
How to explain to a customer some confusion in the bill?
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Wrong bills often infuriate the customers and they tend to take out their frustrations on customer service 
executives. The experience can be grueling for both the executive as well as the customer. You need to keep 
calm and politely explain the mix up and aptly apologize. Whether the customer stays back or leaves your 
service depends on how tactfully you deal with such situations. Use your English conversational skills to 
defuse the situation and make a customer happy.

Things To Keep In Mind When Explaining Some Confusion In A Bill To A Customer:

1. Explain Why It Happened

You May Have Inadvertently Mixed Up The Prices Or Forgot To Add A Free Offer. Either Way Own 
Up Your Mistake And Admit It. Customers Will Appreciate Your Honest Reply Instead Of Giving 
Excuses. Explain Your Genuine Mistakes To Your Customers.

2. Stay calm

It is very important to stay calm in such situations. If you lose your cool, it will lead to an explosive 
situation. Listen to what the customer has to say and let him finish. Once he has expended his energy, calmly 
apologize politely and ensure that it never happens again.

3. Compensate

If possible, it is a good idea to compensate the customer for the hassle underwent. It may be in the form of a 
pen or chocolates, but the gesture will impress the customer. He will understand that the mistake was done 
unintentionally and will calm down. His loyalty will be increased by such simple gestures. A polite and 
helpful customer service will make a long term impact.
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A sample conversation for explaining bill confusion to a customer:

Situation-You are the cashier at Wal-Mart. A customer comes up to you clutching a bill in his hand.

Customer: Hello, I had purchased some items yesterday. But there is a problem with the bill.
You: May I know what the problem is?

Customer: According to my calculations the bill should come to around Rs. 460 instead of Rs. 500. I 
checked the items and it seems that you have billed for 2 soaps instead of 1.

You: Please let me check the bill.

You: Sir, if you have bought two soaps, then both will be charged.

Customer: But it is clearly mentioned that one is free. Then how could you charge me for it?

You: Please wait while I check if the offer is still there.

You: I am really sorry Sir. The offer is still there, but I was unaware of it.

Customer: That is your problem. You should be aware of all the policies in the store.

You: You are right and I really apologize for the mix up. Here, I will refund the extra Rs.40 and here's a five 
star for the ordeal.

Customer: Thanks. But please ensure that such things do not happen again.

You: You can be assured of that Sir.
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The above sample conversation shows how to explain confusions in the bill to a customer. Make the 
customer happy with your polite English conversation skills. Keep your mind clear while dealing with such 
volatile situations. You can furtherimprove your spoken English with the help of an online English teacher.

About Eagetutor:

eAgeTutor.com is the premier online tutoring provider. eAge's world class faculty and ace communication 
experts from around the globe help you to improve in an all round manner. Assignments and tasks based on 
a well researched content developed by subject matter and industry experts can certainly fetch the most 
desired results for improvingspoken English skills. Overcoming limitations is just a click of mouse away in 
this age of effective and advance communication technology. For further information on online English
speaking course or to experience the wonders of virtual classroom fix a demonstration session with our tutor. 
Please visit www.eagetutor.com.

Contact us today to know more about our spoken English program and experience the exciting world of e-
learning.
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