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IMPATIENT & ANGRY GUESTS

ACT FAST. DE

ESCALATE SAFELY.
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Listen ® Acknowledge ® Resolve ¢ Escalate

Clarify e
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RESPOND TO THE NEED
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Identify the immediate need: speed, explanation, or recovery.
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RECOGNISING IMPATIENCE
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POSSIBLE SIGNALS
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RESPOND EFFICIENTLY
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SERVE THE IMPATIENT GUEST
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CLARIFY BE BRIEF DECIDE ACT UPDATE
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Be concise and decisive without appearing rushed.
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I want to help. | can do so while we speak respectfully.
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PROFESSIONAL LANGUAGE

Impatient guest

Angry guest

Verbal abuse

Delayed resolution
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Act efficiently, de-escalate respectfully, and protect safety.
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