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Dealing with Difficult Customer Situations 

Course Descriptions 

Customer service representatives are provided techniques for dealing with difficult 
customer situations. Their role as customer service representatives offers many 
rewards and satisfactions. But there are many frustrations inherent in the job. During 
this training, they will learn the general guidelines for dealing with difficult customers in 
such situations: calming and focusing, and then practicing what they have learned.  

 
 
Course Objectives  

After successful completion of this course, participants will be able to: 

• Demonstrate professionalism on the job while building a proactive, problem-
solving culture.  

• Use essential communication skills in dealings with customers.  
• Recognize characteristics of human behavioral style and opportunities to adapt 

to their personal style.  

Identify and utilize a structured process/model for conducting customer service 
transactions. 
 


