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Customer Always Right?
Karratha Workshop 18 February

It is common for customer service staff to have to deal with annoying, rude, unreasonable and angry
customers. It can leave you wondering what you have done wrong and what you could have done differently.

Kate Shonk from Harvard Law said, “When it comes to learning to deal with difficult people, we are taught that
the customer is always right.” But this is not always the case. When dealing with difficult customers,
employees need more than just platitudes and apologies. They need effective communication skills and tools.

Customer service staff need to have a high level of emotional intelligence, self-awareness and conflict
resolution tools when dealing with these difficult customers. Things go wrong, and customers react in ways
that can be threatening and insulting.

This workshop will give you the skills and tools to deal with the situation in an effective and positive way.
You will learn to stay in control, keep yourself safe and deal with the situation and an effective and positive
way. In this workshop you will learn:

Course Content

m How to stay clam and in control ® To manage customer expectations and set
: . . . boundaries
B Strategies to identify your own triggers and . . .
how to deal with these triggers ® How t_o improve your listening and to frame
questions

® To understand why some customers react,

and understand their psychological needs " How to defuse difficult customers

® To understand the role of good and

® The common traps that will escalate . i
destructive nonverbal communication

tensions with difficult customers and how to
avoid them B To ensure that safety comes first

This workshop
focuses on the skills
of managing
customers who are
difficult to handle,
regardless of who is
right or wrong. A
difficult customer
handled well can be
converted into a loyal
customer.
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How To Handle Difficult 2  a
Customers - Is The
Customer Always Right?

Date Monday Time 9:00am to 12:30 pm

Corporate Communication €xperts

Venue TBA
Investment $210 + GST

What's included Morning tea, comprehensive course notes and free newsletter

BIOGRAPHY of Violet Dhu

Violet has over 20 years' experience working with organisations and teams to
develop effective and confident communication skills by teaching leaders to embrace
those difficult conversations. Her degree in Social Work and her work in disability,
mental health, aged care, the mining sector and employment assistance programs
(EAP) make her an expert at those difficult and pointy ended conversations. This

makes her message relevant to all leaders and their organisations.

As an experienced trainer, speaker, coach and graduate of the Harvard Law
School Negotiation and Difficult Conversations Project Violet can engage
people and put them at ease, so they can learn to increase their self-awareness

and optimise their communication with others.

Violet has worked with many organisations and leaders to enhance their ability to
be confident in their communication and deal with the pointy end of communication
in the workplace. Many leaders and Managers avoid these difficult conversations

to the detriment of their employees and at a significant cost to the organisation.

4 Violet's belief is that if you learn to be honest and respectful in your communication,
then people will trust you, listen to you and work effectively with you.
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REGISTRATION
|
Name of Participant ‘ ‘
Phone Number
Email AddreSS Your most unhappy
customers are your greatest
Return to: Peter Dhu at info@peterdhu.com.au source of learning.

or Fax 08 6314 1620

On receipt of your registration | will send out a tax invoice for - Bill Gates
payment before the workshop. Payment can be made via

cheque, money order, EFT bank transfer or via credit card

using PayPal.

Thank you for your business. @ 0408930993
Peter Dhu

@ violet@violetdhu.com.au

@ www.violetdhu.com.au



