



Refund Rescue
Navigating the Choppy Waters of Refund Requests

Facilitator Guide and Script


Huddle Options

Sprint Mode: 15 Minutes
Quick huddle. Core content only. One drill.

Standard Mode: 25 to 30 Minutes
Full session with all three drills and discussion.




Before you start: Pull up the slide deck, test your screen share (as needed), and give this guide one quick read-through. You do not need to memorize anything. The scripting is here. Your job is to show up, keep the energy going, and let the framework do the work.


TIMING AT A GLANCE


	Huddle Flow
	Sprint Mode 
(15 mins)
	Standard Mode 
(25 – 30  mins)

	Opening and Objectives     
	2  minutes
	3  minutes

	Icebreaker
	Skip Section
	3  minutes

	Top Reasons for Requests     
	2  minutes
	3 minutes

	ANCHOR Framework     
	4 minutes
	6 minutes

	Captain's Checklist     
	3 minutes
	5 minutes

	Drills
	3 minutes, 1 Drill Practice Only
	8 to 10 minutes, All 3 Drill Practices

	Close and Commitments    
	1 – 3 minutes
	2 – 5 minutes





SECTION 1: OPENING  Slides 1 and 2

Sprint: 2 min     Standard: 3 min
 Click: Advance to the title slide before you begin.

Say: "Welcome everyone. Today we are talking about one of the most common and honestly one of the most costly conversations in customer service: refund requests. This is not about being the bad guy. This is about being the professional who knows the tools, knows the policy, and knows how to navigate the conversation. By the end of today you will have a framework, a checklist, and real scripts you can pull from right away. Let's get into it."
Tip: Start with energy. The tone you set in the first 30 seconds carries the whole session.
 Click: Advance to the objectives slide.

Say: "Three objectives today. You are leaving with a structured framework for managing refund conversations, a clear checklist for evaluating whether a refund is actually warranted before you approve anything, and scripting you can use on your next call. All three."
SECTION 2: ICEBREAKER  Slide 3

Sprint: Skip this section     Standard: 3 min
 Click: Advance to the icebreaker slide.

Sprint mode: Skip this and go straight to Section 3.

Say: "Quick question before we jump in and I actually want you to answer this one. Think about the last refund request you handled. Was it a gentle wave, manageable and pretty straightforward, or a raging storm, escalated and emotional and felt like it came out of nowhere? Drop an A for gentle wave or a B for raging storm in the chat."

How to respond based on what comes back:
Mostly A: "Good. Even the gentle ones need a process. Today we make sure those stay that way."
Mostly B: "That is real. And that is exactly why we are here. The storm does not have to catch you off guard."
Mixed: "Love the honesty. Good news, the same framework works for both."
Tip: Keep it to 90 seconds. Acknowledge a few responses, then keep moving.
SECTION 3: TOP REASONS FOR REFUND REQUESTS  Slide 4

Sprint: 2 min     Standard: 3 min
 Click: Advance to the top reasons slide.

Say: "Most refund requests are not really about the money. Look at these reasons. Expectation gap. Access or technical issues. Timing pressure. Billing confusion. Unclear guidance from a CSR. Emotional escalation. Policy misunderstanding. Notice something? Almost every single one of these has a fix that is not a refund. The customer does not always know that. Your job is to find the real issue underneath the request."
Tip: Point to each bullet on the slide as you name it. It slows the pace just enough for the list to land.
 Click: Pause on this slide before moving forward.

Say: "So when someone contacts us asking for a refund, your first move is not to approve or deny. It is to figure out which one of these is actually driving the conversation."
SECTION 4: THE ANCHOR FRAMEWORK  Slides 5 through 11

Sprint: 4 min     Standard: 6 min
 Click: Advance to the ANCHOR overview slide before you begin.

Say: "This is your core tool. ANCHOR. Six steps, always in this order. Each slide covers one step. Let's walk through them."
A: Acknowledge Emotions
 Click: Advance to Slide 5.
Say: "Start by naming the emotion before you address the request. Saying "I understand why this feels frustrating" costs you nothing and immediately earns you the customer's attention. And here is the key, you are not agreeing that they deserve a refund. You are showing that you heard them. That is a big difference."
N: Name the Issue
 Click: Advance to Slide 6.
Say: "Play back what you heard in your own words. This does two things. It proves you were listening, and it helps you identify the real problem. Try "It sounds like the main concern is..." Sometimes just hearing the issue restated calmly brings the customer's urgency way down."
C: Clarify Your Intent
 Click: Advance to Slide 7.
Say: "Ask what outcome would actually help them. This commits you to nothing, and it often reveals that a refund is not even what they really want. A lot of customers say refund because they do not know other options exist. Try "What would feel most helpful right now?" and see what comes back."
H: Highlight Policy and Context
 Click: Advance to Slide 8.
Say: "Deliver the policy calmly and without negative language. Swap out "we can't do that" for "here's what I can do." You are not apologizing for the policy. You are communicating it like a professional. Clear, calm, and confident every time."
O: Offer Alternatives
 Click: Advance to Slide 9.
Say: "Once you know the real issue, offer a specific fix. An extension, a course swap, troubleshooting support, a partial resolution. These are real solutions, not consolation prizes. A lot of customers will take them if you present them with confidence. Lead with "One option we can explore is...""
R: Reinforce Next Steps
 Click: Advance to Slide 10.
Say: "Close every call the same way whether the answer was yes or no. Tell the customer exactly what happens next, confirm the resolution, and end with a confident close. Try "Here is what will happen from here." Do not leave the call open-ended. Clarity is what makes the customer feel like something actually got resolved."

Tip: Sprint mode: One crisp sentence per step. Keep moving. Standard mode: After each step, drop a quick yes or no question in the chat. Something like "Has anyone tried this?" It keeps people present without slowing you down.
SECTION 5: THE CAPTAIN'S CHECKLIST  Slides 12 through 19

Sprint: 3 min     Standard: 5 min
 Click: Advance to the Captain's Checklist overview slide.

Say: "If ANCHOR is how you talk to the customer, the Captain's Checklist is what runs in your head and in the system before you commit to anything. Seven checks, always in order."
1: Eligibility Window
 Click: Advance to Slide 13.
Say: "Is the request inside the refund window? This is usually the fastest yes or no on the checklist. Check the policy page and the knowledge base. You are not guessing. You are looking it up."
2: Course Usage
 Click: Advance to Slide 14.
Say: "What progress has the customer actually made? Usage data often tells you a lot more than how the customer is framing the situation. Pull the account before you draw any conclusions."
3: Root Cause
 Click: Advance to Slide 15.
Say: "Is this a solvable issue you could fix right now instead of refunding? Access problems, navigation confusion, a course that did not load correctly. Ask one more question before you make any decisions."
4: Alternative Solutions
 Click: Advance to Slide 16.
Say: "Before you land on a final answer, know what else is on the table. Extensions, replacements, support, a partial resolution. These are real options. Present them like they are."
5: Confirm Offer Authority
 Click: Advance to Slide 17.
Say: "Know what you are authorized to offer and escalate anything beyond that. Do not guess and do not overpromise. Escalating when needed is not a failure. It is following the right process."
6: Consider Policy Impact
 Click: Advance to Slide 18.
Say: "Balance empathy with policy integrity. You can be warm and firm at the same time. The goal is the right call, not the easy one."
7: Document and Justify
 Click: Advance to Slide 19.
Say: "Write it down clearly enough that a colleague or a leader could pick up that ticket tomorrow and understand exactly what happened and why. Every time, no exceptions."

Tip: Standard mode: After Check 3, pause and ask "Has anyone ever gotten to the root cause and realized the customer did not actually need a refund?" Let one or two people share quickly. It makes the checklist feel grounded in real experience.

Key Points to Remember
 Click: Advance to the Key Points to Remember slide before you say this.

Say: "Before we move into practice, one thing to lock in. Skipping a step in this checklist does not just risk the wrong call on one account. It risks the next CSR giving that same customer a completely different answer. Inconsistency damages trust, and consistency is part of what we owe every customer. Run the checklist every time."


SECTION 6: CREW SHOWCASE DRILLS  Slides 20 through 24

Sprint: 3 min, Drill 1 only     Standard: 8 to 10 min, all 3 drills
 Click: Advance to the drills intro slide before you begin.

Say: "Alright, time to put it to work. We are going to run through some real scenarios. Use what you just learned. There are no trick questions here, just the framework and the checklist."

Drill 1: Upgrade the Script
 Click: Advance to Drill 1 slide.

Customer: "This course is confusing. I want a refund."
CSR Response: "We can't refund that."

Task: Using ANCHOR, rewrite that CSR response. Type it in the chat.

Say: "Take 60 seconds and drop your revised response in the chat. Remember, start with A. Acknowledge the emotion first."

Feedback Guide:
Strong response: Starts with acknowledgment, restates the issue, asks a clarifying question, and avoids leading with "no."
Good line to call out: "I can hear that the course feels overwhelming. Let's figure out what is making it confusing and see what we can do." Say: "This is a strong A and N right here."
If responses miss the mark: "Good start. Make sure we are not jumping past the A. What does the customer feel right now? Lead with that."
Call out one or two responses by name. Reward participation.

Drill 2: Full ANCHOR and Checklist Response
 Click: Advance to Drill 2 slide.

Customer: "I have already wasted my time. Just give me my money back."

Task: Using ANCHOR and the Captain's Checklist, write your full response and list which checklist items you would verify first.

Say: "This one is escalated. The customer is emotional. I want to see ANCHOR in action, and tell me which checklist checks you would run before you make any decisions. Drop it in the chat."

Feedback Guide:
Strong response: Acknowledges frustration without matching the customer's energy, asks what would help, checks eligibility and usage before offering anything.
Reinforce: "Notice nobody here defaulted to just giving the refund to end the tension. That is exactly right. The emotion is real but it does not override the process."
If someone jumps straight to a refund: "Walk me through your checklist. What did you check before you got there?" Redirect without putting anyone on the spot.
Sprint mode: Skip written responses. Pose the scenario verbally, take two quick verbal answers, and move on.

Drill 3: Full Scenario, Nancy Drew
 Click: Advance to Drill 3 slide.

Date of Contact: June 9, 2026     Date of Purchase: March 23, 2026

Customer: "Hello, my name is Nancy Drew. I'm not going to be able to take this self-paced course after all. I decided to do a live pre-licensing course with another company in my state. I only opened the first lesson and I didn't do any of the exercises because they were too hard and I don't have time to figure it out. Please give me a refund."

Say: "This is a full scenario with a real customer and a real situation. I want someone to walk us through this one. Use ANCHOR, run the checklist, and tell me what you would do and what you would say. Who wants to take it?"

Feedback Guide:
Listen for: Does the CSR acknowledge before problem-solving? Do they check the eligibility window based on the March 23 purchase date? Do they note that usage was minimal?
Pull out: "She only completed the first lesson. That is important data. What does that tell us about the root cause?"
Alternatives to highlight: course extension, technical support on the exercises, guidance on a learning path that fits her actual timeline.
If the CSR approves right away: "Walk me through your checklist. What did you verify before you got there?" Redirect, do not embarrass.
Sprint mode: Read the scenario aloud, ask "What is the first thing you do?" Take two quick verbal answers and close.


SECTION 7: CLOSE AND COMMITMENTS  Slides 25 through 28

Sprint: 1 min     Standard: 2 to 3 min
 Click: Advance to the closing slide before you begin.

Say: "Here is what I want you to take from today. Great CSRs do not just process requests, they navigate outcomes. Every time you handle one of these calls you are doing three things at once. You are protecting what is best for the customer, supporting the stability of the business, and demonstrating the kind of professional judgment that builds trust on both sides of that call. That is the job."
 Click: Advance to the key reminders slide.

Say: "Keep these close. Always ANCHOR the conversation. Follow the Captain's Checklist. Offer alternatives before you land on a final answer. Document clearly. Treat refunds as a last resort, not a first response. Never lead with no, never default to a refund just to end the tension, never ignore policy, and never overlook what is actually driving the request."
 Click: Advance to the final closing slide.

Say: "Refund conversations are not always easy. But you are not out there alone. You have the framework, the checklist, and the language to navigate whatever comes your way. Stay grounded, stay consistent, and stay confident. You have got this. Thank you."

Tip: Optional for Standard mode: Ask each person to drop one commitment in the chat. "One thing I am going to do differently on my next refund call is..." Read two or three out loud. It closes on a high note and builds accountability without feeling forced.
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