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From Good to Great - Winning over the customer
PARTICIPANT MANUAL
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Working With Difficult Customers
As customer service professionals, we may occasionally find ourselves facing or handling “difficult customers”. When we have to deliver bad news, saying “no” to customers or to people in power, we are often tempted to placate with a “yes”. It is indeed a challenge trying to balance the need to be service-oriented and the need to deliver difficult messages to our customers.
Providing customer service excellence hinges on providing great service to everyone who contacts your organization for problem resolution or information. In short, you need to provide consistently great customer service to all your customers, including those who are angry, have unrealistic expectations, or ramble; and this program can help you do that.
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A casual observer of our society might conclude that we are becoming more aggressive, more abusive, and less tolerant of frustration. As an employee you probably wonder what the heck is happening with people. It appears that angry, hostile and abusive behavior is increasing, and any employee in every company has become convenient targets for the frustrated and angry.
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The escalation cycle is a process where an individual becomes hostile or enters in an angry state of mind, and by virtue of less than optimal treatment, becomes more and more frustrated and abusive. In a typical escalation cycle, the employee over-reacts which in turn, increases the anger of the client. If the cycle is not interrupted, the situation becomes a crisis situation, out of control, where people may be put at risk.
Severe situations are occurring more often -- threats of violence and even physical violence are increasing, although they are still rare. Verbal abuse of employees is on the rise, and while we don’t see this kind of abuse reported in the media, it is becoming more common. For some, depending on the nature of the business, verbal abuse is often an everyday occurrence.
The Difficult Person MINDSET
Service providers who don't learn how to work well with difficult people lose their hair, their marbles, and their customers. The nature of your job requires that you sometimes work with customers who may drive you up a wall. And to do this we must understand the mindset of that difficult customer.
No matter how much time you spend on delivering good customer service, sometimes it’s just not enough. There will always be customers who are not satisfied with the kind of support and service you provide. However, the key is to learn how to handle these situations head-on, while serving your customers and protecting your integrity at the same time.
GROUP 1 

These customers tend to bully service employees who they know are expected not to react visibly to unfair treatment by customers.
GROUP 2 

The unfair customer, who believes “the company is always wrong.” Blamers criticize a company’s products, policies, and people at all levels for the slightest shortcoming. They are particularly difficult customers for the healthcare industry.
GROUP 3 

This type of customer ignores policies and procedures when they find they don’t mesh with their own goals. The researchers suggest that chronic rule breakers may be mild versions of con-artists.
GROUP 4 

This customer’s main goal is personal financial gain. Some opportunists demand compensation by exaggerating problems in products or services, while others, known as penny-ante opportunists, aim to “stiff the little guy” in some way, like not tipping service employees because they feel they don’t have to.
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Who do you deal with the most?
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NOTES
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Managing Difficult Conversations
The Managing Difficult Conversations Process is about reducing emotion – in both the other person and yourself. The goal is to keep your energy levels up, stay focused and calm.
When it comes to dealing with difficult customers – always deal with:

Key Steps Include:
· Cultivate an attitude of discovery and curiosity.
· Consciously put anger aside and plan, in advance, what you are going to say.
· Anger can worsen an already difficult situation and cause people to jump to faulty conclusions and overreact.
2.    

· Listen Actively - especially for tone of voice, volume and pace.
· Let them talk until they’re finished - Don’t interrupt except to acknowledge.
· Try to learn as much as you can in this phase of the conversation.
· By acknowledging the other person’s point of view, you can convey that you are okay with their feelings and create a sense of safety.
· Be conscious of how you frame your conversation. When people are judgmental, it tends to escalate already volatile situations.
· Avoid accusatory language - frame discussions with “I-messages”.
· Tell the upset person what you can do.
· This is an extremely important step - place the same emphasis here as in the greeting. Review actions and times.
· Angry and irate clients can be very stressful - this may mean taking a few minutes for a quick break.
Take Care Of Yourself!!!
1. 

Decrease tension - resume a normal breathing and heart rate.
2. 

Help restore your voice to its normal pitch and keeps you calm.
3. 

Envision yourself standing next to the speaker, looking at the problem.
4. 

Eliminate negative thoughts and attitudes by using positive words like “I know what to do.”
What Is Happening When We Are Angry?
When we get mad, our rational prefrontal lobes shut down and the reﬂexive back areas of the brain take over. A tense body pumps out cholesterol and a group of chemicals called catecholamine, which encourage fatty deposits to pile up in the heart and carotid arteries. It’s no surprise, then, that angry people are three times more likely to have a heart attack than those less prone to fury.
The 
 This
part of your brain deals with emotion, and when angry - is going crazy. It wants to do something, and the time between a trigger event and a response from the amygdala can be a quarter of a second.
The 

But if you're constantly being activated by triggers, however, then this state of response can start to cause damage. Chronically angry people may not have the mechanism to turn off these effects. They may not produce acetylcholine, a hormone which tempers the more severe effects of adrenaline. Their nervous system is constantly working and can eventually become overexerted
This is why you get a lot of advice about counting to 10 when angry. The ﬁght-ﬂight-freeze response can prompt your nervous system to cut blood ﬂow to your stomach and divert it to your muscles, impacting intestinal-tract contractions and digestive secretions. Stress can also increase stomach acids.
Practicing Empathy
Empathy is the most powerful word in the English language.
 Empathy 

The goal of empathy is to try to move with the person, think like them and express genuine concern for their plight, even if you don’t agree with them or their behaviour. The moment that you stop thinking like the other person is the moment that you will have problems.
The Ultimate Empathetic Sentence

This sentence leads into a paraphrasing technique and is full of conciliation, cooperation and sincerity.
When listening to the other person's point of view, the following responses are often helpful:
	WHAT TO DO
	HOW TO SAY IT

	

 the other person to share his or her issues as fully as possible.
	"I want to understand what has upset you." "I want to know what you are really hoping for."

	
 the real issues, rather than
making assumptions. Asking questions gives you information, and lets the person know you are trying to understand.
	"Can you say more about that?" "Is that the way it usually happens?"

	
 what you have heard, so both
are able to see what is understood so far - the other person will then realize that additional information is needed.
	"It sounds like you weren't expecting that to happen."

	
feelings - be as clear as possible.
	"I can imagine how upsetting that must have been."

	
 the concerns of the other, even if a solution is elusive at this time.
Expressing appreciation can be powerful if conveyed with integrity and respect.
	"I really appreciate that we are talking about this issue."
"I am glad we are trying to figure this out."


Difficult Customers & Clients - Company Scenarios

Scenario 1: Policy Cancelled
1. Confirm Details
 SHAPE  \* MERGEFORMAT 




2. Remember Professionalism
 SHAPE  \* MERGEFORMAT 




3. Verify
 SHAPE  \* MERGEFORMAT 




4. Listen & Empathize
 SHAPE  \* MERGEFORMAT 




5. Question
 SHAPE  \* MERGEFORMAT 




6. Provide Directions
 SHAPE  \* MERGEFORMAT 




7. To Problem Solving
 SHAPE  \* MERGEFORMAT 




8. Get Agreement
 SHAPE  \* MERGEFORMAT 




9. Conclude & Follow Up
 SHAPE  \* MERGEFORMAT 




NOTES




Power Words To Use
Words
1. “Definitely” - 2. “Surely” - 3. “Absolutely” - 4. “Certainly”
Phrases
1. “Rest Assured Mr. 
”
2. “I do understand the inconvenience you have faced…”
3. “I will be more than glad/ happy to assist you….”
4. “I completely understand the reason why / your situation….”
Personal Ones
5. “I will ensure that…”
6. “What I will do for you right away is……”
7. “I assure you I will try my best…..”
8. “What I can do for you right now is ….”
9. “I’m sorry for the inconvenience that you have faced, what I can do for you is ….”
Advisory
10. “I would suggest / I recommend…..”
11. “To avoid a similar inconvenience in future I request you to….”
Procedures
12. “All you need to do is to just….”
13. “A simple way / method to change it will be to…..”
14. “As soon as you receive…”
Benefits
15. “You will surely be able to enjoy…..”
16. “You will ONLY be charged…..”
17. “We have a variety of …..’
18. “It’s a wonderful service where instead of 
, you can
’
19. “This is the best plan/scheme for your requirements
’
20. “For just 
.…you can
”

11
	Instead Of …
	Try Using …

	No problem
	 


	Hang on a sec
	 


	Yeah
	 


	Uhh
	 


	I don’t know
	 


	It is our policy
	 


	Procedure dictates
	 


	I can’t
	 


	Not allowed
	 



Phrases To Avoid
We all recognize that the words we use can impact how others see us. But every day, many of us use phrases that can chip away at our credibility - and a customer's service experience. We call these tragic phrases. They are phrases that:
· Put distance between you and a customer
· Create uneasiness
· Imply a lack of action or responsibility
· 
Are impersonal or vague
· re inappropriate slang
1. 

2. 

3. 

4. 

5. 

6. 

Tactics To Remember:
· e patient and concentrate
· eak slowly and distinctly
· e extra courteous


· void using slang or industry jargon
· eak in a normal tone of voice
· iterate what has been said
Company Scenario 2: Coverage Before Treatment
In this scenario it is important to watch our pace so that as we communicate hew information, it is easy for the listener to follow.
1. Confirm Details
 SHAPE  \* MERGEFORMAT 




2. Remember Professionalism
 SHAPE  \* MERGEFORMAT 




3. Verify
 SHAPE  \* MERGEFORMAT 




4. Acknowledge & Explain
 SHAPE  \* MERGEFORMAT 




5. Listen
 SHAPE  \* MERGEFORMAT 




6. Educate
 SHAPE  \* MERGEFORMAT 




7. What I can do is...
 SHAPE  \* MERGEFORMAT 




8. Get Agreement
 SHAPE  \* MERGEFORMAT 




9. Conclude
 SHAPE  \* MERGEFORMAT 




10. Offer Assistance & Thank
 SHAPE  \* MERGEFORMAT 




NOTES





The Hook...The Bait
The major purpose or goal of the attacker is to control you and your behavior. The attacker wants to take and hold the initiative, forcing you to react and respond, rather than the other way around. The primary technique the attacker uses to maintain control is the use of the hook.
The hook consists of 


If you respond to the hook you hand over control of the conversation to the attacker, which is exactly what he/she wants. The hook is used to upset you enough so that you will be off balance, as a result of being angry or intimidated.
What are some of the hooks your clients use on you?




Company Scenario 3: Slow Payment
Here the first few steps are similar to previous call scenarios. The difference with this call flow is that in this scenario it is important to watch our pace so that as we communicate new information, it is easy for the listener to follow.
1. Confirm & Professionalism
 SHAPE  \* MERGEFORMAT 




2. Remember
 SHAPE  \* MERGEFORMAT 




3. Verify
 SHAPE  \* MERGEFORMAT 




4. Listen & Empathize
 SHAPE  \* MERGEFORMAT 




5. Explain
 SHAPE  \* MERGEFORMAT 




6. Listen
 SHAPE  \* MERGEFORMAT 




7. Offer Solution
 SHAPE  \* MERGEFORMAT 




8. Get Agreement
 SHAPE  \* MERGEFORMAT 




9. Conclude & Thank
 SHAPE  \* MERGEFORMAT 




NOTES


Effective Communication

Professor Albert Mehrabian has pioneered the understanding of communications since the 1970's. Aside from his many and various other fascinating works, Mehrabian established this classic statistic for the effectiveness of spoken communications:

 % of meaning is in facial and body expression.

 % of meaning is paralinguistic (tone, style).

 % of meaning is in the words that are spoken or read.
Effective communication must be CONSCIOUS and involves:
· Commitment
· Self-Observation
· Going beneath the surface
· Separating intention from conduct
· Separating facts from feelings
· Using “I” messages
· Willing to learn
· Willing to admit mistakes
Listening vs. Hearing
Listening is:

Hearing is:


Active Listening Process
Everything in communication hinges on listening; it is the gateway through which all types of communication passes. One of the greatest gifts a listener offers a speaker is an awareness totally focused on what the speaker said and what they understood.
1. 

2. 

3. 

4. 

Dimensions of Listening
Listening is both visible and invisible. The visible aspects help reassure the speaker that the listener is actually listening. The invisible aspects – what is going on in the listener’s mind – are more difficult for the speaker to immediately assess, but in the long run, their existence or absence becomes evident through the quality of the listener’s response.
Staying Focused - is entirely invisible because it involves actions that happen in the mind of the listener.
Capturing the Message – is both visible and invisible. Visible actions are asking questions and offering summaries; invisible ones are keeping an open mind and mentally processing information.
Helping the Speaker - is completely visible – it involves outward signals, verbal and physical – allowing the listener to convey respect for and encourage the speaker.
Also Keep In Mind
1.  

 -
Get upset on behalf of your client. When you become upset on behalf of your client they will recognize that you do realize that their problems are important to you.
2.  

 -
a. Watch tone, inflections and speed of speech – yours
b. and theirs
3.  

 -
Repeated words and phrases indicate the importance. Listen actively.
4.  

 - Ask for permission to share: suggestion, instructions, and options.
What to Say and How to Say It
The keys to getting anyone to change are what you say and how you say it. Here are some points to consider:
· Remember that they can’t 
.
· Don’t be 
 - state the facts succinctly.
· Frame your concerns in a positive way focused on 
.
· Consider the other person’s 
.
· Have a clear 
 in mind.
When YES Is Not An Option
You are not always able to answer “yes” to all requests that you receive. However, even if you cannot say “yes” you still have an opportunity to resolve a customer’s issue, and provide him or her with other alternatives.
1. Educate, educate and 
:
If a user asks for something that cannot be done, do not argue with him or her, but educate that individual so he or she understands why the request cannot be granted. Focus on providing non-judgmental education to the user so he or she will understand that you are not just being difficult. Use your questioning skills to fully understand his or her problem, and if possible, suggest realistic alternatives.
2. Tell the caller about their 
:
I’m sorry that we cannot process your request in 2 hours, sir. However, what I can do is ensure that your request is processed by the end of business today. I will give you a call at this number first thing tomorrow with your confirmation number.
3. What 
:
…. is one of the most effective ways to present alternative solutions to your clients. When you cannot say yes, try: “What I can do is….” Most people will be willing to hear what you are willing and able to do for them to resolve their concern.
Difficult Behaviour Styles & How To Work With Them

BEHAVIOR
STRATEGY
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	“The Tank”
· Authoritarian
· Dominating
· Intimidating
· Hostile
	 Let them vent
 Use their name
 Be calm, but assertive
 Set boundaries – “I can’t hear you when I’m being cursed at.”
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	“The Stonewall-er”
· Silence as weapon
· Avoidance
· Builds walls
· Changes subject
	 Describe your perspective
 Ask directly – “I’ve noticed you’ve been quiet…” or “I need to know where you are coming form on this issue.”
 Acknowledge & empathize
 Create a safe environment “You’ve
got a right to your opinion; I just need to know what it is.”
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	“The History Professor”
· Long, detailed memory
· Keeps score
· Has all the knowledge
· Avoids focusing on present
	 Focus on the present
 Be specific with what you need from them
 Check for agreement – don’t assume they are on board unless they say so.
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	“The Chameleon”
· Constantly changes story
· Expects problems to disappear
· No predicting behavior
· Hard to pin down or find
	 Ask closed-ended questions
 Tell them why it is important (customer is upset, for e.g.)
 Check for agreement
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	“The Lawyer”
· Loves to argue
· Looks for weaknesses
· Likes interrogation
· Takes point-by-point
	 Don’t get into a question & answer
 Ask questions to keep them focused
 Do your homework & be prepared with the facts.
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	“The Boxer”
· Gets defensive
· Comes out swinging
· Takes low blows & cheap shots
	 Focus on issue
 Refrain from blaming
 Use “I” statements
 Don’t get hooked on “cheap shots”


Remember Professionalism

All people can become angry under the right circumstances, and it is important to handle each type of person differently. However, there are some best practices on how not to take the customer calls personally.
1. Don’t replay the difficult contact to your coworkers.

2. Take good notes ….

3. Remind yourself that you are good at what you do.

4. Take care of yourself.


Know Your Hot Buttons
Every one of us has experienced getting angry, and behaved in angry or hostile ways, so we all have some sense as to how it happens. When we lose a bit of our self-control, we are usually responding to specific things that the other person is saying or doing. We call these things “triggers”, When you get triggered, you tend to react quickly and with little thought
- what we call a knee-jerk reaction. That is why the loss of control is so dangerous.
Tactic 1: Identify Your Triggers
A first step to improve your self-control is to identify the triggering behaviour that gets to you. You may find that just by virtue of identifying them, you will get a bit better at avoiding the triggering process.  Some personal triggers or “hot buttons” can be:
Tone of Voice

 Content of Comments 
 Actions

 Specific Words

 
Tactic 2: Slow Down Your Responses
Learn how to delay your response so that the gut response that comes out so quickly doesn’t occur. This does require some attention and effort.
Remember Grandma’s Rule? When you are angry, count to ten before you say anything? By doing so, you break the trigger/automatic response cycle, and you will find this will help you keep yourself under control.
Tactic 3: Have A Partnership Mindset
Some people have suggested that they can keep control by reminding themselves that they are here to WORK WITH the client. By approaching the situation from the perspective that this is going to a be partnership – regardless of length of the conversation or situation – will truly help service professionals at OSC remain calm and cool headed.
Tactic 4: Be A Professional
Many employees realize that if they respond angrily or lose self-control, they pay the price. When an employee responds angrily, it sparks complaints and internal hassles that nobody needs. But probably more importantly, when we allow ourselves to be triggered, we usually realize we haven’t handled the situation well. We may continue to think about the situation for days, feeling embarrassed that we acted badly.

Notes























Personal Action Plan

1. Write the key things you have learned in this session that you think will be helpful in your role:
	a)
	

	b)
	

	c)
	

	d)
	

	e)
	


2. Now you need to plan your areas for change
· Write below the actions that you intend to take over the coming weeks and months
· Share the plans with your leader to make sure he/she is on board with the changes and improvements that you have identified.
· Keep a check on your actions by reviewing them regularly at your meeting with your leader
· Record the progress that you make with Personal Action Plan
ACTION
PROGRESS MADE/COMPLETED
DATE
	a)
	
	
	

	b)
	
	
	

	c)
	
	
	

	d)
	
	
	

	e)
	
	
	

	f)
	
	
	

	g)
	
	
	


Working With Difficult Customers





This framework has been proven to consistently and effectively identify and solve


customers’ challenges.





EXCEPTIONAL


SERVICE





Note the sequence.


We do not attempt to deal with the problem until we have dealt with the feelings first. This is VERY important.











When you find yourself explaining the same thing over and over, or the client is just not listening and continues to interrupt, these are hints that the client is not ready to deal with the problem. If this occurs, go back to the verify phase.











This technique respects the client needs to get the issues off their chest and be heard. It allows the client to vent and put the emotion behind them and move on to the problem solving phase.








On the phone


	% tone


	% the actual words used








