
Alex says, “I'm really frustrated and at my wit's end.
Ever since I installed version 2.5, my software keeps

crashing without saving my changes. It's making it
impossible to get any work done, and I'm falling

behind on my projects.”

Alex responds, “Sure, the crashes usually
happen when I'm trying to save my work or
switch between different tools within the

software. I sometimes see an error message
that says 'Unexpected error occurred' before
it crashes. It's really disrupting my workflow.”

Alex responds, “It's not like I'm doing
anything unusual or weird. The software just
crashes out of nowhere, and I keep getting
this 'Unexpected error occurred' message.
It's really frustrating because I keep losing

my work, and it's making it impossible to get
anything done. What else do you want me to

tell you?”

Alex responds, “Of course I tried restarting
my computer! I even reinstalled the software,

but nothing seems to work. It's really
frustrating because I need this software to do

my job, and these crashes are making it
impossible to get anything done. I need a real

solution, not just basic troubleshooting
steps.”

Alex responds, “Are you kidding
me? I've already told you that I've
done all the basic troubleshooting

steps! The crashes happen
randomly, sometimes when I'm

saving a file, other times when I'm
just navigating through the menus,
and the error messages are just a

bunch of technical jargon that
doesn't help me at all."

Alex responds, “This is extremely
frustrating. This conversation did

not help solve my issue at all.”

Unfortunately, your approach did
not resolve the problem, and Alex
felt frustrated. This is a common
issue that can often be resolved
quickly. Consider reviewing your

software training materials, and then
revisit the scenario to resolve this

case.

Alex responds, “Umm, yes, I
usually have a few other

programs running, like my email,
a web browser with several tabs
open, a spreadsheet application,

and sometimes a video editing
software. But I've always worked
this way, and it never caused any

issues before the update.”

Alex responds, “Uh, I'm not really
sure what all that means. I'm just

trying to get my work done
without the software crashing. Can

you explain what I need to do
again?"

Alex responds, “If you
must know, I was just

trying to save my
document like I do all day,

everyday.”

Alex responds, “That worked!
Thank you for your help. Now I can
continue my work and know what

to do in case it crashes again. I
can’t wait until the new update

releases, though.”

Great. You resolved the issue
efficiently, asking straightforward

questions and making Alex feel
respected and understood.

Alex responds, “That solved the issue, but the I didn’t feel very
reassured by this conversation. I hope you’re kinder and more

patient with your other clients.”

You resolved the problem, but there's room for improvement in
how you communicate with Alex. Consider restarting the scenario

and focusing on responding in ways that make Alex feel more
respected and understood. This will help ensure a more positive

customer experience.

Let’s gather some details so we can resolve it quickly.
Can you tell me when the crashes occur?  For

example, does it happen when you're performing
certain actions or using specific features? And do

you see an error message?

This isn't the experience we want you to
have.  Can you give me a detailed rundown

of everything you were doing when the
software crashed?”

Software updates can sometimes cause issues.
Have you tried to do anything on your own

already, like restarting your computer or
reinstalling the software?

Alex, a customer at [your software company], calls to report a common glitch related to the
new update. As the conversation progresses, select the most suitable response from the

choices provided to effectively address and resolve Alex's complaint.

I understand this is
frustrating, but I was not

implying anything unusual. To
find a solution, I need to

understand what you were
doing when the software

crashed. Can you please tell
me when the crashes occur?

Well, those are the first steps everyone
has to take. If you follow them correctly,

the issue should be resolved. Are you
sure you didn't miss anything? Please
provide more details about when the

crashes happen and whether you see any
error messages?

Well, if you can't provide
specific details, there's not
much I can do to help you.

Maybe you should try
contacting someone else

who can assist you better.

 I'll escalate your issue to
our technical team right
away, and they'll take a
closer look at the error

messages and crashes. In
the meantime, can you

send me any screenshots
or logs of the error

messages? This will help
us diagnose the problem

faster.

I completely understand your
frustration, Alex. It sounds like you've
already tried a lot on your own. Please

tell me a few more details about the
issue. Can you describe the specific

actions you were working on when the
software crashed and what error

message your are seeing?

Thank you for providing those details,
Alex. Are there any other programs

running in the background when the
crashes occur?

I apologize for the
misunderstanding. Could you
please describe the tasks you

were working on when the
software crashed so I can better
understand the issue and find a

solution? Any details you can
provide will be helpful.

Wow, that's quite a lot of
applications to have
running at once! No

wonder your system is
struggling. Maybe it's

time to streamline your
workflow a bit. Please
close the video editing

software because it
consumes a lot of

resources, and that
should help the software

run more smoothly.

Just to confirm, it
sounds like your
software crashes

when you are trying
to save a file or

navigate through
menus. Do you have
any other programs

running in the
background when the

crashes happen?"

It seems like the issue might
be due to excessive CPU

and memory usage caused
by running multiple high-

demand applications
simultaneously. This can

lead to resource contention
and insufficient allocation

for the software's
processes, resulting in

crashes. Have you
monitored your system's
performance metrics to

identify any spikes in
resource utilization during

these events?

Could you also let me know if
there are any other programs

running in the background
when the crashes occur? This

information will help us identify
if there's a conflict causing the

issue.

Alex responds, “Again, if you must know, I
have my email open and a web browser

with several tabs, a spreadsheet
application, and sometimes a video

editing software. But I've always worked
this way, and it never caused any issues

before the update.”

The update seems to have
changed how the software

interacts with other
applications. Could you try

closing the video editing
software and any

unnecessary browser tabs?
These can be quite

resource-intensive. I
apologize for this

inconvenience and will
forward this issue to the

developers.

Could you tell me if there are any
other things running on your

computer when the crashes happen?
Like, do you have other software

open, or maybe some background
processes? Also, what kind of tasks
are you doing when it crashes? Are
you saving files, switching tools, or

something else?"

Alex responds, “Wow this feels like
an interrogation. Can I speak with

someone who can actually help me
solve my problem?”

Unfortunately, your approach did
not resolve the issue, and Alex felt
increasingly frustrated. Consider

revisiting the scenario and focus on
asking questions that more

efficiently address the core of the
problem.

Let me put this in simpler
terms. You should shut
down some of the other
applications, especially

the video editing
software.

Thank you for providing those details,
Alex. Let’s identify any potential resource

contention or system bottlenecks will help
us diagnose the issue more effectively.
Could you tell me if there are any other

applications or processes running
concurrently when the crashes occur?

Thanks for sharing that with
me. It helped me come up

with a possible solution. Try
shutting down the video

editing software and
unnecessary browser tabs. 

Oh, I apologize. The video
editing software can be quite

resource-intensive and the
update seems to have changed
how the software interacts with

other applications. Could you
please close the video editing
software and any unnecessary

browser tabs?

That’s the information I
needed to know. Now, I can

finally help you come up
with a solution. Shut down
your video editing software
and unnecessary browser

tabs.


