ADHD at Work: Staying Calm and Collected as a

The Critical Role of Customer Service Representatives
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Customer Service Representatives are the first line of support for customers, handling inquiries, complaints, product troubleshooting,
and account management across phone, email, chat, and in-person channels. They’re responsible for resolving problems quickly,
professionally, and empathetically, often while juggling multiple systems and tight performance metrics.

Their role is critical—not just for keeping customers satisfied but for maintaining a company’s reputation, building brand loyalty, and
ensuring smooth business operations.

Common ADHD Challenges for Customer Service Reps

Customer service work can be dynamic and engaging, but it also requires emotional regulation, attention to detail, and rapid task

switching—areas where ADHD symptoms often flare up.

1. Trouble Staying Focused During Repetitive Tasks

Answering similar questions all day can lead to
boredom, zoning out, or task avoidance.
ADHDers may struggle with sustained attention,
especially when the work lacks novelty or
stimulation.

2. Emotional Reactivity During Difficult Calls

Angry or demanding customers can trigger emotional
dysregulation, leading to frustration, defensiveness,
or freeze responses.

ADHDers often feel emotions intensely and may take
negative interactions personally.

3. Managing Multiple Platforms and Systems

CSRs often toggle between ticketing systems, CRMs,
live chat, call scripts, and documentation.

Tips and Tricks for CSRs with ADHD

ADHD brains can struggle with context switching and
mental organization, increasing the risk of errors or
feeling overwhelmed.

4. Inconsistent Note-Taking or Documentation

Forgetting to log a call, update a ticket, or write follow-
up notes can create confusion or extra work.

ADHD working memory issues can make after-call
wrap-ups feel tedious or easily forgotten.

5. Time Blindness and Missed Breaks

It’s easy to lose track of time on long calls or
hyperfocus on solving a tricky problem.

This can lead to skipping breaks, burnout, or falling
behind on response times.

Customer service success doesn’t require perfection, just needs structure, support, and strategies that work with your brain. Here

are some ideas:

1. Use Call Templates and Response Scripts

Prepare reusable talking points or text snippets for
common questions.

Reduces cognitive load, decision fatigue, and
emotional pressure during live interactions.

2. Keep a “Call Summary Shortcut” Cheat Sheet

Use a pre-set format (e.g., issue > action taken > next
step) to quickly fill in call notes.

Helps keep documentation consistent, even when
your brain wants to jump to the next task.

3. Set Visual Timers or Break Reminders

Use a countdown timer, phone alarm, or on-screen
break pop-up to remind you to pause and reset every
60-90 minutes.

This prevents burnout and keeps your brain sharp.

4. Develop a Micro-Routine Between Calls

a.

b.

Use a 15-30 second pause between interactions to
stretch, breath, sip water, or reset posture.

It helps regulate emotions and brings focus back to the
next task.

5. Reduce Digital Clutter

Keep open tabs, programs, or dashboards to a
minimum.

Use dual screens, color-coding, or streamlined
interfaces to reduce distraction and make task
switching smoother.

Ways2WorkCoaching.com



6. Use Self-Talk or Affirmations to Stay Grounded 0 I don’t have to fix everything perfectly — I just
e Have a few phrases ready like: need to help.
0 They’re upset with the situation, not with me. O Pause and breathe — I've got this.

How ADHD Coaching Can Help Customer Service Professionals Succeed

Customer service is emotionally demanding, fast-paced, and often underappreciated—and for those with ADHD, it can feel especially
intense. But with the right support, ADHD coaching helps CSRs stay calm, organized, and empowered, even on the toughest days.

With ADHD coaching, CSRs can:

v" Build strategies to manage emotional responses to difficult customers

Create ADHD-friendly routines for documentation and system use

Improve focus and stamina during repetitive or long shifts

Learn tools to reduce overwhelm and avoid burnout

Leverage ADHD strengths—like empathy, quick thinking, and human connection
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If you're great with people but struggle with structure, follow-through, or emotional overload, ADHD coaching can help you stay
steady and confident in your role—without running on stress alone.
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