
 
 

Customer service: dealing with difficult and 

challenging situations 
 

This half day (three hours) training workshop goes straight to the 

heart of addressing the skills, attitudes and behaviours people need 

to deal with difficult or challenging situations in a customer service 

role.  Managing difficult or aggressive phone calls can also be 

included if appropriate. 

 

This training works for teams who specialise din customer support 

roles or individuals from across the organisation who have customer 

facing duties. 

 

This practical workshop explores personal conflict styles and 

behaviour choices as well as the real life scenarios and challenges 

participants experience at work.  Time is given to brushing up on 

the core skills and providing strategies and techniques that build 

effective customer focused relationships. There is a mix of trainer 

input, practical tasks, exercises and group discussion.  

 

 

Objectives 

 

• To understand why customers behave the way they do and 

the core skills and behaviours needed to manage this well 

• To learn some communication techniques and skills to help 

you manage the customer relationship when they 

communicate in a challenging way 

• To learn how to broaden your conflict styles when facing 

challenging situations  

• Learn ways you can deal with difficult scenarios more 

effectively 

• To formulate an action plan to take back and use at work 

 

 



 

OUTLINE PROGRAMME 

 

Welcome, housekeeping, objectives 

• What’s the challenge for you that you’d like to solve? 

Practical exercise in small groups 

 

Exemplar engagement with customers  

• The customer experience and values they bring to their 

communication 

• Your values and their impact on how well you manage a 

difficult situation 

Practical activities 

 

Key communication skills and tools 

• Speaking, listening, use of voice, non verbal communication 

• Rapport building and assertive language 

• Widening the choice of narrative - capturing key phrases and 

“what to say” 

Practical exercises and tasks  

 

Approaches for dealing with difficult and challenging 

customers  

• Identifying personal habits used in conflict situations and the 

effects: ideas and approaches to manage them better 

personally and adopting a greater range of styles.   

Using a pre workshop task and group work 

 

Better managing at work 

• Tackling work scenarios to draw up approaches to dealing 

with customers with difficult behaviours 

Practical exercise and peer learning activity. 

 

Review 

Action Planning (team action plans where applicable) 

 

Flexible Content 

 

Not quite the right content?  Consider it a starting point to deciding 

what the ideal programme is for you.  This programme can be 

amended to fit specific aims, needs and content. 


