
Module 3: Developing Empathy and Active
Listening Skills

Objectives:

1. Build rapport with customers using empathy.
2. Improve listening skills to provide effective solutions.

Discussion.

1. The Role of Empathy in Customer Service

● Empathy helps build trust and rapport, making
customers feel valued.

● It enables agents to understand customer frustrations
and provide personalized solutions.



2. Active Listening Techniques

● Paraphrasing: Rephrasing the customer's words to
confirm understanding.

● Clarifying Questions: Asking follow-ups to address
ambiguities.

● Non-Verbal Cues: Using tone, pauses, and
acknowledgment to show attentiveness.

3. Overcoming Communication Barriers

● Dealing with non-technical customers who struggle to
articulate issues.

● Addressing language differences or unclear
descriptions of problems.

4. Avoiding Common Pitfalls in Customer
Interactions

● Jumping to conclusions before fully understanding the
issue.

● Using overly technical jargon that confuses the
customer.



Real-World Examples: Developing Empathy and
Active Listening Skills

Example 1: Resolving a Delayed Domain Transfer

Scenario :
A customer contacts Truehost support, frustrated because
their domain transfer has not completed within the
expected timeframe.

Customer Service Approach:

1. The agent listens attentively without interrupting and
acknowledges the frustration with empathy:
○ "I understand how important it is for your domain

to be up and running as soon as possible. Let me
help resolve this for you."

2. The agent paraphrases the concern to confirm
understanding:
○ "So the domain transfer was initiated three days

ago, and it's still pending. Is that correct?"
3. After investigating, the agent identifies a missing EPP
code from the previous registrar. They explain the
delay and guide the customer through obtaining the
code.

4. The agent follows up after the transfer completes to
ensure everything is working as expected.



Outcome:

● The customer feels heard and appreciated.
● The resolution strengthens the customer’s trust in the
support team.

Example 2: Troubleshooting a Website Downtime
Issue

Scenario:
A non-technical customer calls Truehost support, panicked
because their business website is down, and they don’t
understand why.

Customer Service Approach:

1. The agent reassures the customer with an empathetic
tone:
○ "I know how concerning this can be, especially

for your business. Let’s work together to get this
sorted out."

2. The agent listens actively and avoids technical jargon,
instead asking clarifying questions:
○ "When did you first notice the issue? Were any

changes made to the website recently?"
3. They discover that the website’s DNS records were
accidentally altered. The agent patiently guides the



customer through restoring the correct settings using
the DNS management platform.

4. After the website is restored, the agent explains how
to avoid similar issues in the future and offers a
knowledge base link for reference.

Outcome:

● The customer feels relieved and values the clear
guidance provided.

● Truehost gains a positive review and word-of-mouth
recommendation.


