
Course Topic - Managing the Difficult Customer

Course Descr ipt ion

When asked to  descr ibe  the  most  d i f f i cu l t  par t  o f  the i r  jobs,  mos t  ser v ice  peop le  c i te  two ma jor  obs tac les  — cus-
tomer  p roblems and angr y  cus tomers !  Le t ’s  face  i t . These  types  o f  con f l i c t  a re  a  par t  o f  ser v ice. Ser v ice
prov iders  don ’ t  look  fo rward  to  encounter ing  d i f f i cu l t  cus tomers,  bu t  they  shou ld !  Because the  d i f f i cu l t  cus tomer
prov ides  an  obv ious  oppor tun i ty  to  reso lve  a  p roblem.  

On ly  one  in  twenty  d issa t i s f ied  cus tomers  compla in . The  o ther  n ine teen  don ’ t  compla in  o r  become d i f f i cu l t . They
jus t  wa lk  away and te l l  ten  to  twenty  o ther  peop le  about  the i r  negat ive  exper ience. Th is  k ind  o f  adver t i s ing  can
be dead ly  to  a  company ’s  ser v ice  image. Th is  i s  why  those  o f  us  who wor k  in  ser v ice  shou ld  we lcome cus tomers
who vo ice  compla in ts  and  be  p repared  to  so lve  p roblems and res to re  the i r  goodwi l l . 

Dur ing  th is  course,  par t i c ipan ts  w i l l  l ea r n  to  apprec ia te  d i f f i cu l t  cus tomers  and  to  become more  comfor table  dea l -
ing  w i th  con f l i c t  s i tua t ions. They  w i l l  l ea r n  sk i l l s  and  techn iques  to  ca lm angr y  cus tomers  and  to  reso lve  the i r
p roblems.  Through ro le  p lay  and  o ther  ac t i v i t ies,  par t i c ipan ts  w i l l  p rac t i ce  con f ron t ing  angr y  cus tomers  and  ap-
p ly ing  p roblem so lv ing  techn iques. 

Genera l l y,  peop le  may choose one o f  th ree  bas ic  approaches  when fac ing  con f l i c t . These approaches  a re  aggres-
s ive,  asser t i ve  o r  pass ive. 

Cus tomer  p roblems c rea te  con f l i c t . Mos t  peop le,  inc lud ing  ser v ice  p rov iders,  do  no t  en joy  con f l i c t . I f  se r v ice  peo-
p le  fe l t  more  comfor table  hand l ing  con f l i c t ,  perhaps  d i f f i cu l t  cus tomers  wou ld  no t  be  so  d i f f i cu l t !  A  lesson about
con f l i c t  may  be  lear ned f rom na ture. 

Course Object ives

In fo r mat ion ,  ac t i v i t ies,  and  p rac t i ces  p rov ided  dur ing  th is  course  w i l l  enable  the  s tudent  to :

1 . Accept  con f l i c t  as  a  na tu ra l  par t  o f  ser v ice.

2 . Respond more  e f fec t i ve ly  to  d i f f i cu l t  cus tomers  and  s i tua t ions.

3 . Recogn ize  and  ca lm angr y  cus tomers.

4 . L is ten  to  be t te r  unders tand  the  p roblem and the  cus tomer ’s  fee l ings.

5 . Express  empathy  w i th  the  cus tomer ’s  fee l ings  and  problems.

6 . Demonst ra te  th ree  d i f fe ren t  ways  to  agree  w i th  cus tomers.

7 . Apo log ize  e f fec t i ve ly  when ser v ice  fa i lu res  occur.

8 . Present  the  cus tomer  w i th  op t ions  fo r  reso lv ing  the  p roblem.

Okefenokee Technical College and Waycross-Ware County Chamber of
Commerce presents the second quarter 2010 Lunch & Learn Program.

Date and Time: Thursday, May 13, 2010, 11:30am til 1:30pm.
Location: Room 210 at OTC
Registration: $20 for 1st participant, then $15 for each additional participant from same business
Call Heather at the chamber office to make your reservations: 912-283-3742.
Lunch will be provided and served at 11:30am.
Deadline for Registration: Monday, May 10, 2010 at 5:00 pm


