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Dealing with Difficult Customers

Equip your staff with the tools to 
turn a challenging situation into a 
positive customer relationship.

HANDLE DIFFICULT SITUATIONS IN THE CORRECT WAY, 
AND ITS WIN/WIN FOR BOTH YOU AND THE CUSTOMER.

COURSE OVERVIEW

Conflict is a very normal part of healthy relationships. It’s not possible for everyone 
to agree about everything all the time, and to do so can squash creativity and 
innovation. Success comes from understanding how we behave, as well as how 
we can influence others. If difficult interactions are necessary, and we approach 
those conversations with a plan, we will find that we have less difficult people to 
deal with. More often than not, we will also have more meaningful and significant 
conversations.

By learning skills to manage conflict, you can approach disagreements with 
confidence that keeps your personal and professional relationships strong.

Participants in this workshop will learn how to turn difficult situations into 
opportunities for growth, and come away with techniques to enable them to deal 
competently with a challenging situation in such a way that the organisation’s 
reputation and customer service relationship are seen in a positive way.

KEY SUBJECT AREAS

 • Conflict as Communication.

 • Trigger behaviours.

 • Benefits of confrontation.

 • Managing anger, and dealing with other peoples anger.

 • Causes of difficult behaviour

 • Conflict resolution model (the 4 D’s).

 • De-stress options to use when things get ugly.

 • Personal action plan.

LEARNING OUTCOMES

This workshop will enable the participant to:

 • Recognise how attitudes and actions affect others.

 • Find new and effective techniques for dealing with difficult customers.

 • Learn techniques and strategies for managing and dealing with anger.

 • Develop coping strategies for dealing with difficult customers and turning 
difficult situations into win/win situations.

The Dealing with Difficult 
Customers Workshop

Duration: 1 Day

Unique features
The Dealing with Difficult Customers Workshop 
is designed in New Zealand for local and 
current market trends.

 • Professional facilitators use the most up to 
date accelerated learning techniques.

 • An interactive, relaxed atmosphere with 
real world examples.

 • Modern presentation methods using audio 
and visual presentations.

Who should attend?
Anyone who is in a position where they 
regularly find themselves presented with 
customers or colleagues that are difficult to 
deal with.

Includes...
 • Resource material & workbook.

 • An internationally recognised  
customer service certificate.

 • Skill reminder card.

TURN A CHALLENGING SITUATION INTO A POSITIVE EXPERIENCE.


