Handling a
Difficult
Customer
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Getting
Started

You can develop skills to adapt to the
challenges difficult customers pose.

By improving the focus of your
thoughts and feelings you will be
better able to meet the challenges
other people pose.



= Cultivate a positive attitude

"= Manage internal and external stress

= Develop abilities to listen actively and

Workshop \O/_ empathize

ObjECtives C— * Build rapport with customers

* Understand the diverse challenges

= Develop strategies to adapt to
challenging circumstances
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MODULE TWO

The Right Attitude Starts With

You

Keeping a positive mental attitude in the face of difficulty
isn’t easy. According to psychologists, our brains seem to be
hardwired to focus on the negative, as studies have shown.




Be Grateful

It’s natural and easy to focus on the negative
things that happen in our lives.




Make
Gratitude a
Habit

e Use areminder
e Follow a routine

e Reward yourself




Keep Your Body
Healthy

Never exercise beyond your
capabilities

Drink plenty of water

Vary your routine




Invoke
Inner Peace

Cultivating positive
thinking is also a process
of invoking inner peace.
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= Be Grateful

Practical \Of_ » Make Gratitude a Habit

lllustration & = Keep Your Body Healthy

=" |nvoke Inner Peace




Module Two: Review Questions

1. Which of the following advocates keeping a gratitude

journal?




Module Two: Review Questions

2. According to scientists, keeping a gratitude journal every

day increases what?




Module Two: Review Questions

3. Which of the following is helpful in developing a habit?




Module Two: Review Questions

4. What is the average amount of time to make a habit

automatic?




Module Two: Review Questions

5. Which of the following is Not an aspect of a good exercise

routine?




Module Two: Review Questions

6. Which of the following is Not a good time to exercise?




Module Two: Review Questions

7. Meditating as little as minutes a day can help invoke

Inner peace.




Module Two: Review Questions

8. Writing about an intensely positive experience for consecutive

days still contributed to positive moods three months later.




Module Two: Review Questions

9. Our brains are hardwired to think positive thoughts.




Module Two: Review Questions

10. Sustaining a positive outlook requires




V' /7 |
Knowing your own darkness is the best method for dealing with

the darkness’s of other people.

Carl Jung
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MODULE THREE

Stress Management (Internal

Stressors)

Life is dynamic and constantly changing. This simple fact
creates emotional, mental, and physical stress.




Irritability

Listen to self-talk

Counter negative thoughts

Time out




Unhappiness
With Your
Job

Frustration with your job
is an emotional cue that
something isn’t working.



Feeling
Underappreciated

Celebrate successes

mm Listen to upbeat music

mm Appreciate humor




Not Well
Rested

Don’t force sleep
Avoid late meals
Meditate

Take a hot bath




" |rritability
Practical \Of_ = Unhappiness With Your Job

I"UStratiOn & * Feeling Underappreciated
= Not Well Rested




Module Three: Review Questions

1. Which of the following statements about stress is true?




Module Three: Review Questions

2. Emotions are intrinsically :
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Module Three: Review Questions

3. Which emotion is a sign that what you’re doing isn’t

working?




Module Three: Review Questions

4. Which is a specific strategy for counteracting frustration?




Module Three: Review Questions

5. Dejection, depression, and disappointment are examples

of what class of emotions?




Module Three: Review Questions

6. Which of the following is a strategy for inducing high

performance emotions?




Module Three: Review Questions

7. Which of the following is not a good strategy for getting

to sleep?




Module Three: Review Questions

8. Which of the following statements about rest is False?




Module Three: Review Questions

9. Which of the following is considered a distorted thinking

pattern?




Module Three: Review Questions

10. External stressors represent things that are







MODULE FOUR

Stress Management (External

Stressors)

External stressors can often be a source of frustration. You
have limited control over the things that come at you in life.




Manage Your Work
Space

Remove unnecessary items

Clean up at the end of each workday

Keep everything organized




Loud Work
Environment

Another external
stressor that can affect
you is a loud work
environment.




Co-Worker Relations




Demanding

Supervisor

A demanding boss can
be another powerful
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= Manage Your Work Space
PraCt|Ca| \Of_ = Loud Work Environment

I"UStratiOn ‘'S = Co-Worker Relations

= Demanding Supervisor




Module Four: Review Questions

1. Which type of nonessential items can you keep?




Module Four: Review Questions

2. When should you tidy up your work environment?




Module Four: Review Questions

3. What is a good strategy for handling a conflict with a co-

worker?




Module Four: Review Questions

4. Which approach is best when dealing with a conflict?




Module Four: Review Questions

5. What consideration should you keep in mind when

dealing with a demanding supervisor?




Module Four: Review Questions

6. When you have a conflict with your supervisor, how

should you approach them?




Module Four: Review Questions

7. When your co-workers are talking loudly in the

background, what should you do?




Module Four: Review Questions

8. When a co-worker asks you if you could turn your music

down, how should you handle it?




Module Four: Review Questions

9. You have complete control over the things that come at

you in life.




Module Four: Review Questions

10. Clutter at you work station can lead to:







MODULE FIVE

Transactional Analysis

Conceiving of human interaction as a series of transactions
is a helpful approach towards understanding our relations
with customers.




What is Transactional
Analysis

Transactional Analysis is an approach to
psychology that developed in the wake of two
competing schools of psychology:
psychoanalysis and behaviorism.



Parent

The Parent style is a
mimicking of parental
behavior in our
thoughts, feelings, and
behaviors.




Child

The Child style involves behavior that focuses on
fun and avoids responsibility.




Adult

when it comes to problem
solving, including

challenging interactions

with other people. r

The Adult mode is best ’




= What is Transactional Analysis

Practical \Of_ = Parent

lllustration g « Child
= Adult




Module Five: Review Questions

1. What does Transactional Analysis focus on?




Module Five: Review Questions

2. Which three components are involved in Transactional

Analysis?




Module Five: Review Questions

3. Which is an example of operating in Parent mode?




Module Five: Review Questions

4. Parent mode behaviors come from




Module Five: Review Questions

5. Which statement is an example of Child mode?




Module Five: Review Questions

6. When is it okay to operate in Child mode?




Module Five: Review Questions

7. Which transaction is Not complementary?




Module Five: Review Questions

8. What is the difference between the Adult mode and the

Parent mode?




Module Five: Review Questions

9. While discovering how to handle difficult

people/situations, the goal is to




Module Five: Review Questions

10. Transactional Analysis is an approach to psychology that developed

in the wake of which two competing schools of psychology?




AII happy families are alike; each unhappy family is unhappy
In its own way.

Leo Tolstoy



MODULE SIX

Why are Some Customers

Difficult

While many of your interactions with customers will be
pleasant and positive, you inevitably will have to interact
with customers who are difficult in some way.




They Have Truly Had a Bad
Experience and Want to Vent

When customers vent, they want a solution, but
more importantly, they want to know that they
are being heard.




They Want p—
Someone to be f
Held Accountable &

o -
Customers looking for '*
accountability feel
anxious and angry.



They Have Truly Had a Bad
Experience and Want
Resolution

When customers express that they are looking
for a resolution, they are operating in the Adult-

mode.




They are
Generally
Unhappy

Customers who are
generally unhappy people
can be exceptionally
difficult.

L




= They Have Truly Had a Bad
Experience and Want to Vent

Practical \O,_ = They Want Someone to be Held

Accountable

lllustration 4

= They Have Truly Had a Bad
Experience and Want Resolution

" They are Generally Unhappy




Module Six: Review Questions

1. Venting is a productive way to




Module Six: Review Questions

2. A good customer service strategy for customers who want

to ventis to




Module Six: Review Questions

3. What does it mean to be accountable?




Module Six: Review Questions

4. True or False: Apologizing for a customer’s bad

experience means you are accepting blame.




Module Six: Review Questions

5. Customers who are looking for a resolution to their

problem are operating in what Transactional Analysis mode?




Module Six: Review Questions

6. When a problem will take time to resolve, it’s best to




Module Six: Review Questions

7. Generally, unhappy people exhibit many distorted

thinking styles, but which one is most common?




Module Six: Review Questions

8. What is a strategy to employ when handling generally

unhappy people?




Module Six: Review Questions

9. Your best bet is to avoid difficult customers.




Module Six: Review Questions

10. Angry customers have no right to feel that way.




Remember.thdt aperson’s name is to that person the

sweetest and most important sound in any language.

Dale Carnegie



MODULE SEVEN

Dealing With Customers Over

the Phone

Audio aspects become magnified, including your tone of
voice and any noises occurring in the background.




Listen to the
Customer’s Complaints

Encourage

Repeat

Paraphrase

Empathise




Build
Rapport

Use their name
e Smile
e Think “we”

e Be honest




Do Not Respond With
Negative Words or Emotion

If you respond with negative words or
emotions, this can reinforce that negativity.




Offer a Verbal
Solution to
Your Customer

Offering a solution helps
to diminish a customer’s
anxiety.




= Listen to the Customer’s Complaint

= Build Rapport

= Do Not Respond With Negative
I"UStrathn ‘= Words or Emotion

Offer a Verbal Solution to Your
Customer

Practical N
Q_




Module Seven: Review Questions

1. Which of these is Not an aspect of active listening?




Module Seven: Review Questions

2. Which of the following is Not an open-ended question?




Module Seven: Review Questions

3. Which ice-breaker subject should you avoid?




Module Seven: Review Questions

4. What kind of pace and tone of voice aids in rapport

building?




Module Seven: Review Questions

5. What is a positive alternative to accepting fault?




Module Seven: Review Questions

6. What is a positive alternative to the word “frustrating”?




Module Seven: Review Questions

7. When a customer does not agree to a verbal solution,

what should you do?




Module Seven: Review Questions

8. What are the components of a verbal solution?




Module Seven: Review Questions

9. When you eliminate , your other senses tend

to become sharper.




Module Seven: Review Questions

10. What sense do you not use when dealing with

customers on the phone?







MODULE EIGHT

Dealing With the Customer In
Person

In-person interaction offers greater challenges and greater
opportunities to build rapport than when speaking them on
the phone.




Listen to the
Customer’s Concerns

Make eye contact

mm Use good posture

Use positive non-verbal

communication




Build
Rapport

e Appearance
e Body language

e Expressions




Respond With Positive
Words and Body Language

Dress the part

Relax and smile

{ s

Be aware of body and posture

Use appropriate vocabulary
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Aside From
Words

Good customer service
means you have to go
deeper to find true
resolution.




= |isten to the Customer’s Concerns

Practical <l = Build Rapport
) Q ' = Respond With Positive Words and

Body Language

lllustration g

= Aside From Words




Module Eight: Review Questions

1. What does faking empathy look like?




Module Eight: Review Questions

2. When is it okay to fake it?




Module Eight: Review Questions

3. Which is Not an example of a non-verbal encourager?




Module Eight: Review Questions

4. You should get faster at a task




Module Eight: Review Questions

5. What are three additional components involved in face-

to-face rapport building?




Module Eight: Review Questions

6. Having a desk or counter between you and the customer

has what effect?




Module Eight: Review Questions

7. When an actual solution has been reached




Module Eight: Review Questions

8. When verbal and non-verbal communication disagree,

which one supersedes the other?




Module Eight: Review Questions

9. Dealing with a customer in person has




Module Eight: Review Questions

10. Continuous eye contact is important, when dealing with

customers face-to-face.







MODULE NINE

Sensitivity in Dealing With

Customers

Developing strategies for specific customer situations will
make those difficult customer situations less challenging.




Customers Who Are
Angry

Dealing with a customer who is angry requires
patience and the utmost care in managing your
ownh mood.




Customers
Who Are
Rude

Your role isto act as a
partner with the
customer.




Customers With Different
Cultural Values

We all come from different backgrounds; how
people express anger may differ widely.




Customers
Who Cannot
Be Satisfied

e Ask questions

e Remember the actual
problem

e Try everything




= Customers Who Are Angry

= Customers Who Are Rude

= Customers With Different Cultural

lllustration /\ Values

= Customers Who Cannot be
Satisfied

Practical N
Q_




Module Nine: Review Questions

1. Which is Not an example of an auto-defense mechanism?




Module Nine: Review Questions

2. What is Not a positive strategy in handling an angry

customer?




Module Nine: Review Questions

3. Which is an example of a respectful way to warn an

abusive customer?




Module Nine: Review Questions

4. How often should you use a “three strikes you’re out”

policy?




Module Nine: Review Questions

5. Which distorted thinking pattern most frequently emerges in people’s

thoughts when handling a customer with a different set of cultural values?




Module Nine: Review Questions

6. According to this module, which culture expresses anger

through improperly arranged flowers?




Module Nine: Review Questions

7. Which of the following is Not a good strategy for handling

a customer who cannot be satisfied?




Module Nine: Review Questions

8. What can you do when a customer wants a solution that

you can’t deliver?




Module Nine: Review Questions

9. When dealing with difficult customers, practice makes

perfect.




Module Nine: Review Questions

10. Dealing with a customer who is angry requires patience

and the utmost care in managing mood.







MODULE TEN

Scenarios of Dealing With a

Difficult Customer

In order to handle certain scenarios, it’s important to have a
strategy in place before you find yourself in that situation.




Angry Customer

[eoe

Offer alternative
( solutions

Discover
( strategies




Rude
Customer

e Explore steps

e De-escalate the
situation

e Avoid correcting the
customer

e Phrase a warning



A Customer From
Another Culture

Communication Cultural

strategies differences




An Impossible
to Please
Customer

e Express empathy
e Explore alternatives

e |nvolve the CEO




= Angry Customer

Practical \Of_ = Rude Customer

"lUStration ‘= = A Customer From Another Culture

= An Impossible to Please Customer




Module Ten: Review Questions

1. In the Angry Customer scenario, which of the following is

Not a good strategy?




Module Ten: Review Questions

2. How might you accept accountability for the customer’s

problem?




Module Ten: Review Questions

3. In the Rude Customer scenario, which of the following Is

the best strategy?




Module Ten: Review Questions

4. What other strategy might you employ in this situation?




Module Ten: Review Questions

5. In the Customer from Another Culture scenario, which is an

effective strategy for handling your difficulty in understanding them?




Module Ten: Review Questions

6. What can you do if the customer wants to haggle over the

price of something?




Module Ten: Review Questions

7. In the Impossible to Please Customer scenario, which is

Not a good strategy?




Module Ten: Review Questions

8. In the Impossible to Please Customer scenario, what is

the real problem?




Module Ten: Review Questions

9. When dealing with difficult customers, it’s important to

have before you find yourself in that situation.




Module Ten: Review Questions

10. By engaging in , You can practice what

strategies you might implement.







MODULE ELEVEN

Following up With a Customer Once
You Have Addressed Their Issue

The difference between having a customer who is satisfied
and a customer who will remain loyal can be determined in
the follow-up.




Call the Customer

It’s a good idea to follow up later and make sure
their issue remains resolved.




Send the
Customer
an Email

Let at least 24 hours pass
before doing so.




Mail the Customer a
Small Token

Make sure that whatever you send is
appropriate and within your company’s policies.




Snail-Mail a
Handwritten or
Typed Letter

A letter allows time to
pass between the initial
interaction and the
moment your customer
receives it.




= Call the Customer

Send the Customer an Email

Practical

Mail the Customer a Small Token

lllustration

® Snail-Mail a Handwritten or Typed
Letter




Module Eleven: Review Questions

1. What should you do before ending your interaction with a

customer?




Module Eleven: Review Questions

2. Why should you follow-up?




Module Eleven: Review Questions

3. What advantages does email have over a follow-up call?




Module Eleven: Review Questions

4. How long should you wait before sending a follow-up

email?




Module Eleven: Review Questions

5. When sending a token or gift to a customer what should

you consider?




Module Eleven: Review Questions

6. Why would you send a gift or coupon to a customer?




Module Eleven: Review Questions

7. Which is Not an advantage of sending a handwritten

letter through snail mail?




Module Eleven: Review Questions

8. What's the best approach towards sending a letter

through the mail?




Module Eleven: Review Questions

9. What can help create a loyal customer?




Module Eleven: Review Questions

10. Some companies prefer that you do not call a customer

to follow up.




MODULE TWELVE

Wrapping Up

Although this workshop is coming to a close, we hope that
your journey to understanding Handling a Difficult
Customer is just beginning.




Words From the Wise
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Kind words may be short No situation can become It is not the strongest of the
and easy to speak, but their favorable until one is able to species that survives, nor
echoes are endless. adapt to it and does not the most intelligent, but the
wear oneself out with one most responsive to
- Mother Teresa mistaken resistance. change.
- | Ching (The Classic of - Charles Darwin

Changes)
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