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(BY DENIS JENSEN)

Nobody can afford to lose a 
good customer. So if you’ve 
angered one lately, you need 
to act fast. Here’s a four-
step emergency plan to get 
you out of hot water quickly.

?
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WdZ� i^[� ^WZ� de� XWYa#kf� fbWd�
\eh�cki_Y$�?d�W�cec[dj�e\�Z[i#
f[hWj_ed"�j^[�9;E�Xehhem[Z�^_i�
ZWk]^j[hÀi�_FeZ�WdZ�ZeYa_d]�ijW#
j_ed�_d�Wjj[cfj�je�iWblW][�j^[�[l[#
d_d]$�Ieed�W\j[h"�]k[iji�m[h[�̂ kc#
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9ohki�WdZ�J^[�@edWi�8hej^[hi$�
D[[Zb[ii�je�iWo"�j^[�Yb_[dj�mWi�
dej�fb[Wi[Z$
½?� mWdj[Z� je� i^h_da� _dje�

j^[� f[ed_[i"¾� Ij[_d� iWoi$� 8kj"�
i^[� b[Whd[Z� jme� b[iiedi� \hec�
j^Wj�d_]^j$�B[iied�dkcX[h�ed[0�
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j^Wj�m_bb�Z[j[hc_d[�^em�j^[�Yki#
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Keep in mind that not all angry customers will speak 

up. Some will just fade away. Look for cues that some-

thing may be wrong, before it’s too late. Here are 

three red flags that indicate customer unhappiness:

Clue 1: They return a product. If a customer 

sends back a product or cancels a service, something 

went wrong. Was the product defective? Was the 

service what the purchaser had in mind? Whatever 

the problem, a customer service rep should follow up 

quickly to get to the bottom of it. 

Clue 2: They suddenly sprint to the competition. 

Make a concentrated effort to find out why the per-

son left. Remember, most customers leave because 

they are unhappy with your company, not your prices 

or products. Involving top management may help you 

uncover problems you weren’t even aware of.

Clue 3: They stop returning your top reps’ calls. 

Maybe they’re too polite to tell you that your salesper-

son screwed up or that they had a run-in with one of 

your customer service reps. Pick up the phone and 

find out why they’re being so evasive.

3 Clues That a Customer 

Is Angry

Ij[f�'0�:_W]dei[�j^[�FheXb[c
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\bkXX[Z"�WdZ�oekÀh[�h[WZo�je�\_n�_j$�
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WdZ�X[jj[h�[gk_ff_d]�Yh[m�c[cX[hi�m_j^�fheY[Zkh[i�\eh�^WdZb_d]�
ef[hWj_edWb�]b_jY^[i�_d�j^[�\kjkh[$�
I_c_bWhbo"�m^[d�7bb_ied�CWl[h_Ya"�W�iWb[i�h[f�\eh�Wd�edb_d[�WZl[h#

j_i_d]�YecfWdo"�Z_iYel[h[Z�j^Wj�i[l[hWb�e\�^[h�Yb_[djiÀ�WZl[hj_i[#
c[dji�_dYbkZ[Z�_dYehh[Yj�f^ed[�dkcX[hi��cWa_d]�_j�_cfeii_Xb[�\eh�
mekbZ#X[�Xko[hi�je�h[WY^�j^[c�"�i^[�iY^[Zkb[Z�\WY[#je#\WY[�c[[j#
_d]i�m_j^�[WY^�Yb_[dj�WdZ�[nfbW_d[Z�j^[�gkWb_jo�Yedjheb�c[Wikh[i�
^[h�YecfWdo�^WZ�fkj�_dje�fbWY[�je�[dikh[�j^[�fheXb[c�mekbZ�d[l[h�
^Wff[d�W]W_d$�
½M^[d�j^_i�_d_j_Wbbo�^Wff[d[Z"�i[l[hWb�Yb_[dji�YWbb[Z�je�YWdY[b"¾�

CWl[h_Ya�iWoi$�½?�Wia[Z�j^[c�_\�?�YekbZ�̀ kij�][j�_d�\hedj�e\�j^[c�\eh�̀ kij�
'&�c_dkj[i$¾�J^[�Yb_[dji�]Wl[�^[h�j^[�j_c["�WdZ�Xo�[nfbW_d_d]�[nWYjbo�
m^Wj�^[h�YecfWdo�mWi�Ze_d]�je�\_n�j^[�fheXb[c"�i^[�mWi�WXb[�je�iWl[�
[l[ho�i_d]b[�WYYekdj$�½?\�?�̂ WZ�jh_[Z�je�im[[f�[l[hoj^_d]�kdZ[h�j^[�hk]"�
j^_i�mekbZdÀj�^Wl[�meha[Z"¾�i^[�iWoi$

With
I_dY[h[�7febe]_[i

Yedj_dk[Z�ed�fW][�+.
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How JetBlue Says “I’m Sorry”
A sincere apology letter to customers includes these components: shouldering the blame, acknowledging the customer’s feelings, 

and outlining how you’ll do better in the future. This letter, sent to JetBlue customers after a week of poor service, includes all of 

these elements. The comments are courtesy of www.apology.com.

Dear JetBlue Customers,

We are sorry and embarrassed. But most of all, we are deeply sorry.

Last week was the worst operational week in JetBlue’s seven year history. Following thesevere winter ice storm in the Northeast, we subjected our customers to unacceptable delays, flight cancellations, lost baggage, and other major inconveniences. The storm disrupted themovement of aircraft, and, more importantly, disrupted the movement of JetBlue’s pilot and inflight crewmembers who were depending on those planes to get them to the airports where they were scheduled to serve you. With the busy President’s Day weekend upon us, rebook-ing opportunities were scarce and hold times at 1-800-JETBLUE were unacceptably long or not even available, further hindering our recovery efforts. 

Words cannot express how truly sorry we are for the anxiety, frustration and inconve-nience that we caused. This is especially saddening because JetBlue was founded on thepromise of bringing humanity back to air travel and making the experience of flying happier and easier for everyone who chooses to fly with us. We know we failed to deliver on this promise last week. 

We are committed to you, our valued customers, and are taking immediate correctivesteps to regain your confidence in us. We have begun putting a comprehensive plan in placeto provide better and more timely information to you, more tools and resources for our crew-members and improved procedures for handling operational difficulties in the future. We are confident, as a result of these actions, that JetBlue will emerge as a more reliable and even more customer responsive airline than ever before. 

Most importantly, we have published the JetBlue Airways Customer Bill of Rights – ourofficial commitment to you of how we will handle operational interruptions going forward – including details of compensation. I have a video message to share with you about this indus-try leading action.

You deserved better – a lot better – from us last week. Nothing is more important than regaining your trust and all of us here hope you will give us the opportunity to welcomeyou onboard again soon and provide you the positive JetBlue Experience you have come to expect from us. 

Sincerely, 

David Neeleman

Founder and CEO

JetBlue Airways  

This short statement at the top of 
the page expresses humility and 
remorse. It also sets the tone in 
this apology letter.

Here, we see that they recog-
nize their role in the situation 
and acknowledge the hurt and 
damage done. 

This paragraph gives a specific and 
detailed account of the incident and 
takes full responsibility for the situation. 

It is worth noting that although the 
catalyst was a winter storm, NO blame 
is placed on it – full responsibility is 
taken by the company.

This paragraph details their com-
mitment to change and shows cus-
tomers the preventive measures 
being taken to ensure that this type 
of situation will not happen again.

The company now offers 
the recipients of the letter 
a form of restitution and 
compensation. This clev-
erly crafted commitment to 
change (through a Customer 
Bill of Rights) will shed a 
positive light on the com-
pany from both existing and 
future customers and the 
public at large. 

This statement expresses regret 
and lets customers know that the 
company is hoping to continue the 
relationship. 

Closing

Salutation
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With
I_dY[h[�7febe]_[i

Ij[f�*0�<ebbem�Kf�M_j^�W�=_\j

O
dY[� j^[� _iik[� ^Wi� X[[d�
h[iebl[Z"�X[�ikh[�je�\ebbem�kf$�

J^_i�_i�W�]eeZ�j_c[�je�i[dZ�W�YWhZ�
eh�]_\j"�ikY^�Wi�Y^eYebWj["�Ye\\[[�
eh�W�Z[ia�WYY[iieho$�:h[m�FbWdj"�
W� fkXb_Y� h[bWj_edi� YedikbjWdj"�
h[Yecc[dZi�i[dZ_d]�W�jWh][j[Z�
_j[c�Z[i_]d[Z�je�kdZ[hiYeh[�oekh�
i_dY[h_jo$�½8kj"�ZedÀj�cWa[�_j�jee�
[njhWlW]Wdj"¾�̂ [�mWhdi$�½Oek�ZedÀj�
mWdj�je�Wff[Wh�je�X[�Xh_X_d]�iec[#
XeZo�_dje�WYY[fj_d]�oekh�Wfebe]o$�
Iec[j^_d]�YbWii_Y�WdZ�ceZ[ij�m_bb�
Ze"�WdZ�i^ekbZ�h[\b[Yj�j^[�h[Y_f_#
[dj"�dej�X[�`kij�W�ijWdZWhZ�iec[#
j^_d]�oek�i[dZ�je�[l[hoed[$¾�
7\j[h�CWl[h_Ya�Wfebe]_p[Z�je�

^[h�Ykijec[hi�WXekj�j^[�c_ijWa[�
_d�j^[_h�WZl[hj_i[c[dji"�i^[�\eb#
bem[Z�kf�Xo�i[dZ_d]�j^[c�[WY^�
icWbb"� _cfh_dj[Z� `ekhdWbi� WdZ�
h[c_dZ[Z�j^[c�edY[�W]W_d�^em�

ckY^� i^[� lWbk[Z� j^[� h[bWj_ed#
i^_f$
7�Zei[�e\�^kceh�Ze[idÀj�^khj�

_\�j^[�fheXb[c�mWidÀj�W�X_]�ed[$�
?dZ[[Z"�7b[n�8hWkd"�cWha[j_d]�
Z_h[Yjeh�\eh�W�ie\jmWh[�YecfWdo�
j^Wj�h[Y[djbo�[nf[h_[dY[Z�iec[�
c_deh�Ykijec[h�i[hl_Y[�]b_jY^[i"�
\ekdZ�j^Wj�i[dZ_d]�W\\[Yj[Z�Yki#
jec[hi�W�XWia[j�\kbb�e\�Y^eYebWj[i�
WdZ�ej^[h�]eeZ_[i�Z_Z�j^[�jh_Ya1�
j^[�WYYecfWdo_d]�dej[�j^Wj�iW_Z"�
½M[�^ef[�oekÀh[�ij_bb�im[[j�ed�
ki"�X[YWki[�m[�Wh[�ed�oek"¾�Z_ZdÀj�
^khj"�[_j^[h$�½?�j^_da�j^[�]_\j�Yed#
l[o[Z�ekh�i_dY[h_jo"¾�^[�iWoi$
E\\[h_d]�W�\h[[�eh�Z_iYekdj[Z�

fheZkYj�eh�i[hl_Y[�m_bb�Wbie�^[bf�
iceej^�j^_d]i�el[h$�H[ij_jkj_ed�
YekbZ�X[�e\\[h[Z�_d�Wd�ef[d�\eh#
cWj� �½M^Wj� YWd� ?�Ze� je�cWa[�
j^_d]i�h_]^j5¾��eh�W�Ybei[Z�\ehcWj�

�½MekbZ�W�'&��Z_iYekdj�ed�oekh�
d[nj�ehZ[h�cWa[�j^_d]i�h_]^j5¾�$�
M^[d�JeoejW�^WZ�W�cWii_l[�

h[YWbb�[Whb_[h�j^_i�o[Wh�X[YWki[�
e\� WYY[b[hWjeh� fheXb[ci� _d� W�
dkcX[h�e\�_ji�ceZ[bi"�j^[�Yec#
fWdo�hebb[Z�ekj�W]]h[ii_l[�_dY[d#
j_l[i�je�jho�WdZ�m_d�Ykijec[hi�
XWYa$�Ed[�e\\[h�]Wl[�Xko[hi�&��

\_dWdY_d]�\eh�\_l[�o[Whi�ed�iec[�
e\�JeoejWÀi�ceij�iek]^j#W\j[h�
ceZ[bi"�fbki�W�if[Y_Wb�jme#o[Wh�
cW_dj[dWdY[�fbWd$�
?d� @WdkWho"� W\j[h� 9_j_XWda�

i[dj�ceh[�j^Wd�,&&"&&&�cW_b#
[hi�je�Ykijec[hi�m_j^�j^[_h�ieY_Wb�
i[Ykh_jo�dkcX[hi�fh_dj[Z�ed�j^[�
ekji_Z[�e\�j^[�[dl[bef["� _j�dej�
edbo�i[dj�ekj�W�b[jj[h�Wfebe]_p_d]�
je�Ykijec[hi�WdZ�Wiikh_d]�j^[c�
j^Wj�j^[h[�mWi�½b_jjb[�eh�de�h_ia¾�je�
j^[_h�fh_lWYo"�_j�Wbie�e\\[h[Z�je�fWo�
\eh�j^[_h�c[cX[hi^_f�_d�W�Yh[Z_j�
ced_jeh_d]�i[hl_Y[�\eh�'.&�ZWoi$
½J^[�a[o� _i� W� YedYh[j[� WdZ�

]eeZ#\W_j^�e\\[h�je�Yecf[diWj[�
Ykijec[hi�\eh�j^[�jhekXb["¾�FbWdj�
iWoi$
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jof[i�e\�Wfebe]_[i�W\j[h�W�^ofej^[j_YWb�WYY_Z[dj�_d�m^_Y^�W�f[Z[ijh_Wd�
mWi�^_j�Xo�W�X_YoYb[$�J^[�ijkZo�h[l[Wb[Z�j^Wj�-)��e\�j^[�l_Yj_ci�m^e�
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je�WYY[fj�W�i[jjb[c[dj�e\\[h"�m^[h[Wi�edbo�)+��m^e�h[Y[_l[Z�fWhj_Wb�
Wfebe]_[i��½?Àc�iehho�oek�^khj�oekh�b[]¾��eh�ed[i�j^Wj�fkj�j^[�XbWc[�
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Make sure that the apology 

acknowledges the mistake, shows 

empathy, details what steps you’re 

doing to make sure the mistake 

doesn’t happen again, and thanks the 

client for their continued business.

“The key is a 

concrete and 

good-faith offer 

to compensate 

customers for 

the trouble.”

Drew Plant, 

PR Consultant
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