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Different ways to say No! 
 

People like honesty from the people they deal with, they also like 

matters to be concluded, so hearing ‘No’ is a service, customers 

appreciate getting a straight answer and many work on the premise 

that ‘if you don’t ask, you don’t get’, I asked and you said no, that’s 

ok! 

 

Stay in the positive  

 

Always say ‘No, because’ and explain what you will ensure is done for them.   

 

Even if something can’t be done, there’s always a positive way to communicate it  

 

Find the closest solution 

 

When you can’t provide what your customers wants, find the closest alternative you can offer. Even 

if it won’t work for them they’ll still appreciate your effort. 

 

Provide a dedicated explanation 

 

All of your customers will understand how to buy a new home in a different way. Some of them will 

require a more detailed, or simply different explanation. 

 

Provide alternative ways of approaching a particular subject. If a customer needs an example, 

come up with one. If he or she would prefer a step by step explanation, go for it. It’s important to 

meet the customer where they need your help. 

 

Don’t let customers push you around 

 

If you have to refuse, make sure you do so in a polite way.   

 

It’s not all about saying no or yes. It’s the impression you make that matters. Show the customer that 

you’ve put some thought to a situation and you simply cannot fulfil the request.  Put the focus on 

what you have done to help the customer instead of focusing on the negative or a customer’s  

 

Say it right 

 

You can’t always say yes to every customer request.  Learning to say no, and being subtle about it, 

is a very important skill in customer relationships.  

 

Don’t leave your customers with a flat-out ‘No’. That’s not the message you want to send. Instead, 

try to ease the pain of denial by suggesting alternative solutions.   
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While it’s safe to say that customers would prefer to hear a ‘Yes’, when we have to say ‘No’, we 

can still take steps to preserve our professional relationships and reputation. 

 

‘Be curious, not judgmental’ Walt Whitman 
 

Here are 7 things to keep in mind for those times when you can't give your customer what they 

want, and have to let them down gently: 

 

1. Empathise with the customer’s situation. You may not be able to deliver the exactly what the 

customer is looking for, but you can still help them feel like they’ve had every right to ask for it.  

 

2. Validate the customer’s emotions while reiterating your intention to help. A dissatisfied customer 

can be like a pressure cooker - ready to explode unless you give them an outlet to release the 

pressure. Use language that is calming and professional – ‘I am disappointed for you [or insert 

other emotion], and I’m going to do my best to help.’  
 

3. Focus on the personal service you are committed to. When you are selling, you say that your 

customer is personally important to you, and that you will do whatever is in your power to do to 

satisfy them.  Now is the time to show up and show them they are important to you. 
 

4. Treat every ‘No’ like the first ‘No’ of the day. You may have had to say ‘No’ to a lot of people 

today, that’s not this customer’s problem. Each customer deserves to be your most important 

issue of the moment. Make sure each customer gets the same level of attention, willingness and 

problem-solving focus, regardless of what else you have had to deal with. 
 

5. Offer your best alternative first. You want to offer your customers the best possible option as 

quickly as you can. To avoid frustration on your part and that of your customer, talk to your sales 

manager and empower yourself with the ability to offer options to your customer and resolve 

issues on your site.  
 

6. Get curious. You may be a born problem solver, which means that you are probably going to 

default to ‘action’ over ‘questions’!  If you and your customer are both stuck, start to ask more 

questions before you offer more suggestions. ‘What else would be important for me to know 

right now in order for me to best help you?’ and be open to what you learn. 
 

7. Ask for feedback. Open yourself up to critique from a frustrated customer; it’s a great way to 

get better at serving your customers. You don’t have to invite an attack on your character, 

simply asking, ‘What could we do better next time?’ lets your customer know that you care 

about them, about the relationship and about continuous improvement.   

 

Saying No doesn’t have to mean the loss of a customer. In fact, telling a customer No with great 

care, clarity and consideration can save face for everyone involved. 
 

How will you say No?
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