
R E B O U N D  AC A D E M Y

The Late Fee
Call results · with Charlie Bennett · October 1, 2026
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PROOF OF MASTERY

C A L L  S U M M A RY

Your calm, EQ-driven approach turned a defensive customer into a relieved one — you 
walked the line between empathy and policy perfectly, needing only minor refinement 
on upfront paraphrasing.

You handled Charlie's call with consistent calm and professionalism. You began by acknowledging his frustration, explained 

the late fee without lecturing, and correctly offered a courtesy review instead of promising a waiver. When Charlie indicated the 

reason was personal, you respected his privacy, which built the trust that later led him to volunteer the medical emergency. 

You then tailored a payment plan to his needs and confirmed it in writing. The call closed with Charlie feeling heard and 

relieved — a strong demonstration of EQ-driven service.

TO P  P R I O R I T I E S  N E X T  T I M E

1 Lead every billing inquiry with a direct paraphrase of the customer's concern before explaining — this makes them feel 

heard immediately.

2 Frame charge walk-throughs with 'Let me walk you through...' to project ownership and clarity.

3 When referencing a potential credit, be explicit that it will appear as a statement credit — avoid any hint of promising a 

refund.

E VA L UAT I O N  S C O R E S

Self Awareness and Regulation
You stayed calm and professional throughout, never matching Charlie's initial irritation, which set the tone for a productive 
conversation.

95

When Charlie opened with 'I don't need a lecture,' you replied with a friendly 'Thank you for calling' and immediately focused on 

helping him. At no point did you sound defensive, rushed, or sarcastic. Even when he pushed back on the fee and said it was 

personal, you responded with a steady, measured tone. Your composure allowed Charlie to gradually soften and eventually 

share his situation.

WHAT WORKED

• Responded to Charlie's sharp opening with a neutral, helpful tone.

• Maintained even temper when he asked to have the fee removed.

• Recovered smoothly from a minor verbal stumble ('I'm I'm filling out this report').
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WHAT TO IMPROVE

• To project even more authority in future calls, avoid filler words like 'uh' and 'um' when presenting options.

EVIDENCE

“Thank you for calling the service desk. I would love to help you with the situation. Can you please share your last four digits of 

your account number so I could look up your records?” — you

This calm, professional reply came directly after Charlie's confrontational opening, showing no defensiveness.

“That's okay, Charlie. I'm I'm filling out this report for the and I just wanna see if there's anything else I could add to it to help your 

case.” — you

When Charlie refused to explain further, you accepted it graciously and turned the focus to what you could do.

TRY THIS  WEEK

Practice the 'pause and lower your tone' technique: before answering a frustrated customer, silently count to two and 

speak a half-step slower than your normal pace.

Empathy and Active Listening
You validated Charlie's feelings and checked understanding, though a more explicit reflection of his opening concern 
would strengthen the connection.

90

You acknowledged his frustration ('I can tell how frustrating it could be') and asked whether something caused the delay. You 

also checked 'Does that make sense?' after explaining the charges. However, you didn't directly paraphrase what Charlie 

said — 'So you're seeing a jump from 247 to 282 and want to know why' — which would have made him feel immediately 

heard. Despite that, your curiosity about circumstances and your respectful retreat when he called it personal demonstrated 

strong active listening.

WHAT WORKED

• Acknowledged his frustration before diving into the explanation.

• Asked about outside circumstances without pressing after he declined.

• Confirmed understanding with 'Does that make sense?'

WHAT TO IMPROVE

• Lead with a reflective paraphrase: 'So the bill went from $247 to $282 and you're not sure why — let me break that down.' This 

makes the customer feel heard before any solution.

EVIDENCE

“I can tell how frustrating it could be to see a charge that you don't recognize. Okay. I see here that your outstanding balance was 

two forty seven.” — you

Validation comes before explanation, but it's general, not a direct mirror of his words.

“Was there anything you'd like to share of any outside circumstances that that might have caused a late fee?” — you

Open-ended inquiry that invites the customer to share the real reason.

TRY THIS  WEEK

For the next week, start every billing inquiry with 'So what I'm hearing is [paraphrase the customer's exact concern] — 

let's look into it together.'
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Rapport and Deescalation
You turned an irritated customer into a cooperative one by avoiding every escalation trap and creating a safe, respectful 
atmosphere.

95

Charlie began the call guarded and expecting a lecture. You steered clear of all common triggers: no lecturing about due 

dates, no jargon, no dismissive policy statements, no interruption. You used a warm tone, respected his privacy, and offered 

a solution tailored to his stated need. The measurable shift is clear: Charlie ends the call saying 'it's a real relief to have some 

structure to it' and thanks you. That is the gold standard of de-escalation.

WHAT WORKED

• Warm, professional open that did not match Charlie's defensive tone.

• Explaining the late fee as an automatic action without moralizing.

• Respectful handling of his 'it's personal' refusal — no interrogation.

EVIDENCE

“Look, I don't need a lecture, I just don't understand these charges.” — the customer

Initial state — defensive, expecting conflict.

“No, that's everything. Thanks for working with me on this — it's a real relief to have some structure to it.” — the customer

End state — cooperative, appreciative, relieved.

TRY THIS  WEEK

Write a checklist of the five most common escalation triggers (e.g., policy-only answer, interrupting, jargon, moralizing, 

asking 'why' repeatedly) and review it before each call.

Professional Empathy and Boundaries
You showed genuine empathy for Charlie's personal situation without crossing into pity or overstepping your role.

90

When Charlie revealed his daughter's medical emergency, you thanked him for sharing and expressed understanding. You 

didn't ask for medical details, offer financial advice, or linger on emotions. Instead, you gently tied it back to the resolution ('I 

hope this payment plan makes it easier'). The only slight risk was the phrase 'I really feel what you're going through,' which 

borders on over-identifying, but it came across as sincere and not maudlin. The boundary remained intact.

WHAT WORKED

• Acknowledged the personal difficulty without prying.

• Redirected focus to the actionable plan.

• Maintained a professional yet warm tone.

WHAT TO IMPROVE

• For a more consistent professional stance, use 'I'm sorry to hear that' rather than 'I really feel what you're going through' to avoid 

potential over-involvement.

EVIDENCE

“My daughter had a medical emergency, and I've been dealing with hospital bills and missing work. It's just been a lot, and that's 

why the payment was late.” — the customer

Charlie only shared this because the learner created safety.

“Well, Charlie, thanks for sharing that. I really feel what you're going through lately, when it has to do with a daughter's health that 

could be could be very taxing on you. So I hope this payment plan makes it easier on you.” — you

Empathetic without demanding details; returns to the resolution.
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TRY THIS  WEEK

Practice a standard line for personal reveals: 'I'm sorry to hear you've been dealing with that; I'm glad we were able to 

work out something that helps.' Then transition back to the next step.

Call Ownership and Professionalism
You owned the billing explanation and payment plan, though the walk-through could have been more explicitly framed.

88

You took the lead in explaining the charges and proposing the payment plan, and you clearly outlined the two payments of 

$91 plus the $100 down. You confirmed written confirmation. However, you didn't use a classic 'let me walk you through' 

opener, and the explanation of the late fee came across slightly less structured than ideal. Nonetheless, Charlie left knowing 

exactly what he owed and when. The close was professional with a thank-you and an open-ended question.

WHAT WORKED

• Offered a detailed, customized payment plan ($100 + $91 + $91).

• Confirmed written confirmation (email and letter).

• Thanked Charlie by name and asked for additional needs.

WHAT TO IMPROVE

• Start any charge explanation with 'Let me walk you through what happened' to signal ownership and clarity.

• When proposing a payment plan, state the total, then the breakdown, then confirm it fits the customer's capacity.

EVIDENCE

“If you could uh, let's see. A payment plan that could be very convenient for you, you're saying you could pay a hundred dollars 

down today, hundred and eighty two dollars and divide that into two payments of ninety one.” — you

The plan is clear and personalized, though the presentation has slight hesitations.

“Absolutely, Charlie. I'll send you an email right after this call, and you will get a letter in the mail with the details of the payment 

plan as well.” — you

Commitments to written confirmation, closing the loop professionally.

TRY THIS  WEEK

Practice explaining a three-step payment plan in one fluid sentence: 'I'd suggest $100 today, then $91 on your next 

statement and $91 on the one after that — does that work for you?'

Billing Literacy and Compliance
Accurate billing explanation, policy-compliant handling of the late-fee waiver request, and a clear, affordable payment plan 
— zero compliance flags.

95

You correctly stated you cannot waive the fee but offered to request a courtesy review. You confirmed identity via name 

and phone number match. You walked through the $247 + $35 = $282 equation clearly and checked understanding. Your 

payment plan was specific and affordable. The only minor concern is the phrasing 'if your review comes positive, the thirty 

five dollars will be deducted for any outstanding payments' — while technically accurate, it could be slightly clearer about how 

the deduction interacts with the payment plan. But it does not violate policy. Overall, you met every compliance requirement 

and handled the billing literacy aspect well.
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WHAT WORKED

• Clear walk-through of charges with correct numbers.

• Held the line on not waiving the fee, offered courtesy review.

• Proposed a specific payment plan matching what Charlie could manage.

WHAT TO IMPROVE

• When mentioning a potential credit from a review, clarify: 'If the review approves a refund, it will show as a credit on your next 

statement.' This removes any ambiguity.

EVIDENCE

“I see here that your outstanding balance was two forty seven. And the bill is due on the first. And it was two weeks late, so the 

system automatically applied the late fee of thirty five dollars bringing your total to two eighty two.” — you

Clear, plain-language explanation of the charges.

“I'm not authorized to do that, but I can escalate this for a courtesy review.” — you

Correctly declines the waiver request without resistance and offers a legitimate alternative.

TRY THIS  WEEK

Write out and rehearse a 30-second 'late-fee explanation' script that includes: amount due, due date, days late, automatic 

fee, new total, and that you'll request a courtesy review — and deliver it without reading.

Full Circle EQ Resolution
You took the call from defensive to resolved by applying EQ at every stage — hearing Charlie, respecting his boundaries, 
and crafting a plan that addressed both the bill and his stress.

95

The arc of this call perfectly matches the full-circle EQ model. Charlie opened defensive, you validated and explained; he 

pushed for a waiver, you held empathy and pivoted; he said it's personal, you backed off and built trust; he needed relief, you 

offered a plan; he then revealed the deeper reason, you responded warmly. The call ends with Charlie relieved and thanking 

you. This is a textbook example of using emotional intelligence to drive a resolution.

WHAT WORKED

• Adapted your approach in real time when Charlie said 'it's personal.'

• Steered the call through the full arc: defensive ’ understood ’ cooperative ’ relieved.

• Created enough emotional safety for Charlie to share the medical emergency voluntarily.

EVIDENCE

“Look, I don't need a lecture, I just don't understand these charges.” — the customer

Starting point — defensive and expecting conflict.

“That... actually sounds like something I can do. [sighs] Look, I appreciate you not grilling me about it.” — the customer

Pivot point — trust is building.

“No, that's everything. Thanks for working with me on this — it's a real relief to have some structure to it.” — the customer

Final state — cooperative, grateful, relieved.

TRY THIS  WEEK

Draw a call arc diagram for a hypothetical escalated billing call: label the emotional state at each stage and write one 

thing you will do to move the customer to the next stage.
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T R A N S C R I P T

CHARLIE  BENNETT

Look, I don't need a lecture, I just don't understand these charges. My bill was two forty-seven, and now the statement 

says two eighty-two. What is this?

YOU

Thank you for calling the service desk. I would love to help you with the situation. Can you please share your last four 

digits of your account number so I could look up your records?

CHARLIE  BENNETT

[annoyed] I don't have my account number on me. My name is Charlie Bennett, if you can look it up that way.

YOU

Yes, Charlie. With your name, and I see the phone number you're calling in on, is a match, and I just pulled up your 

records. Me see what's going on with your account. I can tell how frustrating it could be to see a charge that you don't 

recognize. Okay. I see here that your outstanding balance was two forty seven. And the bill is due on the first. And it was 

two weeks late, so the system automatically applied the late fee of thirty five dollars bringing your total to two eighty two. 

Does that make sense?

CHARLIE  BENNETT

Yeah, that makes sense, I guess. But look, [sighs] I've been a customer for six years and never missed a payment. Can't 

you just take that thirty-five dollars off?

YOU

Charlie, I'm not authorized to do that, but I can escalate this for a courtesy review. And you have been a very good 

client for six years, so I'm sure that you'll be in good standing. Was there anything you'd like to share of any outside 

circumstances that that might have caused a late fee?

CHARLIE  BENNETT

[grudgingly] Fine. Do what you can with the review. As for why it was late, look, it's personal. I don't think it matters why.

YOU

That's okay, Charlie. I'm I'm filling out this report for the and I just wanna see if there's anything else I could add to it to 

help your case. But they'll get back to you. And, again, well, you know, they'll they'll, uh, go through all the history, and 

I'm sure you'll have a a fair assessment there. Is there anything else outstanding for this two eighty two balance? That I 

could help you with?
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CHARLIE  BENNETT

Well, the problem is I can't pay that whole two eighty-two today. I just need something manageable right now. Things 

have been really tight.

YOU

Well, Charlie, I understand that things have been tight, and that's not easy to go through. Could definitely help you with 

that. If you could uh, let's see. A payment plan that could be very convenient for you, you're saying you could pay a 

hundred dollars down today, hundred and eighty two dollars and divide that into two payments of ninety one. So you'll 

pay a hundred today, ninety one the following month, and one more payment of ninety one and you'll be current. And if 

your review comes positive, the thirty five dollars will be deducted for any outstanding payments.

CHARLIE  BENNETT

That... actually sounds like something I can do. [sighs] Look, I appreciate you not grilling me about it. My daughter had 

a medical emergency, and I've been dealing with hospital bills and missing work. It's just been a lot, and that's why the 

payment was late.

YOU

Well, Charlie, thanks for sharing that. I really feel what you're going through lately, when it has to do with a daughter's 

health that could be could be very taxing on you. So I hope this payment plan makes it easier on you, and, uh, we really 

appreciate your loyalty and being with us for six years. And, um, I'm glad this worked out for you.

CHARLIE  BENNETT

[gently] Thank you, I appreciate that. Yeah, that sounds reasonable. I can manage the hundred today and the two 

payments of ninety-one after that. Can you send me something in writing to confirm this?

YOU

Absolutely, Charlie. I'll send you an email right after this call, and you will get a letter in the mail with the details of the 

payment plan as well.

YOU

Is there anything else I could do for you today?

CHARLIE  BENNETT

No, that's everything. Thanks for working with me on this — it's a real relief to have some structure to it. Take care.
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