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WHEN YOUR EMOTIONS ARE ESCALATING… 

 

Stay CALM, take a breath, and regain control. 

 

C: Change your Perspective. 

Put yourself in their shoes. 

 

A: Adjust your Attitude. 

Use a softer approach. 

 

L: Listen to their Concerns. 

Focus on the issue at hand. 

 

M: Move towards Resolution. 

Steer the call in a positive direction. 


