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Creating	meaningful	rapport	with	customers	is	key	to	delivering	memorable	service.	Simple	yet	powerful	phrases	can	show	empathy,	build	trust,	and	enhance	the	overall	experience.	To	help	you	connect	with	customers	more	effectively,	we	asked	our	panel,	What	are	the	best	phrases	for	building	rapport?	Here	are	20	standout	examples	they	shared.
Carolyn	Blunt	Incorporating	questions	about	the	customers	day	into	the	call,	shows	genuine	interest	in	the	other	person	means,	and	encourages	them	to	engage	more	openly	in	the	conversation.	Contributed	by:	Carolyn	Blunt	Talking	on	a	personal	level	can	help	build	rapport.	Using	your	shows	that	the	customers	concerns	are	important	and	validates
their	experience.	Contributed	by:	Magnetic	North	This	phrase	shows	a	proactive	and	confident	attitude,	reassuring	the	customer	that	youre	committed	to	finding	a	solution	quickly	and	efficiently.	Contributed	by:	Genesys	Beverley	Mullard	By	saying	please,	thank	you,	and	sorry,	you	are	showing	that	you	are	polite	which	brings	a	comfort	to	the
customer	making	them	feel	valued	and	respected.	Contributed	by:	Beverley	Mullard	Telling	the	customer	you	will	act	immediately	shows	that	you	recognise	the	urgency	of	the	matter.	Make	sure	you	keep	the	customer	informed	and	provide	a	quick	resolution.	Contributed	by:	Vonage	Using	I	is	on	a	more	personal	and	connective	level	than	using	We.
After	all,	there	is	only	you	and	the	customer	on	the	line.	Let	them	know	that	I	will	fix	that	issue	for	them.	Taking	ownership	is	key.	Contributed	by:	Magnetic	North	This	phrase	shows	empathy	and	understanding,	helping	the	customer	feel	heard	and	supported	during	a	challenging	situation.	Contributed	by:	Genesys	This	statement	reassures	the
customer	that	their	issue	is	a	priority	and	will	be	addressed	quickly,	instilling	confidence	and	reducing	any	anxiety.	Richard	McCrossan	This	phrase	shows	appreciation	for	the	customers	feedback,	making	them	feel	valued	and	reinforcing	the	importance	of	their	input	in	improving	service.	Contributed	by:	Richard	McCrossan	The	statement	I
understand	validates	the	customers	experience	and	makes	them	feel	heard	and	respected.	This	can	help	diffuse	tension	and	frustration.	Contributed	by:	Steve	Morgan	Offering	to	get	it	sorted	shows	ownership	and	accountability	and	that	you	are	willing	to	find	a	solution.	It	can	build	trust	and	confidence	in	the	company.	Contributed	by:	Emz	Using	WE
is	important	to	build	rapport	especially	when	suggesting	solutions	as	it	creates	a	sense	of	being	on	their	side	and	working	together.	Contributed	by:	Mocca,	a	Call	Centre	Helper	reader	Starting	the	call	with	a	friendly	and	positive	greeting	sets	a	welcoming	tone.	By	asking	how	can	I	make	your	day	easier	shows	the	customer	that	you	are	focused	on
meeting	their	needs.	Jonty	Pearce	Introducing	yourself	with	a	phrase	like	this	makes	you	seem	friendly,	approachable	and	polite.	It	personalises	the	interaction	and	sets	a	positive	tone	for	the	rest	of	the	call,	making	it	easier	to	establish	rapport.	This	statement	builds	rapport	as	it	shows	a	genuine	care	and	reassurance	that	their	issue	is	will	get	fixed.
By	following	up	you	are	building	trust	and	creating	a	relationship	with	the	customer.	Contributed	by:	Jonty	Pearce	By	doing	this,	you	are	asking	the	caller	permission	to	hold,	you	are	giving	them	a	reason	for	the	hold,	and	your	providing	them	an	attainable	timeframe	for	the	hold.	Contributed	by:	Brian	Pratt	By	letting	them	know	that	I	will	fix	that
issue,	you	are	connecting	on	a	more	personal	level	and	that	you	are	taking	ownership	of	the	problem.	Contributed	by:	Britney	By	using	will	you	are	installing	confidence	in	the	customer	that	you	can	help	them,	providing	a	sense	of	relief	and	confidence	that	the	situation	will	be	handled	efficiently.	Contributed	by:	Melissa	Radcliff	Acknowledging	their
emotions	and	saying	that	you	care	validates	their	feelings	and	builds	trust.	It	helps	create	a	connection	and	shows	genuine	interest	in	the	customers	well	being.	Contributed	by:	James,	a	Call	Centre	Helper	reader	The	last	sentence	at	the	end	of	the	call	leaves	the	essential	long	lasting	impression	among	the	customers.	By	asking	if	there	is	anything	else
you	can	help	with	allows	the	customer	to	raise	any	other	concerns	or	questions	they	may	have,	ensuring	a	thorough	resolution	to	their	issues.	Contributed	by:	Biju	Jose	Do	you	want	to	download	this	to	share	with	your	team?	Get	your	free	download	of	20	Rapport	Building	Statements	now:	These	sample	rapport	statements	are	great	examples	to	show
simple	ways	you	can	use	words	and	phrases	in	customer	service	to	start	establishing	rapport.	For	more	articles	on	rapport	building,	why	not	also	have	a	look	at:	Author:	Megan	Jones	Reviewed	by:	Hannah	Swankie	Clinically	reviewed	by	Dr.	Chris	Mosunic,	PhD,	RD,	CDCES,	MBA	Have	you	ever	taken	a	moment	to	consider	just	how	many	people	you
interact	with	every	day?	Its	probably	more	than	you	realize.	Think	about	your	daily	routine	and	the	people	you	encounter.	After	you	wake	up,	you	may	have	a	quick	cup	of	coffee	with	your	partner	or	swing	by	your	favorite	local	coffee	shop	before	heading	to	the	office	to	start	your	workday.In	between	meetings	and	catch-ups	with	coworkers,	maybe	you
grab	lunch	with	a	friend,	and	on	your	way	home,	you	stop	at	a	grocery	store	where	you	make	small	talk	with	an	employee	or	two.	Perhaps	you	talk	to	a	family	member	on	the	phone	while	youre	preparing	dinner	and	then	text	with	a	few	friends	before	you	go	to	sleep.Each	of	these	interactions	requires	you	to	read	social	cues	and	build	rapport	with
another	person	or	people.	Its	more	complex	than	you	may	realize!	And	while	the	people	in	your	life	benefit	from	you	having	sharp	communication	and	personal	skills,	you	do	too.	So,	keep	reading	for	more	on	how	to	strengthen	your	ability	to	form	connections.	The	word	rapport	comes	from	a	French	verb	meaning	to	carry	something	back,	and	relates
to	the	back	and	forth	nature	of	people	sharing	and	receiving	in	a	friendly	way.Rapport	is	a	relationship	built	on	mutual	understanding,	trust,	and	respect.	Its	what	makes	conversation	flow	smoothly	and	generally	lets	you	feel	in	sync	with	another	person.	Having	good	rapport	with	someone	means	you	know	you	can	rely	on	one	another	and	that	you
value	their	perspectives,	feelings,	and	needs.	With	rapport,	you	also	empathize	with	the	other	persons	viewpoints,	and	recognize	their	inherent	worth.Why	is	rapport	important?Rapport	isnt	just	about	knowing	someone,	its	about	sharing,	listening,	and	receiving	from	them.	This	kind	of	harmoniousand	mindfulconnection	can	enhance	all	kinds	of
interactions	and	relationships,	which	can	lead	to	more	meaningful	experiences.Enhances	communication:	When	people	feel	understood	and	valued,	theyre	more	comfortable	being	honest	with	each	other.	This	can	reduce	the	chances	of	misunderstandings	or	conflicts.Builds	trust	and	respect:	When	you	get	along	with	someone,	youre	more	considerate
toward	them.Encourages	cooperation	and	collaboration:	A	sense	of	camaraderie	can	make	it	easierand	more	funto	work	together.Brings	deeper	relationships:	Youre	more	likely	to	share	experiences,	thoughts,	and	feelings	with	someone	you	feel	connected	to.Creates	a	positive	environment:	Rapport	may	make	everyone	happier	and	more
comfortable.Helps	with	conflict	resolution:	Understanding	someone	elses	perspectives	can	help	you	address	disagreements	and	find	better	solutions.Boosts	emotional	intelligence:Trying	to	understand	someone	elses	feelings	can	teach	you	more	about	your	own,	and	vice	versa.	Building	rapport	involves	creating	an	authentic	connection	with	others,	but
that	might	be	easier	said	than	done.	When	you	meet	new	people	it	can	be	intimidating,	trying	to	connect.	Knowing	a	few	handy	techniques	or	topics	to	discuss	can	help	you	up	your	skills	to	build	and	strengthen	rapport.1.	Show	genuine	interestBe	curious	about	the	other	persons	experiences,	thoughts,	and	feelings	to	encourage	them	to	open	up.	Ask
open-ended	questions	that	invite	them	to	share	more	about	themselves	and	listen	closely	to	their	answers.	Make	sure	your	responses	are	thoughtful	and	take	into	account	what	they've	said.Try	this:	Tell	me	more	about	your	project,	How	did	you	get	into	this	field?2.	Find	common	groundDiscover	what	you	have	in	common	to	help	create	a	bond.	This
might	be	anything	from	hobbies	and	favorite	books	to	professional	aspirations.Try	this:	I	also	love	hiking!	Whats	your	favorite	trail?	Ive	read	that	book	too.	What	did	you	think	of	it?3.	Be	genuine	with	your	complimentsGive	sincere	compliments,	and	acknowledge	the	other	persons	strengths,	achievements,	or	efforts.Try	this:	You	handled	that	situation
very	well,	I	really	admire	your	dedication	to	this	project.4.	Use	active	listening	phrasesFully	focus	on	the	speaker,	understand	what	theyre	saying,	and	respond	thoughtfully.	Ask	a	follow-up	question	or	two	to	demonstrate	that	youre	engaged	in	the	conversation.Try	this:	I	understand	what	youre	saying,	Thats	a	great	point,	can	you	tell	me	more?5.
Express	empathyAcknowledge	and	validate	the	other	persons	feelings	and	experiences	to	help	build	trust	and	a	deeper	connection.Try	this:	That	sounds	really	challenging,	how	are	you	coping?	I	can	see	why	youd	feel	that	way.	Frame	your	communication	to	be	optimistic	and	encouraging.	Focus	on	solutions	and	opportunities	rather	than	problems.Try
this:	Im	excited	to	work	on	this	with	you,	We	can	definitely	find	a	solution	to	this.7.	Mirror	body	languageSubtly	reflect	the	other	persons	gestures,	posture,	and	expressions,	creating	a	sense	of	familiarity	and	comfort.	This	can	help	them	feel	more	at	ease	with	you.Try	this:	If	they	lean	in,	you	lean	in.	If	they	smile,	you	smile.	(Try	to	be	subtle	about
it!)8.	Share	personal	storiesOffer	your	own	experiences	when	theyre	relevant	to	the	conversation	to	show	vulnerability	and	openness,	which	can	help	you	build	a	deeper	connection.Try	this:	That	happened	to	me	once	too,	This	reminds	me	of	a	time	when9.	Be	authenticBe	yourself	to	help	build	trust.Try	this:	I	really	appreciate	your	honesty,	I	think	its
important	to	be	straightforward	about	this.10.	Follow	upRefer	back	to	details	from	past	conversations	to	show	you	remember	and	care	about	the	other	person.Try	this:	How	did	your	meeting	go	last	week?	Hows	that	project	going?	If	rapport	in	a	relationship	has	been	lost	or	weakened,	dont	stress.	You	can	get	it	back	with	the	right	strategies	and	a	bit
of	effort.1.	Reflect	on	what	happenedTake	time	to	understand	why	rapport	was	lost,	and	consider	the	other	person's	perspective.	Did	you	neglect	the	relationship?	Was	there	a	misunderstanding	or	conflict	that	wasnt	addressed	properly?Top	tip:	Keep	a	journal	to	record	specific	incidents	that	may	have	contributed	to	the	loss	of	rapport	and	think	about
how	you	could	have	handled	them	differently.	If	youre	new	to	journaling,	here	are	seven	tips	to	help	you	start	your	own	practice.2.	Communicate	clearly	and	kindlyShare	how	you	feel	about	the	situation	and	the	impact	its	had	on	you.	Give	the	other	person	a	chance	to	express	their	thoughts	and	feelings	without	interrupting	or	becoming	defensive.Top
tip:	Schedule	a	calm,	private	time	to	talk,	ensuring	youre	both	open	to	constructive	conversation.	Use	I	statements	to	express	your	feelings	without	sounding	accusatory.Try	saying	something	like,	Ive	noticed	we	havent	been	as	close	lately,	and	I	feel	sad	about	it.	Id	like	to	understand	what	happened	and	how	we	can	improve	our	relationship.	Practice
the	art	of	Kind	Communication	in	your	relationships	with	Tamara	Levitt.3.	Apologize	if	you	need	toIf	youve	made	a	mistake	or	hurt	the	other	person,	apologize	to	show	you	value	the	relationship	and	want	to	repair	it.	You	might	say	something	like,	Im	truly	sorry	for	my	behavior.	I	realize	it	hurt	you	and	Id	like	to	make	it	up	to	you.Top	tip:	Follow
through	with	your	actions	and	commitmentsnot	just	wordsto	rebuild	trust.	Apologies	can	be	hard,	so	here	are	seven	mindful	tips	for	giving	a	sincere	apology.4.	Practice	mindfulness	to	deepen	connectionsPractice	mindfulness	to	help	you	respond	more	thoughtfully	and	empathetically	during	difficult	conversations.	Avoid	bringing	up	past	grievances
unless	theyre	relevant	to	resolving	the	current	issue.	Being	present	will	also	help	people	feel	more	seen	and	understood	by	you	in	daily	life,	helping	to	rebuild	your	connections.Top	tip:	Try	deep	breathing,	meditation,	or	yoga	to	help	manage	stress	and	stay	centered	during	your	interactions	with	others.	Check	out	these	five	simple	ways	to	bring	more
mindfulness	into	your	daily	life	and	interactions	with	others.5.	Reconnect	through	shared	activitiesSpend	quality	time	together	and	share	experiences	to	create	positive	memories	and	strengthen	your	bond.	Do	things	you	both	find	enjoyable	and	relaxing,	or	try	new	activities	or	hobbies.Top	tip:	Make	a	list	of	activities	you	both	enjoy	or	want	to	try	and
plan	regular	together	time	to	reinforce	your	connection.	The	time	to	build	rapport	can	vary	depending	on	whos	involved,	the	context	of	the	relationship,	and	how	frequently	you	see	one	another.Quick	interactions:	At	social	or	networking	events,	a	casual	rapport	can	happen	within	a	few	minutes.	First	impressions	and	a	friendly	demeanor	can	quickly
create	a	sense	of	connection.Professional	relationships:	At	work,	it	may	take	more	time	to	build	trust	and	respect.	Stay	in	touch	with	colleagues	and	show	youre	reliable	to	help	build	strong	professional	rapport	over	weeks	and	months.Personal	relationships:	You	might	hit	it	off	with	a	friend	or	romantic	connection	right	away,	but	it	might	take	months
to	years	to	fully	establish	deep	rapport,	as	you	develop	a	bond	based	on	shared	experiences,	emotions,	and	trust.Can	you	build	rapport	with	someone	you	disagree	with?Its	possible	to	build	rapport	with	someone	you	disagree	with	if	you	focus	on	mutual	respect,	active	listening,	and	finding	common	ground.Mutual	respect:	Respect	their	opinions	and
perspectives,	even	if	they	differ	from	yours.Active	listening:	Listen	attentively	without	interrupting	to	show	you	want	to	understand	their	points	of	view.Finding	common	ground:	Identify	areas	where	you	both	agree	or	share	similar	interests	to	help	bridge	the	gap	created	by	disagreements.What	are	some	common	mistakes	people	make	when	trying	to
build	rapport?There	are	a	few	mistakes	that	can	make	it	harder	to	build	rapport.	Do	your	best	to	avoid	these	pitfalls	to	help	create	more	effective	and	genuine	connections.Being	insincere:	People	can	usually	tell	when	someones	being	inauthentic.	Be	yourself	and	show	genuine	interest	in	the	other	person.Dominating	the	conversation:	Talking	too
much	about	yourself	or	not	allowing	the	other	person	to	speak	can	make	them	feel	undervalued.	Be	sure	both	parties	have	the	opportunity	to	share.Not	actively	listening:	Focusing	on	something	else	or	interrupting	the	other	person	is	rude.	Instead,	fully	focus	on	the	speaker,	understand	their	message,	and	respond	thoughtfully.Rushing	the	process:
Hurrying	into	rapport	can	make	interactions	feel	forced	and	uncomfortable.	Be	patient	and	allow	the	relationship	to	develop	naturally.How	can	introverts	effectively	build	rapport?Introverts	can	build	rapport	by	using	their	natural	strengths,	such	as	active	listening,	thoughtfulness,	and	depth	of	conversation.Ask	open-ended	questions	that	invite	the
other	person	to	share	more	about	themselves,	and	show	genuine	interest	in	their	experiences	and	viewpoints.	Smile,	maintain	eye	contact,	and	use	positive	body	language	to	show	engagement	and	warmth.Choose	places	to	meet	where	you	feel	comfortable	and	at	ease.	Smaller,	quieter	settings	can	make	interactions	less	overwhelming	maybe	grabbing
a	coffee	in	a	quiet	caf	or	taking	a	walk	in	a	park.	A	more	relaxed	setting	can	encourage	meaningful	conversation.Are	there	any	cultural	differences	in	building	rapport?Cultural	differences	can	impact	the	way	rapport	is	built	and	maintained,	so	its	important	to	understand	and	respect	these	differences.Communication	styles:	Some	people	value	direct
communication,	while	others	prefer	indirect	approaches.	Its	always	okay	to	ask	for	clarification	if	you	feel	confused	by	the	way	someone	is	communicating	with	you.	Just	do	it	respectfully.Formality	levels:	Using	titles	and	formal	language	is	important	to	some	people,	while	others	prefer	taking	a	more	casual	approach.	Pay	attention	to	the	other	persons
communication	style	and	adapt	as	needed,	or	ask	for	clarification	like	Do	you	prefer	to	be	addressed	by	your	first	name	or	last	name?Non-verbal	communication:	Gestures,	body	language,	and	eye	contact	can	have	different	meanings	for	different	people.	If	you	feel	confused,	ask	for	clarification.Personal	space:	In	some	cultures,	close	proximity	during
conversation	is	normal,	while	in	others,	maintaining	a	larger	personal	space	is	preferred.	If	you	dont	know	what	to	do,	politely	ask	about	their	preferences	and	practices	to	avoid	misunderstandings,	and	communicate	yours	too.	Mental	health	is	hard.	Getting	support	doesn't	have	to	be.	The	Calm	app	puts	the	tools	to	feel	better	in	your	back	pocket,
with	personalized	content	to	manage	stress	and	anxiety,	get	better	sleep,	and	feel	more	present	in	your	life.	Calm	Editorial	Team	The	power	of	rapport	is	immense.	It	holds	the	key	to	opening	up	people,	allowing	you	to	get	your	points	across	clearly	and	being	taken	seriously.In	order	for	others	to	see	your	true,	authentic	self	they	have	to	feel	safe.
Rapport	provides	that	feeling	of	safety.Sometimes	rapport	building	is	simply	about	putting	people	at	ease	and	letting	their	guard	down,	creating	a	level	playing	field	on	which	you	can	work	together	to	find	solutions	that	work	for	everyone	concerned.In	this	article:Building	rapport	at	workIn	a	professional	setting,	rapport	is	equally	important.	Rapport
building	questions	are	used	not	just	to	establish	a	relationship,	but	determine	how	a	person	operates,	including	how	they	tend	to	think,	feel,	or	react,	so	that	you	can	match	your	behavior	to	suit	their	demeanor.You	will	want	to	build	rapport	during	customer	meetings,	sales	calls,	1:1	meetings	with	a	manager,	and	just	generally	with	people	that	you
work	with	often.Rapport	building	allows	you	to	learn	about	the	other	person's	needs	so	that	your	actions	can	be	congruent	with	theirs.	Benefits	of	building	rapportSome	of	the	benefits	of	building	rapport	are:Helping	create	a	more	harmonious	environment,	which	is	especially	important	when	working	with	or	managing	a	team.Helping	to	establish
trust,	which	will	make	it	more	likely	that	people	will	buy	in	to	your	ideas,	because	they	know	and	like	you.Creating	a	good	reputation	for	yourself	as	a	person	who	is	easy	to	work	with.Being	able	to	influence	people	without	them	feeling	like	they	are	being	influenced.Being	able	to	inspire	people	and	get	them	excited	about	what	you	are	presenting	or
selling,	by	tapping	into	their	emotions	and	creating	shared	experiences.People	will	share	more	information	with	you	and	become	more	open	to	your	ideas	and	suggestions.There	is	a	greater	chance	that	people	will	buy	into	what	you	are	trying	to	sell,	if	they	trust	you	and	feel	that	you	understand	their	needs,	challenges	and	concerns.Many	rapport
builders	are	also	compliance	builders	they	help	people	want	to	do	what	you	ask	but	not	all	rapport	questions	lead	to	compliance.	Some	simply	serve	the	purpose	of	connecting	people	in	a	positive	way	that	makes	further	communication	easier	and	more	efficient.The	American	Psychological	Association	defines	compliance	as	a	change	in	behavior
consistent	with	a	communication	source's	direct	requestsWith	this	in	mind	here	are	10	rapport-building	questions	you	can	use	when	communicating	with	others.10	Good	rapport-building	questionsThe	right	questions	can	help	build	rapport	quickly	and	easily	because	they	give	others	permission	to	open	up	about	themselves,	which	gives	them	the
emotional	space	needed	for	trust	to	deepen.	They	allow	us	to	connect	with	other	people	in	meaningful	ways	beyond	simply	exchanging	facts.	Rapport	building	questions	create	connection,	empathy	and	understanding	quickly.When	used	correctly	rapport	building	questions	can	make	all	the	difference	between	getting	what	you	want	or	not.They	will
help	you	create	rapport	with	people	in	both	personal	and	professional	settings,	including	people	that	you	don't	know	that	well	yet.	1.	"What	brings	you	here	today?"The	word	'here'	is	a	great	word	to	use	because	it	implies	that	the	both	of	you	are	in	the	same	place,	even	if	you're	not	actually	physically	together.	This	rapport	building	question	shows	that
you're	keen	to	find	out	more	about	the	other	person's	experience	and	that	you're	open	to	learning	from	them.2.	"What	can	I	do	to	make	your	day	better?"This	is	one	of	the	most	powerful	rapport	questions	because	it	demonstrates	genuine	interest	in	what	is	important	to	another	person.	It	also	opens	up	the	opportunity	for	them	to	feel	appreciated	and
take	pride	in	what	they	can	offer	a	powerful	combination.3.	"Is	this	the	first	time	you've	tried	something	like	this?"Asking	a	question	about	a	common	experience	helps	to	bond	people	together.	It	implies	that	there	might	be	more	things	that	you	have	been	through	or	are	going	through	together,	waiting	to	be	explored.	It	demonstrates	that	you	are	open
to	sharing	and	accepting	of	whatever	their	answer	is.4.	"Do	you	think	there's	anything	I	can	do	to	make	this	easier	for	you?"This	question	shows	empathy,	understanding	and	friendliness.	It	also	implies	that	the	other	person	might	be	able	to	help	you	achieve	your	goals	or	find	some	middle	ground.	Asking	it	demonstrates	your	receptivity	to	feedback
and	creates	a	feeling	of	teamwork,	even	if	only	for	the	duration	of	the	task	at	hand.5.	"What	are	you	hoping	this	will	lead	to?"This	rapport	building	question	shows	openness	to	whatever	positive	outcome	the	other	person	might	have	in	mind.	By	asking	it,	you're	giving	the	other	person	a	chance	to	visualise	their	ideal	future	with	your	help	in	making	it	a
reality.	6.	"How	does	this	compare	to	your	last	(job,	product,	service)?"Asking	someone	how	an	experience	compares	helps	them	to	build	perspective	on	what	they're	going	through.	It	creates	a	feeling	of	perspective	and	shared	experience	that	can	help	individuals	bond	quickly	even	when	they	don't	know	each	other	very	well.7.	"What	are	the	three
biggest	issues	you're	having	right	now?"This	is	a	powerful	question	which	can	be	asked	when	an	individual	is	ready	to	share	deeper	information.	The	word	'issues'	implies	that	whatever	the	other	person	shares	with	you	will	be	handled	respectfully	and	in	private,	giving	them	permission	to	feel	open	about	what	is	bothering	them.8.	"How	are	you	feeling
about	this?"Making	people	feel	safe	means	making	them	feel	they	can	share	their	true	feelings	with	you,	even	if	those	feelings	are	negative	or	difficult	to	talk	about.	This	rapport-building	question	works	because	it	shows	genuine	concern	for	the	other	person's	state	of	mind	and	opens	the	conversation	up	for	them	to	tell	you	how	they	really	feel,	rather
than	staying	stuck.9.	"What	is	a	positive	outcome	you	could	see	from	that?"This	rapport	question	helps	to	refocus	the	conversation	on	positivity	and	away	from	whatever	problem	might	be	going	on.	It	also	shows	that	you're	keen	to	find	a	solution	something	for	both	of	you	rather	than	just	empathizing	with	the	other	person's	problems.10.	"What	do	you
wish	would	happen?"This	question	is	useful	for	gaining	insight	into	someone's	true	desires.	Asking	it	creates	an	opportunity	for	the	other	person	to	dream	about	possibilities	while	still	in	the	current	situation,	allowing	them	to	feel	inspired	and	motivated	to	take	action	instead	of	hopelessly	stuck.How	to	ask	rapport-building	questionsTo	build	rapport,
it's	not	enough	just	to	ask	questions.	You	also	need	to	engage	and	communicate	in	an	genuine	and	interested	way.	Some	easy	tips	to	remember	is	by	using	the	acronym	S-CONNECT:	S	Stay	in	the	present	moment	C	Create	open	body	language	O	Observe	non-verbal	cues	N	Notice	what	your	'gut'	tells	you	is	going	on	N	Nurture	the	conversation	E
Engage	with	eye	contact	C	Convey	warmth	with	your	voice	tone	T	Talk	less,	allowing	the	other	person	to	talk	more.The	more	genuine	the	questions	are,	the	more	people	feel	comfortable	revealing	themselves.	Rapport	is	about	being	interested	in	someone	else's	perspective,	so	try	to	ask	rapport-building	questions	as	if	they	were	an	intriguing	puzzle
you	want	to	solve	together.	Remember	that	rapport	is	a	feeling	of	trust	and	comfort,	so	keep	your	tone	light	and	friendly	even	if	you're	talking	about	difficult	subjects.	This	will	help	the	other	person	feel	comfortable	enough	opening	up	at	all.Examples	of	what	not	to	do	when	building	rapportDon't	ask	any	question	that	could	be	considered	biased	or
antagonistic,	such	as:	"So	are	you	gay?"	Even	if	you	mean	to	respond	positively,	your	gesture	may	be	misinterpreted,	eliminating	any	attempts	at	building	rapport.Don't	answer	your	cell	phone.	If	you	need	to	take	a	phone	call,	politely	excuse	yourself	and	communicate	when	you	will	be	available	for	the	conversation	again.Don't	ask	questions	and	then
forget	to	listen	and	engage	with	what	the	person	is	saying.	Interrupting	the	flow	of	conversation	will	make	people	feel	interrogated	and	shut	down	their	willingness	to	share	anything	with	you.Don't	speak	in	a	monotone	voice.	Pay	attention	to	your	tone.	People	will	mirror	back	your	tone,	so	if	you	want	them	to	feel	comfortable	opening	up	to	you,	you
must	feel	comfortable	engaging	with	them.Don't	talk	too	much	about	yourself.	Ensure	that	you	ask	at	least	as	many	questions	of	the	other	person	as	you	answer	yourself.Don't	ask	too	personal	of	questions,	especially	if	you	get	the	sense	that	you're	being	intrusive.	An	example	of	this	is:	"So	do	you	own	your	house,	or	are	you	still	renting?"SummaryBy
using	these	techniques,	you	can	build	rapport	quickly	and	naturally	with	someone	you've	just	met.	Remember	that	rapport	is	a	feeling	of	comfort	and	trust,	and	the	most	effective	way	to	build	this	is	by	asking	genuine	questions.It	can	be	difficult	to	know	how	to	initiate	a	conversation	with	someone	you	don't	know,	but	keeping	the	following	principles
in	mind	will	help	you	engage	in	successful	rapport	building.	Building	rapport	is	the	foundation	of	great	customer	service.	Whether	youre	resolving	an	issue,	guiding	a	customer	through	a	process,	or	simply	having	a	friendly	chat,	the	right	words	can	turn	an	ordinary	interaction	into	a	positive	and	memorable	experience.	Below,	youll	find	33	rapport-
building	phrases	designed	to	help	you	create	connections,	show	empathy,	and	foster	trust	over	the	phone.	Without	further	ado	lets	jump	straight	in	to	the	list	of	33	phrases	you	can	use	to	build	rapport	with	customers	over	the	phone.	Oh,	I	noticed	a	dog	barking	in	the	background	Im	a	big	dog	lover	myself!	What	kind	of	dog	do	you	have?	I	see	youre
working	from	home	today.	Ive	been	doing	the	same	lately;	its	quite	an	adjustment,	isnt	it?	I	hear	your	frustration,	and	I	totally	understand	where	youre	coming	from.	Lets	work	on	this	together.	It	sounds	like	this	has	been	a	bit	of	a	hassle	for	you.	Im	here	to	make	sure	we	get	it	sorted	quickly.	So,	youre	having	trouble	with	your	internet	connection?
That	must	be	really	frustrating.	Let	me	see	how	I	can	help.	You	mentioned	that	your	order	arrived	damaged	Im	sorry	to	hear	that.	Lets	get	this	sorted	out	for	you.	I	understand	that	youre	having	issues	with	your	recent	billing	statement.	Ill	look	into	this	right	away	and	get	it	resolved.	Im	going	to	take	care	of	this	issue	for	you	right	now	and	keep	you
updated	every	step	of	the	way.	Rest	assured,	Im	handling	this	matter	personally	and	will	ensure	that	its	resolved	as	quickly	as	possible.	Im	really	glad	you	called	us	today,	and	well	get	this	figured	out	together.	Lets	tackle	this!	Im	happy	to	help	you	resolve	this	issue.	Im	confident	we	can	get	it	sorted	out	quickly.	I	can	see	how	this	situation	is	impacting
you,	and	Im	committed	to	finding	a	solution	that	works	for	you.	Its	understandable	that	this	issue	has	been	frustrating	for	you.	Lets	get	it	resolved	so	you	can	move	forward.	Well	look	into	this	for	you	right	away,	[Customer	Name]	Lets	see	what	we	can	do	to	fix	this,	[Customer	Name]	I	can	see	where	the	problem	is,	[Customer	Name]	What	Im	doing	for
you	right	now	is	Thats	now	been	done,	[Customer	Name]	This	will	be	fixed	by	the	end	of	the	weekend,	[Customer	Name],	and	Ill	keep	you	updated	on	the	progress.	Well	give	you	a	call	as	soon	as	weve	had	an	update	Dont	worry.	You	just	enjoy	your	(Birthday/Easter	Break/Bank	Holiday),	[Customer	Name],	and	well	be	in	touch	shortly	I	noticed	you
mentioned	a	recent	holiday	how	was	it?	Its	always	nice	to	get	a	break!	I	see	youre	calling	from	a	new	location	did	you	recently	move	or	just	visiting	somewhere	exciting?	Last	time	we	spoke,	you	mentioned	your	upcoming	trip.	How	was	it?	I	hope	it	went	well!	I	remember	you	told	me	about	your	new	pet.	How	are	they	settling	in?	You	mentioned	you
were	working	on	a	home	project.	How	did	it	turn	out?	To	summarize,	weve	agreed	on	[SOLUTION].	Is	there	anything	else	I	can	assist	you	with	today?	Just	to	recap,	weve	covered	[ISSUE]	and	our	next	steps	are	[ACTION].	Does	that	sound	right?	While	Im	pulling	up	your	account	details,	could	you	tell	me	more	about	what	happened?	Im	going	to	check
on	that	for	you	right	now.	In	the	meantime,	is	there	anything	else	on	your	mind?	Is	it	okay	if	I	call	you	[Name],	or	do	you	prefer	something	else?	Im	[Name],	and	Ill	be	assisting	you	with	this	issue	today.	Feel	free	to	ask	for	me	if	you	need	anything	else.	Just	a	reminder,	Im	[Name].	Im	here	to	help,	so	dont	hesitate	to	reach	out	if	you	need	further
assistance.	Do	you	want	to	download	this	to	share	with	your	team?	Get	your	free	download	of	33	Rapport	Building	Phrases	for	Customer	Service	with	Example	Statements	now:	If	you	do	use	the	rapport	building	phrases	above,	it	is	important	you	know	when,	why,	and	how	to	use	them.	So	lets	take	a	look	at	what	you	can	do,	during	a	typical	customer
service	call,	to	build	rapport,	whilst	giving	pointers	to	what	kind	of	language,	and	which	statements	you	should	be	using.	The	definition	of	rapport	is	a	feeling	of	commonality;	people	like	people	who	are	like	themselves.	So,	if	you	want	to	build	rapport,	you	need	to	demonstrate	commonality.	By	finding	common	ground,	you	are	creating	an	environment
of	safety	and	belongingness,	which	have	significance	when	it	comes	building	rapport.	To	find	common	ground,	encourage	advisors	to	listen	out	for	signs	of	genuine	commonality,	such	as	if	the	advisor	was	to	hear	a	dog	bark	in	the	background,	they	can	try	to	connect	through	a	shared	interest	in	dogs	/	pets.	Examples	of	rapport	statements	that	can	be
used	to	demonstrate	commonality	include:Oh,	I	noticed	a	dog	barking	in	the	background	Im	a	big	dog	lover	myself!	What	kind	of	dog	do	you	have?I	see	youre	working	from	home	today.	Ive	been	doing	the	same	lately;	its	quite	an	adjustment,	isnt	it?	To	get	the	ball	rolling,	advisors	should	take	care	to	mirror	the	customers	tone,	rate	and	style	of	speech
throughout	each	call.	This	demonstrates	strong	listening	skills,	another	key	ingredient	in	the	creation	of	rapport.	These	listening	skills	can	be	accentuated	through	good	application	of	verbal	nods	and	the	brief	repetition	of	each	of	the	callers	main	points.	This	should	be	complemented,	for	best	results,	by	an	expression	of	empathy	on	the	part	of	the
agent.	Examples	of	phrases	that	can	be	used	to	express	empathy	include:I	hear	your	frustration,	and	I	totally	understand	where	youre	coming	from.	Lets	work	on	this	together.It	sounds	like	this	has	been	a	bit	of	a	hassle	for	you.	Im	here	to	make	sure	we	get	it	sorted	quickly.For	more	examples	on	how	to	show	empathy	over	the	phone,	read	our	article:
18	Empathy	Statements	That	Help	Improve	Customer-Agent	Rapport	By	repeating	the	problem,	advisors	can	show	that	they	are	engaged	mentally	in	the	process,	which	demonstrates	that	the	advisor	has	genuine	interest	in	the	matter.	This	could	increase	trust	between	advisors	and	the	customer,	consequently	aiding	the	rapport	building	process.
Take,	for	example,	a	customer	who	has	called	to	report	the	delivery	of	a	faulty	product.	The	advisor	who	repeats	the	situationYour	toaster	is	broken?	Thats	terrible,	Mrs	Brown,	rather	than	proceeding	immediately	and	emotionlessly	to	the	resolution,	will	gain	an	invaluable	affinity	with	the	caller.	This	simultaneously	provides	subtle	assurance	that	the
complaint	is	now	in	good	hands.	For	example,	the	agent	could	use	the	following	statements:So,	youre	having	trouble	with	your	internet	connection?	That	must	be	really	frustrating.	Let	me	see	how	I	can	help.You	mentioned	that	your	order	arrived	damaged	Im	sorry	to	hear	that.	Lets	get	this	sorted	out	for	you.I	understand	that	youre	having	issues	with
your	recent	billing	statement.	Ill	look	into	this	right	away	and	get	it	resolved.	It	is	important	for	the	advisor	to	assert	control	of	the	situation,	to	take	ownership	of	the	problem,	and	to	convince	the	customer	that	the	matter	in	question	will	be	put	right.	This	can	be	conveyed	through	the	advdivors	employment	of	a	positive,	emphatic	style	of	speech,	the
adoption	of	an	especially	courteous	vocabulary	and	the	consistent	use	of	concise-yet-energetic	sentences.	If,	as	is	likely,	apologies	are	called	for,	the	advisor	should	avoid	repeating	his	or	her	regret	using	the	same	terminology.	Instead,	an	assortment	of	contrite	synonyms	should	be	used,	with	the	word	sorry	being	substituted	for	I	apologise,	oh	dear,
and	so	on.	Examples	of	rapport	phrases	that	can	be	used	to	assert	control	include:Im	going	to	take	care	of	this	issue	for	you	right	now	and	keep	you	updated	every	step	of	the	way.Rest	assured,	Im	handling	this	matter	personally	and	will	ensure	that	its	resolved	as	quickly	as	possible.	To	help	advisors	build	an	emphatic	speech	style,	as	mentioned
above,	it	is	important	to	help	them	avoid	a	negative	mindset,	which	can	damage	the	rapport	building	process.	By	removing	negative	thoughts	and	smiling,	advisors	can	convey	the	message	that	they	are	a	friendly	person	to	talk	to.	This	creates	a	feeling	of	safety,	which	is	an	important	part	of	rapport	building,	according	to	Maslows	Hierarchy	of	Needs.
By	encouraging	advisors	to	smile,	it	can	elevate	the	tone	of	their	voice,	meaning	that	they	sound	more	friendly	and	warm.	So,	whilst	the	customer	cannot	see	it,	they	are	able	to	hear	it.	The	agent	could	use	the	following	statements	when	talking	to	the	customer:Im	really	glad	you	called	us	today,	and	well	get	this	figured	out	together.	Lets	tackle
this!Im	happy	to	help	you	resolve	this	issue.	Im	confident	we	can	get	it	sorted	out	quickly.	So,	to	encourage	this	and	to	remove	any	negative	thoughts,	encourage	advisors	to	change	their	mindset,	just	like	in	the	examples	that	are	part	of	the	table	below.	Instead	of	ThinkingEncourage	Advisors	to	ThinkI	dont	feel	like	smilingSmiling	will	start	the
rapport	process	and	help	me	to	serve	the	customer	better	and	fasterIts	nearly	time	to	go	home	and	this	call	has	come	throughSmiling	will	start	the	rapport	process	and	help	me	to	serve	the	customer	better	and	faster,	then	Ill	be	able	to	go	homeThis	customer	sounds	like	the	difficult	one	I	had	last	weekMaybe	they	do	but	what	other	evidence	do	I	have
that	they	are	going	to	be	like	that	customer	none,	so	Ill	focus	on	them	as	an	individualChristine	Knott	Two	basics	that	advisors	are	taught	in	training	is	that	customers	want	you	to	resolve	their	issue	and	they	want	you	to	acknowledge	how	they	are	feeling.	Customers	might	take	a	couple	of	minutes	to	state	what	their	problem	is	and	they	might	share
with	advisors	how	they	are	feeling	about	it	and	the	consequences	it	has	had	on	them.	Once	they	have	done	so,	the	advisor	has	two	options:	Be	Sympathetic	To	immerse	their	selves	in	the	customers	problems	and	use	statements	such	as	I	understand	or	that	must	be	awful.	Be	Empathetic	To	clarify	what	they	have	heard	and	then	acknowledge	that	the
situation	has	had	distressing	consequences.	Finally,	the	advisor	would	fully	commit	to	addressing	the	problem	and	solving	it.	By	following	the	three	basic	stages	of	empathy,	as	shown	above,	you	can	better	your	chances	of	building	rapport	as	you	are	focusing	on	a	solution,	rather	than	dwelling	on	a	problem.	However,	you	have	also	clarified	and
acknowledged	the	problem	at	hand,	furthering	trust	and	mutual	understanding.	Examples	of	phrases	that	can	be	used	include:I	can	see	how	this	situation	is	impacting	you,	and	Im	committed	to	finding	a	solution	that	works	for	you.Its	understandable	that	this	issue	has	been	frustrating	for	you.	Lets	get	it	resolved	so	you	can	move	forward.	Contributed
by:	Christine	Knott,	Managing	Director	at	Beyond	the	Box	Customer	frustration	often	stems	from	the	amount	of	effort	it	takes	for	an	advisor	to	resolve	their	query,	but	you	can	cut	this	frustration	and	build	rapport	by	providing	a	sense	of	immediacy.	If	the	customer	can	sense	that	you	are	acting	to	minimise	their	wait	time	and	decrease	the	amount	of
effort	that	they	have	to	exert,	it	can	only	add	positivity	to	the	call.	There	are	a	few	ways	to	provide	a	sense	of	immediacy,	but	important	points	to	remember	are:	Display	a	recognition	of	the	urgency	of	the	matter	Using	the	collective	we	suggests	partnership,	and	implores	reciprocal	cooperation	Demonstrate	the	agents	experience	in	such	matters,	and
hint	at	their	ability	to	provide	a	solution	Assert	control	and	hint	towards	spontaneous,	possibly	discretionary	action	Provide	a	pay-off	and	showing	that	the	callers	trust	had	not	been	placed	in	vain.By	providing	a	sense	of	immediacy,	like	in	the	example	statements	below,	you	can	build	rapport:Well	look	into	this	for	you	right	away,	[Customer	Name]Lets
see	what	we	can	do	to	fix	this,	[Customer	Name]I	can	see	where	the	problem	is,	[Customer	Name]What	Im	doing	for	you	right	now	isThats	now	been	done,	[Customer	Name]	In	a	situation	where	the	call	has	ended	without	a	resolution,	it	is	necessary	to	provide	reassurance	to	the	customer	that	his	or	her	complaint	will	be	seen	through	to	its
conclusion.	This	can	be	done	by	utilising	a	number	of	heartening,	yet	slightly	informal,	phrases,	that	should	include	at	least	one	of	the	following:	Setting	a	definite	timeframe	for	the	resolution	Promising	contact	and	following	through	with	this	commitment	will	help	form	a	basis	for	long-term	trust.	Recognising	and	commenting	on	the	customers
personal	circumstances	will	lend	the	call	closure	a	more	pleasant,	personal	touch.Phrases	to	provide	reassurance	could	include:This	will	be	fixed	by	the	end	of	the	weekend,	[Customer	Name],	and	Ill	keep	you	updated	on	the	progress.Well	give	you	a	call	as	soon	as	weve	had	an	updateDont	worry.	You	just	enjoy	your	(Birthday/Easter	Break/Bank
Holiday),	[Customer	Name],	and	well	be	in	touch	shortlyProviding	reassurance	is	also	important	when	dealing	with	angry	customers.	For	more	on	this	subject,	read	our	article:	The	Right	Words	and	Phrases	to	Say	to	an	Angry	Customer	Pick	up	on	the	small	things	a	dog	in	the	background,	are	they	at	work,	did	you	notice	it	was	their	birthday	when	you
took	the	details?	These	small	things	build	real	rapport	rather	than	throw	away	comments	or	tricks	to	manufacture	rapport.	For	example,	the	agent	could	use	the	following	phrases:I	noticed	you	mentioned	a	recent	holiday	how	was	it?	Its	always	nice	to	get	a	break!I	see	youre	calling	from	a	new	location	did	you	recently	move	or	just	visiting	somewhere
exciting?	Contributed	by:	Charlie	As	we	speak	to	a	customer	a	few	times	before	they	visit	us,	my	team	take	notes	of	little	personal	thing	ready	for	the	next	call	e.g.	the	dog,	holiday	etc.	ready	for	the	next	person	calling	them.	These	notes	would	have	most	likely	of	been	stored	in	the	contact	centres	CRM	system,	to	provide	easy	access	for	the	next
advisor.	For	example,	the	agent	could	use	the	following	statements:Last	time	we	spoke,	you	mentioned	your	upcoming	trip.	How	was	it?	I	hope	it	went	well!I	remember	you	told	me	about	your	new	pet.	How	are	they	settling	in?You	mentioned	you	were	working	on	a	home	project.	How	did	it	turn	out?If	you	want	to	find	out	more	on	CRM,	read	our
article:	An	Introduction	to	Customer	Relationship	Management	(CRM)	Systems	Contributed	by:	Jemma	Recap	what	you	went	over	with	the	customer	at	the	end	of	the	call	that	so	that	they	feel	part	of	the	solution.	People	tend	to	recall	the	last	thing	that	was	said	to	them,	so	this	reinforces	the	positive	steps	taken.	Examples	of	statements	that	an	agent
could	use	to	recap	the	call	include:To	summarize,	weve	agreed	on	[SOLUTION].	Is	there	anything	else	I	can	assist	you	with	today?Just	to	recap,	weve	covered	[ISSUE]	and	our	next	steps	are	[ACTION].	Does	that	sound	right?	Contributed	by:	Bill	Involve	the	customer	in	what	you	are	doing.	Avoid/minimize	dead	air	in	the	call.	Dead	air	time	is	where
neither	the	advisor	or	the	caller	is	talking.	This	is	often	as	a	result	of	putting	information	into	the	computer	system.	Examples	of	phrases	that	can	be	used	to	minimise	dead	air	time,	include:While	Im	pulling	up	your	account	details,	could	you	tell	me	more	about	what	happened?Im	going	to	check	on	that	for	you	right	now.	In	the	meantime,	is	there
anything	else	on	your	mind?	Contributed	by:	Joel	Ask	the	customer	if	it	is	OK	to	call	them	by	their	first	name.	If	yes,	this	will	allow	the	rapport	to	build	and	you	will	know	the	overall	feeling	of	the	customer	as	well	as	understanding	what	their	communication	style	is.	Alternatively,	it	could	be	recommended	that	you	ask	the	customer	how	they	would	like
to	be	addressed,	which	can	work	to	the	same	effect.	An	example	phrase	an	agent	could	use	to	get	the	customers	preferred	name	is:Is	it	okay	if	I	call	you	[Name],	or	do	you	prefer	something	else?If	youre	unsure	whether	you	should	call	a	customer	by	their	name,	read	our	article:	Should	We	Call	Customers	by	Name?	Contributed	by:	Bill	Tell	your
customer	your	name	and	that	you	will	be	looking	after	them	today,	remind	the	customer	again	at	call	close.	This	reassures	the	customer	that	they	are	getting	personal	treatment,	and	allows	them	to	ask	for	the	same	advisor	next	time.	For	example,	the	agent	could	use	the	following	phrases:Im	[Name],	and	Ill	be	assisting	you	with	this	issue	today.	Feel
free	to	ask	for	me	if	you	need	anything	else.Just	a	reminder,	Im	[Name].	Im	here	to	help,	so	dont	hesitate	to	reach	out	if	you	need	further	assistance.If	you	want	more	insights	on	whether	or	not	call	and	contact	centre	agents	should	give	their	full	name	to	customers,	read	our	article:	Do	I	Have	to	Give	My	Full	Name	to	a	Customer?	Contributed	by:
Helen	In	our	training,	we	prove	that	people	get	an	impression	of	you	on	the	phone	within	seconds.	We	turn	around	and	say	the	same	greeting	(words)	in	5	various	ways,	yawning	to	show	tiredness,	professional,	angry	and	growling,	flirty	(which	gets	a	lot	of	laughs),	and	shy	and	timid.	When	we	turn	around	we	ask	for	feedback	and	they	guess	each	time
the	impression	we	have	given	them	which	demonstrates	that	we	have	said	the	exact	same	thing	yet	they	made	a	quick	impression.	Contributed	by:	Terri	Our	readers	made	a	few	points	you	also	need	to	consider	when	using	these	rapport	building	statements,	and	building	rapport	in	general:	Its	not	enough	to	read	these	phrases,	you	should	say	it	with
feelings.	Intonation.	Be	perky!	Remember:	It	is	not	about	what	you	say	,	its	how	you	say	it!Owning	a	situation	as	your	own	and	never	deflecting	to	a	system,	policy	or	another	person	is	a	key	point	in	resolving	a	issue	that	has	escalated.Building	rapport	is	all	about	building	connection.	Just	talk	to	your	customers.	For	example	you	can	make	a	great	start
in	building	rapport	by	simply	asking:How	can	I	make	your	day	better?Have	I	handled	all	of	your	questions	and	concerns?How	was	your	day	been?What	are	your	plans	for	the	coming	weekend?	For	more	on	building	rapport	in	the	contact	centre,	read	these	articles	next:	Author:	Jonty	Pearce	Reviewed	by:	Hannah	Swankie	The	chance	to	build	long-
lasting	relationships	with	lucrative	clients	is	one	of	the	main	appeals	of	a	high	ticket	sales	career.For	some	salespeople,	the	process	of	selling	comes	naturally,	but	the	techniques	that	lead	to	a	genuine	and	lasting	sense	of	mutual	connection	are	harder	to	understand.While	a	sales	interaction	consists	of	tactics	and	techniques	that	move	your	client
closer	toward	your	eventual	close,	relationship	building	requires	a	more	subtle	approach.To	create	a	connection	that	will	lead	to	a	win-win	business	relationship	potentially	lasting	decades,	you	need	to	learn	to	leverage	rapport.Rapport	turns	a	sterile	and	forgettable	sales	interaction	into	a	positive	first	step	on	the	pathway	to	a	genuine	relationship.If
you	want	to	experience	the	maximum	benefits	that	are	a	natural	consequence	of	rapport	building,	you	first	need	an	in-depth	understanding	of	what	rapport	is,	as	well	as	practical	approaches	to	nurturing	it	at	every	stage	of	a	client	interaction.Lets	delve	deep	into	what	it	takes	to	build	powerful	levels	of	natural	rapport	with	high	ticket
clients.Understanding	the	importance	of	rapport	in	salesBefore	we	dive	into	rapport	building	questions	and	techniques,	lets	ground	ourselves	in	the	basics	of	exactly	what	rapport	is.Well	peel	back	the	layers	of	rapport,	exploring	its	definition,	significance,	and	the	tangible	impact	it	has	on	sales	outcomes.Prepare	to	delve	into	a	concept	that,	while
often	overlooked,	is	a	truly	effective	of	high	ticket	sales	strategy.What	is	rapport?Rapport	is	the	bridge	of	understanding	and	trust	between	you	and	your	clients,	a	deep	connection	that	facilitates	open	communication	and	mutual	respect.Building	this	bridge	goes	beyond	making	your	clients	like	you	it	nurtures	an	environment	where	they	feel	genuinely
understood	and	valued.The	art	of	rapport	is	aligning	your	communication	style,	body	language,	and	intentions	with	those	of	your	clients,	ensuring	that	every	interaction	contributes	to	a	deeper	sense	of	connection	that	eventually	becomes	a	long-lasting	relationship.What	is	the	impact	of	rapport	on	sales	outcomes?The	impact	of	rapport	on	sales
outcomes	cannot	be	overstated.Studies	have	shown	that	sales	professionals	who	excel	at	building	rapport	are	significantly	more	likely	to	achieve	and	surpass	their	sales	targets.If	youre	in	any	doubt	about	why	rapport	building	is	a	fundamental	you	cant	overlook,	consider	the	following	benefits.Here	are	seven	impacts	building	rapport	has	on	sales
outcomes:Increases	the	likelihood	of	repeated	sales	by	fostering	loyalty.Enhances	client	satisfaction	and	positive	word-of-mouth	referrals.Reduces	the	sales	cycle	length	by	facilitating	smoother	negotiations.Improves	the	probability	of	upselling	and	cross-selling.Elevates	the	resistance	threshold	to	potential	objections.Strengthens	customer
relationships,	leading	to	a	higher	lifetime	value.Amplifies	the	effectiveness	of	communication,	making	it	easier	to	understand	and	align	with	client	needsMastering	the	art	of	rapport	will	significantly	elevate	your	sales	results,	transforming	challenging	prospects	into	loyal	customers.How	to	build	rapport	when	you	first	contact	a	clientThe	initial
interaction	with	a	potential	client	is	a	critical	moment,	an	opportunity	to	establish	a	foundation	of	rapport	that	will	influence	the	entire	sales	journey.Our	focus	here	is	to	explore	how	to	make	a	strong	first	impression,	actively	listen	to	understand	your	clients	deepest	needs,	and	personalize	your	sales	process	to	resonate	with	them	on	a	meaningful
level.Each	point	is	a	step	toward	turning	first	contacts	into	lasting	connections.Rapport	techniques	that	make	a	strong	first	impressionThe	first	impression	is	your	opening	act	in	the	art	of	rapport	building,	an	act	that	sets	the	tone	for	all	future	interactions.Here	are	eleven	techniques	to	ensure	your	first	impression	is	both	memorable	and
effective:Smile	genuinely	to	convey	warmth	and	approachability.Use	the	clients	name	early	in	the	conversation	to	personalize	the	interaction.Share	a	brief,	relevant	personal	story	to	create	a	connection.Express	genuine	interest	in	the	clients	background	or	business	to	show	you	value	them	beyond	the	sale.Offer	a	sincere	compliment	on	something
specific	youve	noticed	or	researched	about	them	or	their	company.Mirror	the	clients	tone	and	body	language	subtly	to	create	a	sense	of	familiarity.Show	enthusiasm	for	meeting	them	without	being	overbearing.Begin	the	conversation	with	a	light,	non-business	topic	to	ease	into	the	dialogue.Acknowledge	any	mutual	contacts	or	referrals	to	strengthen
trust.Display	open	body	language	to	signal	openness	and	receptivity.Listen	intently	to	the	clients	initial	comments,	showing	you	value	their	input	from	the	very	start.Leveraging	rapport	building	techniques	from	the	start	establishes	a	foundation	of	trust	and	sets	the	stage	for	a	successful	sales	journey.Active	listening	techniques	and	questions	for
greater	rapportActive	listening	is	a	core	component	of	rapport	building,	demonstrating	to	clients	that	their	needs	and	opinions	are	valued	and	understood.Take	the	time	to	learn	these	ideas	for	combining	active	listening	with	rapport	building:Reflect	back	what	the	client	says	to	show	understanding	and	validation.Ask	follow	up	questions	based	on	the
clients	statements	to	show	genuine	interest.Pause	before	responding	to	show	you	are	considering	their	words	carefully.Avoid	distractions	by	keeping	your	phone	and	other	devices	out	of	sight.Show	empathy	to	any	concerns	or	challenges	they	express.Acknowledge	the	emotions	behind	the	clients	words	with	empathetic	statements.Summarize	the
conversations	key	points	to	demonstrate	attentive	listening.Encourage	the	client	to	share	more	about	their	experiences	and	thoughts.Use	affirming	gestures	or	phrases	like	nodding	or	saying	I	understand	to	build	connection.Share	a	relevant	experience	of	your	own	that	connects	to	what	the	client	has	shared.Validate	their	feelings	or	concerns	without
immediately	jumping	to	solutions.By	integrating	these	ideas,	you	demonstrate	genuine	interest	and	commitment,	fostering	a	deeper	connection	with	your	clients	that	not	only	makes	them	more	likely	to	close	in	the	short	term,	but	to	bring	you	further	business	and	referrals	far	into	the	future.Personalize	your	pitch	with	the	power	of
rapportPersonalizing	your	sales	approach	demonstrates	a	commitment	to	meeting	your	clients	unique	needs,	reinforcing	the	feeling	of	rapport	between	you.To	personalize	your	pitch,	use	these	eleven	techniques:Remember	and	reference	previous	details	shared	by	the	client	in	future	conversations.Tailor	your	language	and	examples	to	match	the
clients	industry,	role,	or	interests.Personalize	your	emails	or	messages	by	mentioning	a	detail	from	your	last	conversation.Suggest	meeting	at	a	place	you	know	the	client	enjoys	or	is	convenient	for	them.Adjust	your	presentation	style	to	suit	the	clients	preferences	(visual,	verbal,	detailed,	high-level).Offer	insights	or	advice	tailored	to	their	specific
situation,	not	generic	sales	pitches.Celebrate	their	successes,	however	small,	to	show	youre	paying	attention	to	their	journey.Introduce	them	to	books,	articles,	or	events	that	align	with	their	personal	or	business	interests.Use	humor	appropriately	to	create	a	more	relaxed	and	friendly	atmosphere.Send	personalized	thank	you	notes	or	messages	after
meetings.Craft	your	offer	to	reflect	their	specific	needs	and	preferences,	demonstrating	youve	listened	and	understood	their	unique	situation.Tailoring	your	pitch	with	these	methods	not	only	personalizes	the	experience	but	also	significantly	boosts	the	perceived	value	of	your	offer.How	to	overcome	objections	by	building	rapportFacing	objections	is	an
inevitable	aspect	of	the	sales	process,	particularly	in	high	ticket	transactions	where	decisions	carry	significant	weight.The	ability	to	overcome	these	objections	with	grace	and	effectiveness	hinges	on	the	strength	of	the	rapport	youve	built	with	your	client.Youll	now	learn	how	to	utilize	rapport	as	a	strategic	tool	to	navigate	and	dismantle	objections,
transforming	potential	setbacks	into	pivotal	moments	of	understanding	and	agreement.Rapport	techniques	for	responding	to	objectionsIncorporating	rapport	into	your	response	to	objections	shows	clients	that	you	genuinely	care	about	their	concerns	and	are	there	to	support,	not	just	sell.Here	are	eleven	ways	to	use	rapport	to	move	past	objections
with	ease:Acknowledge	the	objection	with	understanding,	not	dismissal.Use	phrases	that	show	empathy,	like	I	can	see	how	that	might	be	a	concern.Relate	a	brief	story	of	how	a	similar	concern	was	addressed	for	another	client.Ask	probing	questions	to	fully	understand	the	objections	root	cause.Offer	specific	examples	of	how	your	product	or	service
has	overcome	similar	objections.Thank	them	for	bringing	up	their	concerns,	showing	you	value	their	input.Maintain	a	calm	and	understanding	tone	throughout	the	conversation.Use	positive	body	language	to	reinforce	your	verbal	messages	of	empathy.Provide	data	or	testimonials	that	directly	address	their	specific	objection.Offer	a	follow	up	meeting
or	call	to	discuss	the	concern	in	more	detail	after	theyve	had	time	to	think.Suggest	alternatives	or	adjustments	to	your	offer	that	might	alleviate	their	concerns.Employing	these	approaches	transforms	objections	into	opportunities,	paving	the	way	for	constructive	dialogue	and	closer	alignment	with	client	needs.The	role	of	rapport	in	collaborative
problem-solvingTurning	objections	into	collaborative	problem-solving	sessions	not	only	diffuses	tension,	but	strengthens	the	client	relationship	by	involving	them	in	the	solution.Facilitate	a	collaborative	approach	to	problem-solving	by:Start	by	framing	the	objection	as	a	common	challenge	to	solve	together.Encourage	the	client	to	express	all	their
concerns	fully	before	responding.Brainstorm	solutions	together,	showing	you	value	their	input.Offer	to	modify	your	approach	or	solution	based	on	their	feedback.Use	collaborative	language,	such	as	we	and	us,	to	foster	a	team	mentality.Present	case	studies	where	collaborative	problem-solving	led	to	successful	outcomes.Introduce	third-party
validations	or	endorsements	to	bolster	your	proposed	solutions.Suggest	a	trial	or	pilot	phase	to	test	the	solution	with	minimal	risk.Provide	assurances	and	guarantees	to	mitigate	their	perceived	risks.Document	the	agreed-upon	steps	and	follow	up	consistently.Celebrate	small	wins	and	progress	towards	resolving	their	objections	together.Effective
rapport	is	at	the	core	of	collaborative	problem-solving,	enabling	you	to	uncover	and	address	the	real	needs	of	your	clients.How	to	incorporate	positivity	and	confidence	into	your	rapport	buildingMaintaining	a	positive	and	confident	demeanor	in	the	face	of	objections	reassures	clients	and	helps	keep	the	dialogue	constructive.You	can	multiply	the	power
of	the	rapport	youve	built	wben	you:Reaffirm	the	value	your	product	or	service	has	delivered	to	similar	clients.Highlight	the	unique	aspects	of	your	offer	that	specifically	address	their	concerns.Maintain	an	optimistic	outlook	on	finding	a	satisfactory	resolution.Avoid	getting	defensive;	instead,	welcome	objections	as	a	sign	of	client	engagement.Use
confident	language	that	conveys	your	belief	in	your	solutions	value.Smile	and	use	open	body	language	to	convey	positivity	non-verbally.Share	stories	of	overcoming	similar	challenges	with	a	positive	outcome.Focus	on	the	benefits	and	potential	of	your	solution,	rather	than	dwelling	on	the	negatives.Reiterate	your	commitment	to	their	success	and
satisfaction.Offer	to	bring	in	additional	resources	or	expertise	if	necessary.Close	conversations	on	a	high	note,	summarizing	the	positive	steps	to	be	taken	next.By	focusing	on	empathy,	collaborative	problem-solving,	and	maintaining	a	positive	and	confident	approach,	you	can	effectively	use	rapport	to	navigate	and	overcome	objections,	laying	the
groundwork	for	a	strong,	ongoing	relationship.Why	rapport	allows	you	to	build	lasting	client	relationshipsThe	sales	journey	doesnt	end	with	a	successful	close.	In	high	ticket	sales,	the	longevity	of	client	relationships	often	dictates	the	true	value	of	a	transaction.Cultivating	lasting	relationships	through	continuous	rapport	building	is	an	art	that	ensures
clients	remain	engaged,	satisfied,	and	loyal	over	time.This	section	explores	the	nuances	of	maintaining	and	deepening	rapport	long	after	the	initial	deal	has	been	closed,	ensuring	a	foundation	for	future	growth	and	collaboration.How	to	increase	your	level	of	rapport	during	a	follow	upConsistent	follow	ups	are	essential	for	keeping	the	relationship	alive
and	demonstrating	ongoing	commitment	to	your	clients	success	and	satisfaction.To	ensure	rapport	is	sustained	during	a	follow	up:Schedule	regular	check-ins	tailored	to	the	clients	preferred	frequency	and	communication	method.Use	each	follow	up	as	an	opportunity	to	provide	additional	value,	such	as	industry	insights	or	useful	resources.Celebrate
the	clients	successes	and	milestones,	however	small,	to	show	genuine	interest	in	their	progress.Personalize	your	follow	up	communications	with	details	specific	to	each	client	to	demonstrate	understanding	their	unique	situation.Ask	for	feedback	on	recent	interactions	or	purchases	to	show	you	value	their	opinion	and	look	for	ways	to	improve.Offer
helpful	tips	or	advice	that	align	with	their	current	challenges	or	goals.Introduce	new	products	or	services	that	could	benefit	them,	based	on	your	understanding	of	their	needs.Share	relevant	news	or	articles	that	pertain	to	their	business	or	industry.Remember	and	acknowledge	personal	details	or	events	(e.g.,	birthdays,	anniversaries)	to	strengthen	the
personal	connection.Use	CRM	tools	to	keep	track	of	interaction	history	and	personal	details	to	ensure	follow-ups	are	meaningful	and	informed.Invite	them	to	exclusive	events	or	webinars,	offering	them	first	access	as	a	valued	client.Enhancing	rapport	during	follow	ups	solidifies	your	relationship,	demonstrating	an	unwavering	commitment	to	your
clients	success.How	to	provide	ongoing	value	for	long-lasting	rapportOngoing	value	cements	your	role	as	not	just	a	vendor,	but	a	trusted	advisor	and	partner	in	your	clients	success.These	eleven	ways	will	help	you	generate	rapport	that	stands	the	test	of	time:Conduct	periodic	reviews	to	discuss	goals,	challenges,	and	how	your	products	or	services	can
continue	to	support	their	success.Update	them	on	relevant	developments	or	innovations	in	your	offer	that	could	enhance	their	experience	or	results.Create	and	share	customized	content	(e.g.,	guides,	reports)	that	addresses	their	specific	interests	or	challenges.Offer	exclusive	or	early	access	to	new	products,	services,	or	features.Organize	tailored
training	sessions	or	workshops	for	them	and	their	team.Facilitate	introductions	to	other	clients	or	industry	contacts	that	could	be	beneficial	for	their	network.Provide	personalized	recommendations	for	optimizing	the	use	of	your	product	or	service.Regularly	assess	their	needs	and	adjust	your	support	accordingly.Implement	a	loyalty	program	or	offer
special	incentives	for	repeat	business.Engage	them	with	surveys	or	research	initiatives	that	allow	them	to	influence	future	products	or	services.Always	be	available	for	consultation,	ensuring	they	know	youre	just	a	call	or	email	away.Continuous	value	provision	cements	the	client	relationship,	ensuring	loyalty	and	repeat	business	through	sustained
rapport.Leveraging	relationship	milestones	to	solidify	your	rapportCelebrating	milestones	together	reinforces	the	emotional	bond	and	shared	journey	between	you	and	your	client.Make	sure	every	milestone	solidifies	the	deep	rapport	you	have	built	with	a	client	by:Keep	a	record	of	significant	milestones,	both	business	and	personal,	and	acknowledge
them	with	a	message	or	gift.Host	a	special	event	or	dinner	in	honor	of	major	business	milestones	or	anniversaries.Create	custom	awards	or	recognitions	for	their	achievements.Offer	special	discounts	or	benefits	as	a	thank-you	for	their	loyalty.Share	their	success	stories	on	your	platforms	(with	their	permission),	highlighting	the	role	your
product/service	played.Collaborate	on	a	case	study	or	testimonial	that	showcases	their	achievements.Send	personalized	gifts	that	reflect	their	interests	or	needs.Feature	them	in	your	newsletter	or	blog	as	a	spotlight	client.Organize	a	virtual	event	or	happy	hour	to	celebrate	together	remotely.Provide	a	platform	for	them	to	share	their	success	and
learnings	with	your	audience.Express	gratitude	for	their	business	and	trust,	verbally	and	in	writing,	during	these	celebrations.Acknowledging	and	celebrating	relationship	milestones	deepens	rapport,	reinforcing	a	shared	journey	towards	success.How	to	master	the	art	of	rapportBuilding	rapport	is	more	than	just	a	technique;	its	an	art	that	underpins
every	successful	high-ticket	sale.	Mastering	this	art	requires	continuous	learning,	practice,	and	refinement.In	this	crucial	section,	we	explore	how	to	elevate	your	rapport-building	skills	to	forge	deeper	connections,	foster	trust,	and	drive	sales	success.Whether	youre	engaging	new	prospects,	navigating	objections,	or	nurturing	long-standing
relationships,	enhancing	your	ability	to	build	rapport	can	transform	your	sales	approach	and	outcomes.1	Focus	on	the	nature	of	rapport	and	the	benefits	it	bringsAt	its	core,	rapport	is	about	creating	a	connection	based	on	trust,	empathy,	and	mutual	respect.	Its	the	invisible	thread	that	ties	your	sales	success	to	your	clients	satisfaction.Building
rapport	starts	with	understanding	your	client	as	a	whole	person,	not	just	a	prospect.	Its	about	genuinely	caring	for	their	needs,	concerns,	and	aspirations.When	you	focus	intently	on	rapport,	you	invest	in	the	relationship	beyond	the	immediate	transaction,	setting	the	stage	for	long-term	loyalty	and	repeat	business.Developing	this	skill	involves	a	blend
of	active	listening,	empathy,	and	adaptabilityqualities	that	enable	you	to	meet	your	clients	where	they	are	and	guide	them	towards	where	they	need	to	be	with	confidence	and	care.2	Use	active	engagement	for	better	rapportActive	engagement	is	a	powerful	tool	in	your	rapport-building	arsenal.It	signifies	your	commitment	to	the	relationship	and	your
willingness	to	invest	time	and	effort	into	understanding	and	meeting	your	clients	needs.Here	are	some	proven	techniques	to	enhance	rapport	through	active	engagement:Personalize	your	interactions	Tailor	your	communication	to	reflect	the	clients	preferences,	history,	and	future	aspirations.Demonstrate	genuine	interest	Show	curiosity	about	their
business,	challenges,	and	personal	interests	outside	of	the	sales	context.Share	insights	proactively	Provide	valuable	insights	and	information	that	can	help	them	solve	problems	or	achieve	goals.Be	present	in	conversations	Give	them	your	undivided	attention	during	interactions,	avoiding	distractions	and	focusing	fully	on	the	conversation.Follow	up
with	thoughtfulness	Make	follow-ups	meaningful	by	referring	to	previous	discussions	and	showing	progression	in	your	understanding	of	their	needs.Express	gratitude	regularly	A	simple	thank	you	can	go	a	long	way	in	showing	appreciation	for	their	time,	trust,	and	business.Active	engagement	is	essential	for	building	and	maintaining	rapport,	ensuring
that	every	interaction	moves	the	client	relationship	forward.3	Make	rapport	a	focus	of	your	continuous	improvementThe	landscape	of	high-ticket	sales	is	ever-evolving,	and	so	are	the	people	within	it.Staying	static	in	your	approach	to	building	rapport	can	lead	to	missed	opportunities	and	stagnation.Embrace	continuous	improvement	by	seeking	out
new	learning	opportunities,	whether	through	formal	training,	mentorship,	or	self-directed	learning.Adapt	your	strategies	based	on	feedback	and	evolving	client	expectations.Remember,	the	goal	is	to	grow	alongside	your	clients,	adapting	your	approach	to	rapport-building	as	their	needs	and	the	market	dynamics	change.This	commitment	to	evolution
not	only	improves	your	rapport-building	skills	but	also	signals	to	clients	your	dedication	to	serving	them	at	the	highest	level.Are	you	ready	to	build	rapport	as	a	high	ticket	salesperson?Mastering	the	art	of	rapport	is	a	journey	that	can	dramatically	enhance	your	effectiveness	in	high-ticket	sales.By	prioritizing	empathy,	personalization,	and	continuous
improvement,	you	can	build	deeper	connections	that	lead	to	lasting	relationships	and	sustained	success.If	youre	ready	to	take	your	sales	to	the	next	level,	consider	enrolling	in	our	comprehensive	sales	training	course.Dive	deep	into	advanced	rapport-building	strategies,	practical	techniques,	and	personalized	feedback	to	sharpen	your	skills.Transform
your	approach,	exceed	your	sales	targets,	and	achieve	unparalleled	success	by	mastering	the	art	of	building	rapport.	Join	us	now	and	start	your	journey	to	becoming	a	master	of	high-ticket	sales.
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