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OPEN Question 
PROBING Question 

CLARIFYING Question 
CLOSED Question 

Buy Time 
and Ask 
for Help 

We need to verify that 
information. Can I call 

you back in ten 
minutes? 

► I see your point… 
► I do understand… 
► I see your concern… 

♦ Do you have 
necessary authority to 

offer a solution? 

♦ Is it in the contract? 

♦ Are you competent 

enough to do it? 

 

YES 

!O 

Clarify and 

Assess the 

situation 

 

Action Plan. 
Provide a  
solution 

 

Timeplan! 

Show Empathy 

and 

Understanding 

Is there anything 
else I can do for 

you? 

-Hello. You’ve reached 
Computel’s Service 
Center. This is Steve 
speaking. How may I help 
you? 

Ask Questions 

 

Active Listening 

 
► I see; uh-huh; sure… 
► Paraphrase… 
► Link your reply… 
► Don’t interrupt… 

OK? 

Hello. This is Steve calling 
from the Service Support 

Center. I am calling 
regarding the… 

 

 
PROBLEM SOLVING STEPS. LANGUAGE POWER 

 
 
 
 
 
 

  
 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 

  

 
  

 
 
 
 
 
 
 
 
 

 
 
 

 

Phone Call 

Emergency?: 
Remain Calm 

Apply ‘Language Power’ 

Who is involved?  
Who should be involved? 

Whose decision is this to 
make? 

Follow up?  
Report with Data 

 

Respect it! 

Problem solved?  
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Acknowledge 
results and 

Share Learning 

Take 
action 

Get help 

What can I 
do for you? 

► Stay Calm 

► Listen actively 

► Show Empathy 

► Ask Questions 

► Paraphrase for 

Understanding 

► Show appreciation 

Assess the 

situation 

 

YES 

Our mistake? 

 

!O 

YES 

!O 

Identify options for 
corrective action 

 

Provide a  
solution 

 

 

Accepted? 

Clarify the 

problem 

 
PROBLEM SOLVING STEPS. LANGUAGE POWER 

 
 
 
 
 
 

  
 
 
 
 
 
 
 
 
 
 

  
 
 
 
 
 
 
 
 
 
 

  

 
  

 
 
 
 
 
 
 
 
 

 
YES 
 

  NO 
 

Phone Call 

Acknowledge 
the mistake 

and apologize 

Do you have 
necessary 

authority to offer 
a solution? 

 

What is this really about? 

Who is involved?  
Who should be involved? 

Whose decision is this to 
make? 

How do I follow up? 

A decision has been 
made. Now… 
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