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            Customer Service Notes for 
Phrases that Enhance Communication with Participants 

 

Communication and customer service are closely linked, in that how we communicate with participants can 

determine how satisfied they are with our service. 

 

The way we specifically phrase what we say to participants can assist in ensuring that our communication  

is tactful, empathetic, and, when possible, positive. 

 

When conveying negative news to a participant, it is especially important that we are mindful of how our 

message is phrased. Avoid starting a statement with “No” or “Nope.” Also avoid “You can’t” or “You 

shouldn’t” as this puts people on the defensive.  This can shut down communication as the participant may 

dwell on hearing this first, and not hear the rest of your statement. While you may still need to convey that 

you cannot do certain things for participants, you can follow the negative statement with a possible 

alternative or solution.  Below are some better ways to phrase the first part of your message.  

 

 “Unfortunately, we are unable to…” 

 “I wish we could do that, but doing so would…” 

 “While we cannot __________, what we can do is ________.” 

 

Empathy is an important part of communication with your participants. A phrase that will demonstrate 

empathy, yet still get your point across, is the “Feel/Felt/Found” technique. For instance, suppose Ms. 

Adams tells you that her daughter does not like eating vegetables and forcing her to eat them has resulted 

in her having tantrums. You could respond with the following statement: 

 

“Ms. Adams, I can understand how you feel. We have worked with other moms who have felt  

the same way. Yet, what some of these moms have found is by preparing some non-traditional  

side dishes with vegetables, they have been able to get their children to eat more vegetables.” 

 

You might then offer Ms. Adams a couple of suggested side dishes or recipes.  

 

Another phrase that demonstrates the benefits of something is “Because of/you can/which means.” For 

example, with a participant who says that the WIC paperwork is too complicated, you could say: 

 

“Because we now have instructions on our website, you can use those to help you complete 

the paperwork, which means you can complete the necessary forms more easily.” 

 

Whenever possible, be positive with your communication with participants. Remember the customer 

service principle: Tell people what you can do, not what you can’t do.  

      

 

 
                                                                                 www.learningdynamics.com
                                                         1-800-3SKILLS                  

Questions for Reflection: 

1. Do you avoid immediately saying “No” when responding to certain participants’ questions? 

2. Do you try to phrase statements positively, where possible, when working with participants?  
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