Dealing with

Difficult Customers

Course Objectives

Individuals and teams will learn to:

Employ empathic listening while problem solving.

Apply emotional intelligence to difficult situations.

Recognize simple communication techniques that can help you better deal with difficult
customers.

Examine your own attitude to see if it's best positioned to help solve the problem.
Handle difficult situations with tact and professionalism.

Results Key Outcomes & Insights Requirements

e Recognize your own “triggers” and howto e Confidently handle any customer  Time

address them interaction 2.5 hours
e Be skillfully prepared for conversations e A “tool kit” of communication
e Increased problem-solving ability techniques: Know what technique  Available in-person
e Happier customers and happier you to apply and when or in virtual/webinar
e Decreased handle time; increased CSAT format
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