
 
 

 

1. Have you ever had a customer service problem where you did not get an apology? How 

does it make people feel to get or not to get an apology? 

 

2. Make a list of tips on how to apologize, and focus your tips more on the strategy and less 

on the language.  

 

3. Compare your list to the below list and discuss the importance of each tip below:  

 

Tips When Apologizing 

1. Think from the customer’s perspective.  

2. Explain the details and what caused the mistake.  

3. Be prompt.  

4. Do not make excuses for the mistake.  

5. Be responsible for the organization / company.  

6. Put attention to customer, rather than the company. 

7.  Offer reassurance and comfort to customer. 

8. Explain future changes as a result of the mistake. 

9. Compensate / absorb losses of time, money or other resources.  

 

4. Identify the 3 most important tips from the list and explain why you think they are the 

most important.  

 

5. Try putting the below steps of an apology in the right order:  

 

Order of the Apology: 

Offer reassurance and comfort to customer. 

Explain in detail why / how the mistake occurred.   

Explain future changes as a result of the mistake 

Apologize again & thank the customer 

Recognize, acknowledge & be responsible for the mistake.  

Apologize for the mistake.  

Ask customer for ideas and offer solutions.  

Verify problem is / will be solved and invite future or more questions / concerns    

Show appreciation for and show you understand how customer feels.  

 

6. Discuss the effects and importance of putting the apology in the right order and make 

example sentences for each step.  



 

7. Pseudo-apologies are apologies for things you did not directly do. Can you think of a few 

pseudo-apologies to apologize for things you did not do?  

 

For example, ‘I am sorry your product was delivered late.’ 

For example, ‘I apologize our company did not fix your printer as promised.’  

 Add more examples … 

 

8. Brainstorm a list of ways to say you are sorry. For example, ‘I apologize’.  

 

9. Compare your list to the below list, add more language and make sentences with each 

phrase. 

 

Apologizing Language 

I am sorry…  Sorry about …  Can you please forgive …    

I am sorry but … I apologize for … I hope you can excuse …  

Please accept …  I regret to inform …  I’m afraid …  

I hate to say … Unfortunately … It saddens me … 

 

10. Think of language that can make an apology stronger and emphasizes the apology.  

 

11. Compare your list to the below list, add more if you can and make sentences with each 

emphasizer.  

 

Emphasizers 

Awfully, very, so, so very, terribly + apology adjective  

I + do / have to / should really / need to / must / sincerely + apology verb  

 

12. Think from the customers’ position and create a list of problems the customer may 

experience that should be apologized to for.  

 

For example, ‘I am sorry for putting you out, problems caused at your workplace or your 

time we wasted.’  

 

13. Compare your last list with the below list, add more phrases if you want and make longer 

complete sentences using each phrase.  

 

Showing Empathy with Apology  

Trouble caused Inconvenience  Lost time   

Aggravation   Heartache   Difficulty  

Annoyance   Putting you though … Subjecting you to …  

 

14. Brainstorm phrases or sentences that we can say to show we accept responsibility for 

mistakes. For example, ‘I am completely at fault.’  

 



15. Compare your list to the below list, add more if you can and make sentences with each 

phrase. 

 

Taking Responsibility Language   

A caused B  Our / my fault  Take responsibility      

Accept the blame  We should have … We dropped the ball  

 

Final Task 

 

16. Try making 2 - 3 apologies that contain: 

 a) Apology Language 

 b) A pseudo-apology 

 c) An emphasizer 

 d) Taking responsibility  

 

17. Using the steps from the ‘order of an apology’, create and speak (role play) an entire 

apology using each step in the right order.  

 

18. Using the role play cards, students should apologize to the customers using what you 

have learned in this lesson. Pairs should change role cards and both students take turns 

apologizing.  

 

Warm Down 

 

19. Summarize any new language, skills, grammar or other important points you took away 

from this lesson? 

 

20. Do you have any unresolved questions or new questions about this topic?  


