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As service providers, we go to work 

each day and think about the 

customers and colleagues we serve. 

We listen, ask questions, and try to 
understand. Then we take action to 

answer questions, solve problems, 

and satisfy needs. 
 

When we succeed the result is a 

satisfied customer, which can be 

satisfying for a service provider, 

too. A customer’s smile makes 

you feel better. A colleague’s 

appreciation feels good, too. You 

might even earn a compliment in 

person or online – a win-win for 

both parties. It’s a two-way street: 

your positive attitude and action 

comes back to you. 

 

But what about when customers 

and colleagues are in bad moods, 

impatient or angry, or even 

hurling accusations? When that 

happens you need to work 

harder. You have to shift their 

mood and solve their problems, 

put a smile back on their face and 

answer their questions. 

 

This is more challenging but can 

also be more satisfying to achieve. 

Why? Because the good feelings 

you create will keep on going. 

Because the next person they 

meet won’t bear the brunt of a 

bad mood. Your positive service 

action becomes a chain reaction. 

 

For example: a customer calls you 

in an angry mood and lets you 

know how frustrated they are 

with a problem. Before you tackle 

the problem, you take time to 

acknowledge their feelings, listen 

to all they have to say, and show 

genuine empathy for their 

situation. After your patience 

solves the mood problem, then 

you go to work on their other 

problems.  

 

Your customer leaves with both 

problems solved, and the next 

person your customer meets feels 

the difference. 

 

For example, a colleague comes 

to you in a huff and in a hurry. 

Instead than asking them to calm 

down, you speed up and say “I can 

see this really matters to you. Let 

me do everything I can to get this 

done quickly.” Your colleague 

sees you working top-speed and 

their anxiety settles down, and 

the next person your colleague 

serves feels the difference. 

 

What if everyone embraced this 

point of view? What if our 

measure of success was not 

just doing our job and getting 

things done, but working 

right through the person we 

are serving now to touch the 

very next person they meet? 

 

Surely this is a bigger task than is 

written in your job description. 

And it’s not likely to be captured 

in your KPIs or your bonus plan. 

Then, if it’s not mandatory or 

measured, why put in this extra 

effort? Why should you care 

about the next person your 

customer or colleague sees, or 

says hello to, or serves? The 

answer to this question is simple: 

at some point, the next person 

down the line is YOU. 

 

So, the next time you serve 

someone who is already in a good 

mood, just keep the good energy 

flowing. And when someone 

shows up in a bad mood, step up 

with your service to shift the 

mood and solve the problem. Be 

the person who takes an action 

that starts a chain reaction. 
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  Important Notice 

© Copyright 2019, Martin Pollins, All Rights 

Reserved 
 

This article appeared in Better Business Focus, 

published by Bizezia Limited (“the publisher”). 
It is protected by copyright law and 
reproduction in whole or in part without the 

publisher’s written permission is strictly 
prohibited. The publisher may be contacted at 
info@bizezia.com  
 

Some images in this publication are taken 
from Creative Commons – such images may 
be subject to copyright. Creative Commons is 

a non-profit organisation that enables the 
sharing and use of creativity and knowledge 
through free legal tools. 
 

The article is published without responsibility 
by the publisher or any contributing author 
for any loss howsoever occurring as a 

consequence of any action which you take, or 
action which you choose not to take, as a 
result of this article or any view expressed 
herein.  

 
Whilst it is believed that the information 
contained in this publication is correct at the 

time of publication, it is not a substitute for 
obtaining specific professional advice and no 
representation or warranty, expressed or 
implied, is made as to its accuracy or 

completeness.  
 
Any hyperlinks in the article were correct at 

the time this article was published but may 
have changed since then. Likewise, later 
technology may supersede any which are 
specified in the article. 

  
The information is relevant within the United 
Kingdom. These disclaimers and exclusions 

are governed by and construed in accordance 
with English Law. 
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