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De-escalating 
customer 
aggression

A quick guide to responding to 
aggressive behaviour in a safe, 
calm and professional way. 



REMOVE
Remove if unsafe (safety first)

If the behaviour is threatening/
abusive: step back, end 
conversation, get support.

R

Offering Choice: “We can resolve this 
now, or we can wait for a manager. 
What do you prefer?”

ENGAGE
Engage calmly (low & slow)

E

Set Boundaries: “I want to help, but I 
need you to lower your voice so I can 
understand”. “Let’s keep this respectful”

SET
Set boundaries (respect limits)
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Buying Time (The Pause): ”Let me step 
back and check the order/request.”

PAUSE
Circuit breaker

P

Validating: “I can see how frustrating 
this wait has been for you.”EMPATHISE

Validate feelings
E

TURN
Turn to support

Need to talk?
Speak to your manager, HR or a 
counsellor through EAP.  

T

Ask questions to find out more 
about the problem, try to avoid 
“why” questions.

CLARIFY
Focus on the issue

C


