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Dealing with Difficult People  

Who is this course designed for? 

For those who find it difficult to articulate themselves, and lack 
confidence in dealing assertively with situations where, (when 
supposedly the ‘customer is always right’), there is conflict      

 What’s in the course?  

 

 What makes a customer so ‘difficult?’ 

 Causes of frustration 

 Top 5 reasons for customer 

                   dissatisfaction 

 The face-to face encounter! 

 Managing expectations 

 Handling Complaints  

 Walking on eggshells 

 Keeping your cool 

 Pampering the customer.    

 

What are the course objectives? 

 Understand your own beliefs and how they differ from 
others’ 

 Meeting your customer’s needs and expectations 

 Understand how you reveal your behaviour to others and 
how they will reveal it to you in demanding or pressure 
situations 

 Develop techniques that give you a choice to act more 
assertively and to develop and maintain relationships        

 

Our  approach to this course:   

theory and              Yes   No             
discussion  

participation in group      Yes   No
/individual activities 

workbook                    Yes   No                     
exercises 

practice                   Yes    No                
exercises 

presentations                     Yes   No  
(informal and/or formal)  

handouts                     Yes   No  

case studies           Yes    No  written/multiple              Yes    No               
choice test 

work based                 Yes   No                 
assignment  

 
 
  

What next?                                                                                     
 
Please CONTACT US to book this course:           
enquiries@thewayahead.org.uk  

 Price: £225 
(+ VAT) 

 
1-day workshop 

 

 

“Training today’s people for tomorrow’s world” 

mailto:enquiries@thewayahead.org.uk

