Fall 2014

Protecting Yourself From The Cold And Irate Customers
The leaves are changing
and the air is becoming a little
crisper. We may not want to
think about it, especially after
the blast we had last year, but
winter is approaching.
If they haven’t begun already, the calls will start to
stream in from customers,
some of them maybe not as
happy as we would like.
In this Think Safety, we are
going to talk about handling
irate customers. How you

handle these customers can
determine a) whether they
will become someone else’s
customer, b) whether they will
continue to be your customer
but continue to be a pain in the
side, or c) become a happier
customer with the problem
solved.
We also need to start thinking about the shift into colder
weather and the effect it and
job-related winter weather can
have on our body.

Handling Irate Customers:
We are going to look at this
primarily from perspective
of phone conversations with
these customers, as this is
typically where we will have

the most problems. Handling
these types of calls isn’t simply one action but a series of
orderly steps performed in
sequential order.
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Step 1
Actually Listen
Pretend you are having a
conversation with your spouse.
On second thought, skip that,
because the first step in handling an irate phone customer
is to actually listen to what he
or she is saying.
This is of course the key
to any quality conversation.
When you need to say something, some active words to
consider are “yes,” “I understand, “”I can see how that
would be a problem.” Be
sincere when you do speak,
but remember, the key is to
actually listen.

Step 2
Let the Customer Air
The Complaint
Let them get their grievance
off their chest. Some people
will calm down considerably
after the initial venting of
their frustration or even anger.
Interrupting them can delay
that calming or even escalate
their frustration. Don’t interrupt them unless they become
abusive to you.
Step 3
Don’t Be A Doormat
Maintain your integrity,
which means you don’t allow
them to make you their perContinued on Next Page
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Handling Irate Customers:
Continued from Page One

sonal doormat. You want them
to fully release their frustration
to bring about a calmer state
of mind but not at the
cost of making you
their personal punching bag. An example
of a response from
you might be “I
appreciate your
frustration with
being out of gas,
however attacking
me will not help the
situation—I am trying
to help you.”
Step 4
Be Sympathetic.
Don’t try to fake this. Try to
put yourself in his or her place.
Maybe the problem is not the
company’s fault. Maybe it is a
will-call customer and he or
she did not call to report the
tank being low.
At this moment, their biggest concern may be the dropping thermometer
and no propane
in the tank.
If your company did in
fact make a
mistake, acknowledge the
mistake and
recognize the
customer’s feelings concerning
the mistake.
Step 5
Be Emphathetic
Show true empathy. Don’t
use phrases such as “I understand your anger,” unless you
truly understand. Otherwise,
it may evoke a statement from

the customer such as “You
have no idea.” A better way to
say it may be, “I can imagine
how upsetting that must
have been.
Step 6
Ask Questions
This will not only
help you get a
clearer understanding of the
event, but it will
also show that the
matter has true importance for you as you
try to get to the bottom of
the problem.
Step 7
Work On A Solution
Determine when to ask
open-ended questions and
when to ask “yes” or “no”
questions.
Step 8
Apologize When
Appropriate
There are basically
three types of apologies
depending on the situation. Be careful.
An apology can
be interpreted to
be an admittance
of guilt.
Direct: This
one should be
used when the company
actually did mess up. It
could sound like this,
“I apologize that we did
not get your tank filled
on time.”
Blameless: When using
this one, the guilty party
may be ambiguous. It
might sound something

like this, “I apologize for the
fact you are frustrated—let’s
see if we can turn this around.”
Fake: The problem may
have occurred because of
something the customer did or
did not do. You certainly don’t
want to throw your company
under the bus but remember
you are trying to diffuse the
situation not escalate it.
It might sound like this, “I
am sorry you are out of gas,
we will get a delivery there
as soon as we can.” The customer might interpret this as
an apology, but in fact one is
not given.
Step 9
Offer To Try To Fix The
Problem
Do not promise to outright
fix the issue. Suppose you
promise a delivery by the end
of the day but weather slows
the delivery driver and he
doesn’t make it until the next
day. This could lead to an even
worse call the next morning.
It is better to under promise
and over perform than to over

promise and under perform.
Step 10
Get An Agreement From
the Customer
Make sure the customer
understands what you are
going to do even if the issue
is not totally resolved. An
example of a total resolution
might sound like this: “I have
scheduled a delivery for you.
The delivery is scheduled for
tomorrow.”
If the resolution is pending
it might sound something like
this, “I will contact the delivery
driver for your area. We will
schedule the delivery as soon
as possible.”
Step 11
Make Sure You Make A
Note of the
Conversation
This is especially the case if
it was a particularly sticky one.
This could protect you in the
future or help you or someone
else on a future call from the
same customer.
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Proper Cold Weather Gear:
Sometimes we don’t take the
cold seriously as a threat to
our wellbeing and in extreme
situations even our life.
Many propane related tasks
can mean repeated and sometimes extended exposure to
the cold. Precautions should
be taken to reduce the
risk of such dangerous situations as
frostbite and hypothermia.
Wear a hat and
perhaps even a
scarf or knit mask
to cover your face
and mouth.

Sleeves should be snug at
the wrist.
Mittens are warmer than
gloves if they offer the dexterity to complete the appointed
task. Mittens allow the fingers
to touch each other and better
take advantage of your natural
body heat.
Layers of loosefitting clothing are
better than one
heavy layer. The
outer layer of your
clothing should
be tightly woven, preferably
wind resistant to reduce the

escape of body heat. Wool,
silk, or polypropylene inner layers of
clothing will hold
more body heat
than cotton.
Make every attempt to stay
dry. Wet clothing chills the
body rapidly.
Remove layers
of clothing to
avoid excess
perspiration
during strenuous activity. Excess perspiration will increase

heat
loss. Water resistant
outer layers should
be worn.
Do not ignore
shivering. Persistent
shivering is a sign that you
should return indoors.

Keeping Your Feet Warm And Dry:
The first step in keeping
your feet warm is to keep them
dry. Your boots should be waterproof. Gore-Tex and similar
type material is designed to
prevent outside moisture from
penetrating the shell of the
boot. Leather boots can be
treated to block moisture from
entering the boot.
Your boots should be
breathable. This is especially
important when engaging in
strenuous activities in cold
weather. Your foot perspiration should be
allowed to escape
to help keep your
feet dry. This is
an important characteristic of Gore-Tex material.
Gore-Tex micro fibers allow
perspiration to escape but at
the same time block outer
moisture from entering. Some
boots are a combination of
Gore-Tex and leather.
The leather portion of the
boot will need to be treated

periodically to maintain its
effectiveness. Some boots use
a fleece liner to both absorb
perspiration and allow it to
escape.
Socks are important as well.
Put away your cotton socks
in the winter. Cotton socks
make your feet colder. Cotton
has little insulation value and
it actually absorbs and holds
moisture. Once it
is wet it loses all
insulation value.
Your winter
socks should be
made of fleece,
Isowool or similar type fabrics.
If they do get wet, they
won’t lose their insulation
value. They are also generally
far thicker than cotton socks.
They also actually dry themselves while being worn.
A sock liner can also aid in
taking moisture off your feet
and putting it somewhere else.
A sock liner moves moisture

off your foot and puts it on
the sock while the liner itself
remains dry.
Snow g aiters
can aid in keeping
your feet warm
by keeping out
the snow. Wrapping them around
your lower leg can
make for a barrier that keeps the
snow out of your
boots and your
feet dry. They can
be found on some boots either
in the form of a nylon cover or
a fleece liner at the top of the
boot. They snug to your lower
leg and create a snow barrier.
The fleece may not be as
effective as the nylon liner because snow can actually build
up on the fleece and chill that
portion of your leg.
The insulation value of your
boot is an important factor
in keeping your feet warm.
Choose a boot with a high

insulation value and learn what
can affect that value. Finding
a really well insulated boot
can be trickier
than first thought.
There are several
different types and
levels on the market.
Remember that
Gore-Tex is not
insulation. It is
a membrane that
provides water
protection.
The two most important
types of boot insulation to
consider are thinsulate and
shearling insulation.
Thinsulate is a relatively thin
insulation that is measured in a
range of grams. Typically you
will find thinsulate in a range
of 100 to 1,000 grams. The
higher the number the warmer
it should be.
Ratings are not quite 100
Continued on Next Page
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Keeping Your Feet Warm And Dry:
Continued From Page Three

percent accurate due to factors such as how tight fitting
the boot or type of sock worn.
When considering a boot’s
temperature rating, it might be
a good idea to subtract 10 to
15 degrees from the tempera-

ture rating. If you will
be wearing the boot
in 25-degree weather,
consider a boot rated
for 10 to 15 degrees.
It assumes a quality
sock and even a sock liner
to aid in moisture protection.

Shearling is a fleece type
insulator. It is soft and incredibly warm if you get
high quality boots
with this type of
insulation. It is not
dependent on socks
to aid in its insulation.

In fact, it may work just as
well with no socks at all. The
problem with shearling is its
durability or lack thereof.
Because of this, they really
work better as leisure boots
rather than heavy use boots
for strenuous activities.

Cold Weather Lifting Precautions:
Working in cold weather
increases the chance for load
bearing injuries to various
parts of the body including
the back. Bobtail drivers are
especially susceptible to injuries from pulling the hose
during deliveries. The weight
of a delivery hose increases
significantly as it is extended,
coupled with resistance as it is
pulled across the ground.
We talked about boots to

keep you warm in the previous
article, but it is also important
to wear footwear with proper
treads to avoid slipping when
walking in snow or on ice.
Good traction will help provide a good base for lifting and
pulling and reduce the likelihood of injuries from slipping.
In addition to the threat of
back injuries, knees, shoulders,
fingers and other parts of the
body are at risk as well from

sudden twists or torque from
slips or falls.
Muscle strain, pulls and
tears are a potential danger.
When working in the cold, you
aren’t as strong as you think
you are. The cold reduces
muscle power, flexibility and

the time until exhaustion. This
amplifies a work activity that
creates potential for repetitive use injuries in the best of
weather. Use motions that
reduce torque on your arms,
shoulders, knees and back.

Articles in this publication are for information only. Nothing
in this publication is to be construed as setting standards or
requirements. Please consult with appropriate regulatory
and rulemaking bodies for all legal requirements.
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Training Quiz
Name__________________________________ Social Security Number_________________________
1. The first step in handling an irate phone customer is to actually listen to what he or she is saying.
A. True
B. False
2. When listening to a customer complaint, it is important to be sympathetic.
A. True
B. False
3. To show empathy when talking to a customer, you should use statements such as, “I understand your Anger.”
A. True
B. False
4. When talking to an irate customer, you should always make notes of the conversation for future reference.
A. True
B. False
5. Cold weather gear should include which of the following.
A. Snug sleeves
B. Mitten or gloves C. Hat

D. A, B, and C

6. An inner clothing layer should be made of which material
A. Wool
B. Cotton
C. Silk

D. A or C

7. Good cold-weather boots should be air tight.
A. True
B. False
8. Why are cotton socks bad for winter cold?
A. Poor insulator
B. Absorb moisture

C. Hold moisture

D. A, B, and C

9. Snow gaiters form a barrier that keeps the snow and moisture out of your boots.
A. True
B. False
10. Gore-Tex is a membrane that provides water protection.
A. True
B. False
11. The higher a boot’s thinsulate value in grams the higher the insulation value.
A. True
B. False
12. When considering a boots actual temperature rating, you should subtract _________ degrees from the rating.
A. 20 to 25
B. 10 to 15
C. 5 to 10
D. 25 to 30
13. Cold weather reduces muscle power, flexibility and time to exhaustion.
A. True
B. False
14. Working in cold increases the chance for load-bearing injuries.
A. True
B. False
15. Your muscles are more susceptible to strains, pulls and tears in cold weather.
A. True
B. False

Training Quiz Answers
Name__________________________________ Social Security Number_________________________
1. The first step in handling an irate phone customer is to actually listen to what he or she is saying.
A. True
B. False
2. When listening to a customer complaint, it is important to be sympathetic.
A. True
B. False
3. To show empathy when talking to a customer, you should use statements such as, “I understand your Anger.”
A. True
B. False
4. When talking to an irate customer, you should always make notes of the conversation for future reference.
A. True
B. False
5. Cold weather gear should include which of the following.
A. Snug sleeves
B. Mitten or gloves C. Hat

D. A, B, and C

6. An inner clothing layer should be made of which material
A. Wool
B. Cotton
C. Silk

D. A or C

7. Good cold-weather boots should be air tight.
A. True
B. False
8. Why are cotton socks bad for winter cold?
A. Poor insulator
B. Absorb moisture

C. Hold moisture

D. A, B, and C

9. Snow gaiters form a barrier that keeps the snow and moisture out of your boots.
A. True
B. False
10. Gore-Tex is a membrane that provides water protection.
A. True
B. False
11. The higher a boot’s thinsulate value in grams the higher the insulation value.
A. True
B. False
12. When considering a boots actual temperature rating, you should subtract _________ degrees from the rating.
A. 20 to 25
B. 10 to 15
C. 5 to 10
D. 25 to 30
13. Cold weather reduces muscle power, flexibility and time to exhaustion.
A. True
B. False
14. Working in cold increases the chance for load-bearing injuries.
A. True
B. False
15. Your muscles are more susceptible to strains, pulls and tears in cold weather.
A. True
B. False

