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When dealing with strong

client emotions or challenging
feedback, it's crucial to approach
the situation with empathy

and professionalism while
maintaining clear boundaries.
Emotions often serve as valuable
iInformation that can guide you
to a deeper understanding of the
client’s needs and expectations.
This guide provides a step-by-
step approach to navigating
these difficult interactions
successfully.
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hat Emotions
Are About the
Client, Not You

Understand the Source of Emotions: Clients’

P% 'v}aons reflect their personal context, feelings, and
ex nces. It's essential to remember that their
emotions are more about them than about you.

Emotions as Information: Treat their feelings as data.
Strong emotions provide insight into their mindset,
frustrations, or unmet expectations. This information
can guide your next steps.

KEY TIP

Don't take it personally. Use their emotional cues
to better understand their concerns.
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Take Five | Acknowledge

T

Minutes Before the Client’s
Responding Perspective
Pause Before Reacting. If possible, take at least five Thank the Client for Their Feedback: Always begin by
minutes to process the feedback before responding, thanking the client for sha ring their thoug h’Fs. A s.lmple
especially when emotions are high. This pause helps acknowledgment of their effort to communicate is
you to think clearly and avoid reacting defensively. essential, even if the feedback is harsh.

' + Reflect What You Heard: Repeat back the client's
If you're face-to-face oron a video call, mentally slow down concerns in your own words to show you understand.
your responses, even if you can't take a formal break. You don't need to agree, but you do need to validate

If you've received a challenging email or survey respo;s;/& their experience.

use the extra time to gather your thoughts and craft

calm, composed reply. 4 EXAMPLE

I'm really frustrated with how long this process is taking!

It sounds like the timeline has been a big source of
frustration for you, and | appreciate you letting me know.

“@- KEYTIP Y
“®* Pausing prevents emotional reactions and helps ',C;)\' KEY TIP
you address the core issue more constructively. People want to feel heard. Acknowledging their concerns

goes a long way toward calming intense emotions.
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Invite the Client

a Conversation

the feedback was given in writin
vey), invite the client to a
ients prefer to ex

Give a Heads- to a phone
call or meeti t the cllent know what you plan
to discuss. This allows them to prepare, which can
make the interaction more productive and less
confrontational.

E/ EXAMPLE

\

’

Thanks for sharing your feedback. I'd love to schedule a
call to talk through your concerns and discuss how we can

address them moving forward.

* KEY TIP

o

Live conversations, whether on the phone or
video, are key to diffusing tension and creating a
collaborative atmosphere. Don't hide behind your
technology!
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Match the Client’s

Communication Style

IDENTIFY THEIR APPROACH
Determine if the client is being:

Rational: Look for phrases like “I think...” which indicates they
are more logically minded.

Emotional: Look for “| feel...” which signals an emotionally
driven perspective.

Worldview-Based: Look for “| believe...” which suggests deep-
rooted values or opinions.

RESPOND IN KIND

!

o

For Rational Clients: Use logic and data to address their
concerns.

For Emotional Clients: Engage emotionally, reflect their
feelings, and express empathy.

For Belief-Driven Clients: Be cautious. When clients are
operating from a strong belief system, you may not be able
to change their perspective quickly, if at all. In some cases,
you may need to reevaluate if the relationship is a good fit.

" KEY TIP

Matching the client's communication style can lead to better
understanding and a faster resolution.
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Focus on Process
Not Personalitie 5
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« Shift to Process Improvement: \When addressing
a client's concerns, focus on how to improve the
process that led to the undesirable outcome. You
don't need to change who you are, and the client
doesn't need to change who they are. You're both
working together to improve the situation.

« Use Visuals if Possible: When appropriate, walk
the client through the process step by step,
highlighting where things went wrong and
brainstorming ways to improve.

EXAMPLE

| see that this delay has caused frustration. Let's look at
the process that created this outcome. Can we identify any
steps that we might adjust to avoid this in the future?

_‘®’_ KEY TIP
“®* Focusing on improving the process rather than
blaming individuals turns the conversation from a

confrontation into a collaboration.
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Reset Expectations
" (When Necessary)

>
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from unmet or unrealistic expectations. If this is the case,
consider whether resetting their expectations could
resolve the issue.

\ « Manage Expectations: Often, client frustration stems

« Align Expectations with Reality: Clarify what is possible
moving forward and ensure the client understands what
they can expect.

_‘®’_ KEY TIP
“®" |If you can realign expectations to fit the current process, you
may not need to change what you're already doing.
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Manage the &
Process “

Identify Areas for Process Change: If the problem
lies in your current workflow, discuss potential
changes with the client. Draw out or document
the process, and involve them in finding a solution.

Invite Collaboration: Bring the client onto your
team. By involving them in the process, you shift
from being on opposite sides of the table to
working together toward a shared goal.

Address Scope Changes: Sometimes the new
process requires new or additional scope. Engage
the client in asking when the new process should
be applied - all the time? Some of the time?
Address any added time and cost, and let the
client decide when and where to apply the new
scope.
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Don’t Own Problems
That Aren’t Yours

- Set Boundaries: Not all problems are your responsibility.
Ensure that you aren'’t taking on liabilities that don't
belong to you.

« Be Cautious with Apologies: Apologize when appropriate,
but don't take ownership of factors outside your control.
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Know When to
Walk Away

« Firing Bad Clients: Some clients may use
emotional manipulation or unfair negotiation
tactics to get what they want. In these situations,
it's important to know when it's time to walk away.

+ Send Problem Clients to Competitors: If you've
done all you can and the relationship is still toxic,
consider letting the client go. The best way to do
that is a warm introduction to a competitor. You
show the client you're still focused on finding
them help, and you now burden a competitor with
a tough client! It's a win/win.

_‘@’_ KEY TIP
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Your time and energy are valuable. It's okay to
part ways with clients who consistently create
unnecessary conflict or who don't align with your
business.

When managing challenging feedback and
strong client emotions, the goal is always to
realign with the client’s desired outcomes. Stay
focused on improving processes, communicating
with empathy, and collaborating with the client
to achieve a positive result. By managing the
conversation with care and professionalism, you
can often turn a frustrated client into a loyal one.
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ARE YOU LISTENING TO
YOUR CLIENTS'’ VOICE?

One in four clients has an
unvoiced complaint.

Our B2B client feedback tool for professional
services works by streamlining your feedback
from start to finish, beginning with collection,
all the way through follow-up to ensure each
client's unigue journey is accounted for and
properly responded to. This system ensures
you receive repeat business and referrals
from your satisfied clients.
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