


DEALING WITH DIFFICULT CUSTOMERS

SEMINAR OBJECTIVES

INTRODUCTION

In the radically changing business environment nowadays, if companies want to be competitive, they
have to pay special attention to satisfy their customers.  Some customers are certainly more difficult to
deal with than others and failure to handle them would lead to reduced market share and become less
competitive.

This seminar is designed to demonstrate to the sales, counter and other customer relations staff the
appropriate methods of dealing with difficult customers, with a minimum of stress on the part of all
concerned, and in such a way that the customers remain on your side.

OBJECTIVES

Upon completion of the seminar, participants will be able to:
• aware of different types of customer
• learn efficient methods of handling customer complaints
• understand effective ways of calming upset and/or hostile customers
• increase competence in handling difficult customers

DESIGNED FOR

• Customer Service Managers
• Sales Managers
• Operations Managers
• Managers with responsibility in service-giving

ADMINISTRATIVE DETAILS

DATE & TIME

Tuesday, 25 March 2014
9:00 am - 5:00 pm
           or
Tuesday, 28 October 2014
9:00 am - 5:00 pm

FEE

HKMA Member: HK$2,500
Non-member: HK$2,700
(Inclusive of tea/coffee breaks)
Early Bird Discount: HK$200 each
(For those who make payment one month
before the course commencement date)
Group Discount: HK$200 each
(For those companies which send a total of two
OR more particiapnts to this course and enrol
of the same time)

DEADLINE FOR REGISTRATION

1 week before course commencement

VENUE

W Haking Management Development Centre
The Hong Kong Management Association
14/F Fairmont House
8 Cotton Tree Drive
Central
HONG KONG



SEMINAR  STRUCTURE

METHODOLOGY

Lecture/Discussion/Case Studies/Role-play/Individual Exercises

LANGUAGE MEDIUM

The language of instruction will be English, supplemented by Cantonese, using materials in English only.

CONTENTS

1. TYPES OF DIFFICULT CUSTOMERS
- Complaint
- Upset
- Hostile
- Difficult Person

2. HANDLING CUSTOMER COMPLAINTS
- How Customers Complain?
- Why Complaint Handling is Important
- Some Practical Examples
- Turn Customer Complaints into Sales

3. CALMING UPSET CUSTOMERS
- Upset Versus Difficult Customers
- Why do Customers Get Upset?
- Suggested Techniques to Use
- After the Customer has Gone

4. DEALING WITH HOSTILE CUSTOMERS
- Causes of Hostile Reactions
- Safety First
- Setting Reasonable Limits
- Role Play Session

5. SATISFYING CUSTOMERS WHO ARE
DIFFICULT PERSONS
- What is Meant by a “Difficult Person”?
- Patterns of Difficult Behaviour
- Types of Difficult Person
- Why are these People Difficulf?
- How to Get them on Your Side?
- Case Example

6. CONCLUSION
- Dealing with the Customer Who is

Wrong
- Problem Solving Approaches
- Recovery Skills

SEMINAR LEADER

MS WEELAN HO
Weelan Ho is the Principal and Director of PGA Consulting Limited and the Director of Ascent Global
Service Pty Limited (Australia).  She has significant experience in helping companies create value and
improve bottom-line results through Strategy Development, Operations & Sales Improvement, Service
Excellence and Organization Cultural Change Programs etc., just to name a few. The clients she has
worked with are multinationals, public listed companies, family-owned enterprises and SME across
Asia Pacific in multiple industries.

Another of her focus is leadership development of senior executives, middle managers and supervisors
through a combination of coaching and organisation development, as they are the pillars of the
organization, each having responsibility to ensure the company performs effectively in an increasingly
competitive environment.  Expanding organisation capability and improving soft skills are necessities
for they directly impact on company performance reflected through revenue, profits and growth.

Weelan writes articles on various subject-matter including management & leadership, business processes
& change management, selling skills & sales management, customer service, talent management,  learning
and personal development. They are published in T/Dialogue and E-news for the Hong Kong Institute of
Accredited Accounting Technicians (HKIAAT).  She reads, writes and speaks a few languages including
English, Cantonese, Putonghua and the Malay Language in addition to speaking other Chinese dialects.

Weelan also collaborates with the School of Continuing Studies at the Macau University of Science and
Technology.

ENQUIRIES

For course enquiries and reservations, please call Customer Service Department on 2774-8501 or
via fax 2774-8503.  For course details, please contact Ms Cathy Shen on 2774-8536; or visit the HKMA
website: www.hkma.org.hk/seminar.



Name (Mr/Ms):

HKID Card No.: HKMA Membership No.:

Position:

Company:

Address of Company:

Correspondence Address:

Cheque Number:                              Cheque Amount: HK$

Name and Title of Nominator (Mr/Ms):

Nominator Email / Address:

Sponsorship Company-sponsored         Self-sponsored
Where did you FIRST learn about this programme?

  Email              Newspaper/Magazine (please specify):  HKMA email
  Email promotion from other websites (please specify):
  Website advertisement (Please specify):
 HKMA Website (From where did you learn about, please specify):
 MTR Station Display (Please specify):

 Exhibition  Education & Careers Expo (EEX)  Jobmarket Career & Education (EJEX)
 Others (Please specify):

(Surname)                                                       (Other Names)

Declaration
I authorize the HKMA to use my data to keep me informed of any direct marketing information including training and education programmes, awards and competitions, membership,
alumni, promotional activities and other services and activities that it may arrange.

 Please tick the box to indicate your consent.  Please tick the box to indicate your objection.

Date: __________________________________________________________ Signature: _______________________________________________________________

Note:
1. I shall comply with The Hong Kong Management Association (HKMA) Privacy Policy Statement, the Hong Kong Personal Data (Privacy) Ordinance (Cap.486) and other related

regulations which will be changed from time to time. I declare that the data given in support of this application are, to the best of my knowledge, true, accurate and complete.
I understand that the data will be used in the admission assessment process and that any misrepresentation, omission or misleading information given may disqualify my
application for admission and enrolment in the programme.

2. I understand that, upon my registration in the programme, the data will become part of my student record and may be used and processed for all lawful purposes relating to my
academic and/or non-academic activities in accordance with the established policy of the HKMA and the Hong Kong Personal Data (Privacy) Ordinance (Cap.486).

3. I expressly consent that the personal data will be used for the HKMA administrative, academic, research, statistical, alumni activities and prescribed purposes as allowed by
HKMA and the laws of Hong Kong from time to time.

This form together with a crossed cheque payable to The Hong Kong Management Association should be returned to:
Executive Director, The Hong Kong Management Association, 16/F Tower B Southmark, 11 Yip Hing Street, Wong Chuk Hang, Hong Kong.
Registration must be made on the Enrolment Form provided and returned to the Association before the programme commencement date (Not less than 5 days) with full fee.
Acceptance is subject to the discretion of the Association.
Applicants will be notified by telephone to confirm receipt of the application form and full programme fee. An official receipt will be sent to you within two weeks.
Applicants are expected to attend the course at the place and time specified in the brochure unless otherwise notified.
When a programme is over-subscribed, additional classes may be started in some cases. Applicants may then be notified of the new  time, dates and place of meetings
when necessary.
For ENROLMENT and ENQUIRIES please call 2774-8501 (Customer Service Department) during normal office hours or fax 2774-8503.
No refund will be made after payment, but participants can arrange to have their places substituted should they be unable to attend the programme by notifying the
Association at least 2 days prior to programme commencement.
Fax reservations are welcome but are subject to confirmation by payment in full within 10 days of the date the reservation is made or 5 days prior to programme commencement,
whichever is sooner.
Applications, upon full payment, will be processed on a first-come first-served basis.
When Typhoon Signal No.8 or above is in force during classes/examinations, all classes and examinations will be dismissed immediately. Replacement classes and
remedial examinations will be arranged. When Black Rainstorm Warning is in force during classes/examinations, all classes and examinations will be held as scheduled.
The HKMA reserves the right to make alterations regarding the details.  For course details, please contact Customer Services Department on 2774-8501 or
Ms Cathy Shen on 2774-8536.  Website: www.hkma.org.hk
The HKMA supports the equal opportunities policy, without discriminating against any person on the grounds of gender, disability, family status or any other basis.

Enrolment Form

*Applicants should include their HKID card number and fill in their details in block letters, otherwise no MDCU will be
given.  The Association will issue certificates based on following details and name format.

DEALING WITH DIFFICULT CUSTOMERS
25 March 2014 SG-86721-2014-1-F
28 October 2014 SG-86721-2014-2-F

FEE: HKMA Member: HK$2,500 / Non-member: HK$2,700


