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HOW TO HANDLE DIFFICULT CUSTOMERS:
IS THE CUSTOMER ALWAYS RIGHT?
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 could have you 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
negotiation 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 these difficult situations effectively. You will
learn to stay in control, keep yourself safe and deal with the situation and an effective and positive way.

Course Content
In this workshop you will learn:
How to stay in clam and in control
Your triggers and learn strategies to deal with your triggers
To understand why some customers react, and understand their psychological needs
The common traps that will escalate tensions with difficult customers and how to avoid them
To manage customer expectations and set boundaries
How to improve your listening and to frame questions
How to defuse difficult customers
To understand the role of good and destructive nonverbal communication
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.
**This workshop can be delivered in a half day format or a full day format.

VIOLET DHU PRESENTS: INTERPERSONAL AND WORKPLACE COMMUNICATION SKILLS TRAINING

About Violet
Violet Dhu has over twenty years’
experience in working with individuals
and teams to develop effective and
confident communication skills. She is
a graduate of the Harvard Law School,
Difficult Conversations Project and
uses her knowledge and skills as
a coach and trainer to challenge teams
to overcome their fears and to build
accountability into their communication.

Violet shows you how to have confident and effective conversations in your workplaces.
She provides training, coaching and keynote speaking in the areas of assertive
communication, interpersonal skills, difficult conversations, office etiquette, nonverbal
communication and women in leadership. She has a special interest in empowering
women to become great leaders and more assertive communicators. Violet has helped
thousands of people to speak up, communicate effectively, move into leadership and to
participate in conversations confidently. She believes that everyone has a right to speak up
and be heard.
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