
This chart shows some examples of how 
relationships develop and inevitably 
come apart. We have presented customer 
relationships next to emotional relationships 
to draw out comparisons between the two. 
Many customer life cycle diagrams show 
the engagement process in a perfect world 
scenario, within this document we are 

concerned with the ending, failures or cracks 
in the relationship, therefore this chart 
presents valuable source material. 
Of particular interest are the aspects of the 
emotional relationships that Daphine Rose 
Kingma presents. As a marriage guidance 
councillor she has developed a list of 
signs that help individuals gauge whether 

their relationship is ending or should end. 
Because most service relationships rely on 
aspects of human relationships her work is 
very telling to people interested in service 
closure and break-downs.
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Service Recovery. 
Ron Zemke
6 steps for handling 
upset customers

Step 1. Apologize for, 
or acknowledge, the 
fact that the customer 
is experiencing an 
inconvenience. 
Apologizing without 
becoming defensive or 
shifting the blame to 
the customer is a key 
expectation and an 
important first step toward 
keeping a customer who’s 
feeling aggrieved. 

Step 2. Listen, empathize, 
and ask open questions. 
Customers do not want 
service professionals to join 
them in a tirade about “those 
guys in shipping who should 
be shot.” Rather, customers 
are looking for a good listener 
who allows them to vent 
their frustrations, shows 
understanding of their upset, 
and who, by listening, offers 
tacit evidence of believing 
the customer’s report of the 
incident or error. 

Step 3. Offer a fair fix to the 
problem. 
After the service professional 
has acknowledged and dealt 
with the emotional side of the 
service breakdown, customers 
want what went wrong to be 
made right. It’s important that 
customers perceive the service 
provider as skilled, empowered, 
and interested in a timely 
resolution. Contrary to common 
belief, customers typically bring 
a sense of fair play to the table 
when a service breakdown 
occurs and some recompense 
or compensation is appropriate. 

Step 4. Offer some value-
added atonement for the 
inconvenience or injury. 
We often refer to this step 
as symbolic atonement. The 
word “symbolic” is carefully 
chosen. It suggests that 
little things, when sincerely 
done, mean a lot to the 
customer. The customer 
does expect us to make a 
reasonable, small gesture 
that acknowledges the 
inconvenience. 

Step 5. Keep your 
promises. 
Customers are frequently 
sceptical of a company’s 
recovery promises. 
Be honest. Although 
customers may huff and 
bluster at the customer 
contact employee who 
gives them some bad 
news, they would rather 
have employees give them 
honest and realistic bad 
news than lie to them or 
even slightly mislead them. 

Step 6. Follow up. 
Customers are very favourably 
impressed when a sales or 
customer service person follows 
up with them after the initial 
service recovery episode, to 
make sure that the implemented 
solution is still satisfactory. 
This “after the fact” service 
recovery satisfaction assessment 
is particularly important in 
breakdown situations where 
customers perceive that they 
may be “at risk” if they seem 
angry or upset. 
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Expectations setting
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Coming Apart. Daphne 
Rose Kingma

Reasons to End it
Fights
One of the indicators of a relationship in trouble is that it has become a battleground. “All we do is fight; we can’t have 
a single normal conversation” Whenever a relationship gets to this point, it usually means that the life-giving, nourishing 
elements of the relationship have been depleted and it has moved into a degenerative phase. 

Irreconcilable Differences 
A couple is experiencing irreconcilable differences when either one of them finds that the area of common ground they 
once shared is now so small that what occupies that territory is a multitude of differences. Irreconcilable differences occur 
in certain strategic areas. 
• A common one is time—how much time each partner wants to commit to the intimate life of the relationship. 
• Often conflicts have to do with money. When his wife received her sizable inheritance, one man felt suddenly totally 
inadequate. 

Boredom 
One of the other ways you can tell it’s ending is that one day you may get up feeling depressed, vaguely disconnected and 
blue. Nothing terrible has happened, but I just have this creepy listless hopeless feeling.” 
When you feel this way, it could be that the essential vitality in your relationship is gone. The thrill is gone; the zing has gone; 
there’s nothing happening between you two. You’re not “in love” anymore, and you’re also not having enough ongoing 
transactions that have meaning or provide

Emotional Distance 
For most people, boredom is the most pervasive feeling that indicates a relationship is on its way out. But sometimes the 
feeling is much more acute. You become aware that this other person, to whom you’ve been relating, is no longer there 
when you reach out to make contact. You try to have a conversion and get no response, or you try to have a conversation 
and get a consistently negative response. 

Changes In Venue 
A lot of relationships, which have already outlived their usefulness really flounder and collapse when there is a change in 
the geographic circumstance of the relationship. Since we generally carry on our relationships in a daily and domestic 
fashion, there is much about a relationship that is supported by and contained within its specific geographical and domestic 
circumstances. A change in location or circumstance can bring out the fact that all the essential underpinnings in the 
relationship are already gone, that in a sense the relationship was being held together by the house, the neighbourhood, 
or the town.

Affairs 
In general, we have agreed that sexual bonding is one of the ways we define our primary relationships. For this reason, it 
generally does have a divisive and corrosive effect when we dilute our commitment by having sex outside of our primary 
relationship. For when we do that, we take away one of the things which makes it unique and exclusive. This can’t help but 
affect the primary relationship. We all know this on an unconscious level, and that’s one of the reasons why, when we are 
trying to end a relationship but don’t know how, we often engage in an affair so that the affair can communicate our real 
intentions—intentions which are still unfocused or which we are afraid to communicate in a more direct way. 

I Can’t Believe 
This Is Happening 
To Me. 
Invariably the 
first feeling that 
accompanies any 
awareness that a 
relationship is ending 
is: “I can’t believe 
this is happening 
to me!” At the very 
moment the unac-
ceptable information 
is being admitted to 
consciousness there 
is an instant attempt 
at denial. 

You Can’t Do This 
To Me 
A more specifically 
painful form of “This 
Can’t Be Happening 
To Me” occurs when 
the ending of a 
relationship marks 
the completion of 
a developmental 
phase for one per-
son, but not for the 
other person. It feels 
like a unilateral deci-
sion and the person 
who is the “victim” 
of the decision feels 
devastated and 
ripped off.

I’ll Do Anything, 
just Say It Isn’t So 
After the initial denial 
of what is occurring, 
it gradually dawns on 
us that, in fact, the 
relationship is end-
ing. Reality is starting 
to sink in, and panic 
is the emotion that 
attends the facing of 
this terribly uncom-
fortable reality. 
This is, essentially, a 
stage of bargaining. 
There is a desperate, 
daredevil attempt to 
rescue, to salvage, in 
put the game back 
in the bottle and say, 
“No, no, we never 
said those things to 
each other,” because 
at this point we are 
facing for the first 
time what life would 
be like without the 
relationship. 

I’ll Never Slop 
Crying 
After the stunned 
recognition that what 
you hoped would 
never happen to 
you is happening 
to you, there is the 
amazed awareness 
that a profound and 
gigantic loss is oc-
curring, and it is this 
recognition which 
throws people into 
deep sorrow and 
grieving. 

Facing It: This 
Relationship Re-
ally Is Over 
At a certain point 
there is a quiet, 
dawning recognition 
that, yes, this 
relationship really is 
over. Even though 
you would be 
willing to bargain 
your life and your 
consciousness away, 
it won’t work. There 
will be no mending, 
no renaissance of 
this relationship. 
“My bargaining isn’t 
going to work. I tried 
everything. I offered 
him the moon; I 
tried it all. I did try 
everything and 
nothing worked, and 
now reality is setting 
in, and I’m getting 
used to the idea that 
it really is going to be 
over. IT REALLY IS 
OVER.” 

It’s All My Fault 
The incorporation of 
the reality that the 
relationship really is 
over involves us in 
trying to understand 
some reason for the 
ending, to devise 
some way of talking 
to ourselves, explain-
ing to ourselves why 
this had to happen. 
This is a very easy 
position to come to 
because none of us 
is perfect; it’s true 
that within our rela-
tionships we have all 
acted badly, rudely, 
crudely, unkindly, 
selfishly. And here, 
at the end, looking 
for an explanation, 
we reach for the 
handiest one, an 
awareness of our 
own mistakes. “Of 
course,” we say to 
ourselves, “I’m bad; 
no wonder it ended. 
It’s all my fault.” 

Its All Your Fault 
Since our old 
mythologies of 
love would have us 
believe that love is 
perfect, exclusive 
and forever, if our 
relationship has 
ended it’s obviously 
somebody’s fault, 
and it isn’t my fault, 
it’s got to be yours. 
As we noted, the 
first impulse for most 
of us is to take the 
blame on ourselves, 
to focus on our own 
inadequacies and 
failures and to de-
cide that the “failure” 
of the relationship 
had to be our fault. 

Just Because 
You Asked For It 
Doesn’t Mean You 
Want It 
So, you’ve been fed 
up for years and 
finally you’ve had 
the courage to end 
your relationship: 
one of the surprises 
and turnarounds 
that often occurs in 
endings is that very 
often the person 
who initiated the 
ending goes through 
a loop of retroactive 
panic and terror and 
confusion and finds 
himself suddenly 
saying, “Oh, my 
God, I’ve really done 
it, and now I’m not 
sure this is what I 
really want.” 

Just Because You 
Didn’t Ask For It 
Doesn’t Mean You 
Don’t Want It 
The person who is 
being informed that 
the relationship is 
over, the poor baby 
who is being left, 
often languishes 
longer in each of 
the early stages I’ve 
already described, 
especially the stage, 
“I Can’t Believe This 
Is Happening To 
Me.” Although this 
person hasn’t been 
going through all the 
thought processes 
at a conscious 
level that, yes, 
the relationship is 
over, finally, he or 
she does get the 
message. Following 
this acknowledge-
ment, there is a shift 
in which the person 
being left connects 
with the possibilities 
that exist beyond the 
end of the relation-
ship. In other words, 
they are almost glad 
it happened. 

I’m Not Myself 
Anymore 
Somewhere in the 
midst of ending 
your relationship, 
you’ll find that you’re 
just “not yourself 
anymore.” Any 
relationship—even a 
bad one—represents 
a steadying influence 
in our lives. On 
every level it provides 
definition for us, for 
what we think, feel 
and hope for, and, 
both directly and 
indirectly, it provides 
guidelines for how 
we behave.

Repossession Of 
The Self 
One of the other 
things people 
feel when their 
relationships 
have ended is an 
awareness of how 
much of themselves 
they have “given 
away” or disowned 
or invested in the 
other person, or 
in the relationship 
itself. What follows 
is often a time of 
relocating the self 
that was subjugated 
to the relationship 
itself, or to the 
person to whom you 
were related. This 
discovery—this time 
of repossession of 
the self—is always 
an exciting one. “I 
took out my golf 
clubs for the first 
time in 14 years,” 
Sam said. 

Something 
Snapped 
Somewhere along 
the way in the evolu-
tion of this parting, 
there is an event 
which makes it very 
clear at the deepest 
emotional level that 
the relationship is 
not ever going to 
work, even though 
there are those 
residual twinges. I 
call this phenom-
enon the point at 
which “something 
snapped.”

The Little Door 
To My Heart Is 
Closed 
What this means is 
that at the deepest 
levels of your 
consciousness the 
emotional charge of 
the relationship has 
been neutralized. 
Now instead of 
thinking of the 
person you once 
loved with longing 
or regret, with 
anger or resentment, 
disappointment or 
sorrow, you think of 
that person simply 
as someone you’ve 
known.
Saying the door to 
your heart is closed 
does not mean 
that you have no 
appreciation for 
what was given to 
you. It also does 
not mean that you 
can’t be objective 
about the wounds 
or disappointments 
that you suffered. 
The key word is 
objectivity. When the 
little door to your 
heart is closed, a 
lot of doors to your 
mind are opened.


