approach to dealing with angry customers in the workplace.

How do you recognize when a customer is angry?
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Body Language: Look for signs of:

· Unusual body posture
· Lack of respect for personal space

· Lack of respect for the premises

· Signs of drunkenness or intoxication
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Speech: Look for signs of:
· Person talking over you, interrupting

· Use of inappropriate language

· Don’t listen to what you are saying

· Unreasonable demands

· Lack of respect for you
How should you deal with an angry customer?                                                 

	Note: If you are personally threatened or you feel in danger:

· Remain calm;

· Obey the offenders’ instructions;

· Observe the characteristics of the offender/s;

· Preserve the scene of the event;

· Contact the Police;

· Complete Offender Report Form QF 4200.26.


· Remain calm yourself

· Don’t take it personally

· Ask relevant questions

· Give reasons for all actions/requests

· Listen closely to understand the problem

· Agree with what the problem was without blaming the customer

· Re-state the content or feeling

· Propose actions and do it

· Remain courteous

· Show in your voice that you care
Dealing with Angry Customers

Toolbox Talk Record
Note: Safety Toolbox Talk attendance can be captured within team meeting minutes with reference to a specific Toolbox Topic.

The below record sheet can be used for those who were unable to attend the team meeting to demonstrate that they have reviewed the Toolbox Topic separately. 

Further Note: The safety toolbox talk is NOT a training tool. It’s designed to raise safety awareness around specific safety topics and assists with encouraging conversation and reinforcing safety knowledge.  
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What can you do to enable ZERO HARM @ Endeavour? 

