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At some point, no matter how great 
your product is, you will have a 
frustrated customer. Every business 
that has ever existed has needed to 
deal with these situations—people 
who have paid you, but now feel like 
they have been let down in some 
way. In severe cases, they may even 
think they have been misled, tricked, 
or betrayed by your company. Even 
when you are completely innocent, 
these are not easy conversations to 
have. Upset customers have both 
rational and emotional needs that you 
need to address if you hope to retain 
them and rebuild trust.

When we communicate with others, 
we often do so in a way we would 
appreciate, if we were in the other person’s shoes. Or, when working in Human Resources or customer 
service positions, in a way that our organization dictates. But by using widespread assumptions and 
treating every customer the same, we fail to consider an important detail: everyone is different. We 
all have different ways of interpreting and reacting to problems, understanding our environments, and 
communicating with others.

By neglecting the nuances of how the individual customer wants to communicate, 
especially when they are already frustrated, the problem can get worse. 

But, when the time is taken to adapt to the customer’s unique communication style, it becomes much 
easier to get to the heart of the issue and resolve it effectively. To begin to understand how to adjust 
communication based on a customer’s natural way of communicating, we first need to understand the 
role personality plays in it all.

EMPATHY EQUATION 

At Crystal, we believe empathetic communication is the solution. Simply put, empathetic communication is 
a way of adapting your style to communicate with others they way they like, rather than the way you like.

BREAKING THE CYCLE OF FRUSTRATION
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Historically, the only way you would be able to fully understand someone’s personality is to know 
them really well, which takes lots of time and emotional intelligence, or to have them take a 
personality test. Unfortunately, you likely can’t ask your customers to take a personality test, even 
if the information would enable you to provide a better experience for them. 

Thankfully, there is a new technology that unlocks another way to learn about someone’s 
personality without an assessment - Personality AI. We wrote about this in detail in another 
ebook titled, very cleverly, Personality AI (which you can download free on Crystal’s website). 
This new technology analyzes publicly available information on websites like LinkedIn to predict 
someone’s personality, using artificial intelligence and machine learning. We built our product, 
Crystal, to harness Personality AI and enable anyone to identify personalities online to improve 
their communication and build stronger relationships, all based on the core principle of empathy. 

 

UNDERSTANDING PERSONALITY

https://www.crystalknows.com/hubfs/Content/Personality%20AI/Crystal%20-%20Personality%20AI%20-%20Ebook.pdf


Without getting too technical, when Crystal’s AI predicts personality, it uses a framework 
called DISC to classify personalities into a few categories that we refer to as D (dominance), I 
(influence), S (steadiness), and C (conscientiousness). Each of us has a primary DISC type in one 
of these categories and sometimes a secondary DISC type in another. To keep things simple, we 
separate these into easy-to-remember labels called Archetypes. 
 
You can see them all on this graphic called the Personality Map:
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Below is a breakdown of common personality traits  
within each of the categories in DISC.

 D Personality Types: Captains, Drivers, Initiators, Architects
•	 Motivated by control over the future and personal authority

•	 Tend to prefer instant, concrete results and having an advantage over competition

•	 Communicate clearly and succinctly 
 
 

I Personality Types: Influencer, Motivator, Encourager, Harmonizer

•	 Motivated by innovative, unique, creative ideas and excited by the future

•	 Tend to prefer building new relationships and experiences

•	 Communicate in a casual, expressive way 
 
 

S Personality Types: Counselor, Supporter, Planner, Stabilizer

•	 Motivated by peace, safety, and others’ wellbeing

•	 Tend to prefer security, reliability and trust

•	 Communicate in a friendly and genuine way 
 
 

C Personality Types: Editor, Analyst, Skeptic, Questioner

•	 Motivated by logic, information, and problem solving

•	 Tend to prefer accurate information and quality solutions (quality over quantity)

•	 Communicate in a business-like, fact-based way 

These differences are extremely important for your approach in every conversation with a 
customer. For example, someone who is a warm, people-oriented Supporter (S) is less likely to 
engage in a discussion about facts and data. They’d usually prefer to engage in more personal, 
get-to-know-you conversation. An Analyst (C), on the other hand, tends to enjoy learning more 
about specific, concrete information.

By identifying someone’s personality type, we can learn how to best communicate with them, 
even when working through problems.
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Direct, confident D-types can be very assertive 
when addressing issues they’re experiencing. They 
share their thoughts openly and tend to expect 
others to do the same. When working through a 
problem with a D-type, focus on getting right to 
the point. Don’t worry too much about remaining 
sensitive to their emotions; they’d rather you be 
upfront and clear about the issue at hand.

If you’re trying to resolve an issue with a D-type customer, try using phrases like: 

•	 Can you clearly lay out the problem?

•	 You’ll need to try...

•	 Here’s my suggestion...

D-TYPES

DO DON’T

•	 Assert your own authority, within reason.

•	 Be clear about the issue.

•	 Let them arrive at solutions on their own.

•	 Be passive about improving things.

•	 Restrict information.

•	 Control the conversation too much.
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Optimistic, light-hearted I-types prefer to work 
through problems in a calm, easy manner. This 
may cause them, at times, to conceal their true 
thoughts in order to move on from any negativity 
quickly. When addressing an issue with I-types, 
it’s important to try to remain upbeat and positive; 
instead of being blunt or negative, try focusing on 
relating to them emotionally and asking them for 
ideas on improving the situation. 

If you’re resolving a problem with an I-type 
customer, try using phrases like: 

•	 I’m sure we’ll be able to figure this out...

•	 In an ideal world, what could we do to 

resolve this?

•	 It seems like you didn’t like what I just said...

I-TYPES

DO DON’T

•	 Have a positive perspective.

•	 Use timely humor to diffuse tension.

•	 Pay attention to the emotion they 
display in their word choice or facial 
expressions.

•	 Neglect to consider how they may be 
feeling.

•	 Be overly critical of any mistakes on their 
part.

•	 Offer detailed, analytical explanations.
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Conscientious, empathetic S-types may have 
more difficulty than others when addressing 
problems they’re having. Because they are 
usually focused on maintaining positive 
relationships, they tend to worry about offending 
or upsetting the other person. However, because 
they tend to withhold certain frustrations, some 
S-types may come across as passive-aggressive 
when they’re overwhelmed. 

In order to effectively resolve problems with 
S-type customers, it’s important that you focus 
on communicating in a gentle, reassuring way. 
Take the time to ask them questions to fully 
understand their perspective. 
 

If you’re resolving a problem with an S-type customer, try using phrases like: 

•	 I think we can make this work...

•	 What’s your view on this?

•	 I appreciate what you’re doing...

S-TYPES

DO DON’T

•	 Use a diplomatic approach.

•	 Ask questions to understand their point-
of-view.

•	 Demonstrate compassion for their 
viewpoint.

•	 Let underlying issues go unspoken.

•	 Cut the discussion short before you have 
fully resolved the problem.

•	 Assume the issue has been resolved if 
they do not push back.
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Reserved, detailed C-types usually 
prefer to work through issues in a 
logical, step-by-step manner. They 
tend to keep emotions out of the 
conversation as much as possible and 
will likely want to have specific evidence 
to back up any claims that are made. 
It’s important to focus on being level-
headed and thorough with C-types, so 
avoid cracking too many jokes. Keep 
in mind that with C-types, a resolution 
is complete when the problem is fully 
solved, not just when progress is made.

If you’re resolving issues with a C-type customer, try using phrases like: 

•	 This is what the data shows from our side...

•	 Let’s be logical about this...

•	 What, specifically, would resolve this for you?

C-TYPES

DO DON’T

•	 Use data and evidence to prove your 
points.

•	 Approach discussion logically.

•	 Go into detail about potential solutions.

•	 Speak with emotionally-charged 
language.

•	 Be overly critical of their methods.

•	 Question their input.
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A NEW WAY OF COMMUNICATING

Every customer is different, even when they’re upset. Learning to work through issues with 
them in a way they appreciate can prevent drawn-out, mutually frustrating conversations. 
Problems will become more clear, customers will feel more at ease, and you’ll save yourself 
from countless headaches, all by practicing personality-based communication. 

For more information about personality-based communication, check out our book,  
Predicting Personality: Using AI to Understand People and Win More Business.

https://www.crystalknows.com/book
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