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Training Solutions for the Caring Employer





ADVICE  (  TRAINING  (  WORKSHOPS  (  SEMINARS  (  FACILITATION








  Dealing with Angry, Hostile or Difficult Customers - Opportunity through customer service





It is perfectly natural to feel threatened, helpless & angry, when customers are angry or abusive. However there are techniques we can use to defuse hostile situations & calm angry customers.











The customer is NOT always right. However the customer has a right to have their complaints heard provided they behave in a civil & constructive way.


Self-control is the key. If we lose control of ourselves, control of the situation is lost & that won’t produce a positive result for anyone.





Our practical workshop will equip your customer facing staff with tools to handle difficult situations calmly and confidently.





Areas covered include: -








What angers people? - Conflict provoking behaviours





The nature of angry, hostile and abusive behaviour





What angry people need & want





Using positive language





The defusing process





Successful negotiating





Putting it all into practice – making it work for your organisation





Tel:01384 878287


( lynneh@ethicaltraining.co.uk











