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NOTE:  You will need to collect two additional documents that are similar in nature to the one provided in this lesson at Hook 1a. These should be collected from local employers that support your program. These two additional documents will be used in Hooks 2 and 3 and are not to be duplicates of the other two documents used in this lesson. DO NOT USE MATERIALS THAT ARE NOT RELEVANT TO THE WORKPLACE. 

Hook 1a

Project an overhead transparency of two people in an angry conversation.  

Say, “Each of us has been in a difficult situation with someone. We try to persuade them to see things differently, or just to calm them down. On the job, we will have situations with coworkers or customers that will require us to have the correct communication strategies to deal with an unpleasant situation. Can you give some examples of situations that would need skills to persuade? What are the thinking steps that you would be needed to persuade another in these situations? Should these steps be in order? Why?

Record all responses on a flip chart and save for later use.

Coach students during a brainstorming activity but do, but do not offer solutions.

Bridge

Acknowledge the good solutions offered; question students further to generate additional responses. List any others that are given.

Ask, “Do you believe that these are the only thinking steps that should be used?” Pause. “Could there be more?”

Say, “Now we are going to go to our lessons and list the thinking steps we should know and use. When we have finished our work, we will compare your answers that I have recorded on the flip chart to the ones we have learned.”

Book

The assignment, Working with Difficult Customers, will be used for this lesson. Other lessons from the WAGE Curriculum Matrix may be used. Spend ample time in the chosen lessons until you believe that each learner has mastered the skill.  As you move through each lesson, be sure to emphasize the thinking steps that a learner must use to correctly apply this skill. Ensure that all thinking steps are properly sequenced during the learning and that each learner has had opportunities to practice each step in the application of the skill. Write the thinking steps identified by the lesson(s) in the sequential order they are to be used; you will use these again in Hooks 1b, 2, and 3.

Say, “The lesson we are going to do will explain the do’s and don’ts of communication strategies. By developing these strategies, you will be able to handle customer complaints more quickly. “ 

Thinking Steps for Competency C4.  


NOTE: If your chosen lesson(s) indicates a different set of thinking than these listed here, substitute those that was presented in the lesson(s). 

1. Do make repeat business your goal.

2. Do stay and sound calm.

3. Do find a solution.

4. Do follow through.

5. Do refer the customer to someone else if necessary.

6. Don’t take it personally.

7. Don’t get baited.

8. Don’t blame the customer

9. Don’t make false promises.

10. Don’t pass the customer to someone else.

Hook 1b

Using the handout, Working With Difficult Customers, and the sheet of paper where you recorded learner responses in Hook 1a, discuss the lesson.

Say, “When you think of speaking to persuade what do you think of? If you follow these thinking steps, you should be able to diffuse a difficult situation with a customer.”

Dealing with customer complaints is an issue that will require the employee to have good communication strategies. 

Say, “Do you remember when I asked you to tell me the thinking steps that must be used when trying to persuade another? You gave me the following answers.” Post the sheet with responses on the wall. “Now, let’s look at the thinking steps that the lessons recommended we use.” Compare their responses to the book’s recommendations.

Example: After reviewing the handout for Working with Difficult Customers, have students name some communication skills that you would need to help with these strategies. 

Say, “Now I am going to model for you the use of the thinking steps we learned as I follow the direction to complete Working with Difficult Customers. As I say the thinking step, you help me apply the skill at each step. Do you understand what we are going to do?” Address any concerns before moving ahead.

Call out each thinking step and get the learners to assist you as you perform the task at each step.

Hook 2

Say, “Now that I have modeled how you would use the thinking steps we learned when performing this task, are there any questions before you work two more problems?” Address all concerns before moving ahead. 

Hand out a copy of the document, Developing Strategies for Dealing with Customer Complaints, to each student.

Say, “Here is another assignment that is similar to the one I just used as a model. In this exercise, I want you to work alone and use the thinking steps you learned as you complete questions 1-4 and "Using Problem-Solving Language". When you have all finished, each of you will have a chance to model for the class the thinking steps we should use in applying persuasion skills in dealing with people. I will ask you to model the steps for the class and tell us what we should do as we go through each step. Are there any questions about your task?” Address all concerns before moving ahead.

When all have finished, ask for a volunteer to model the application of thinking steps to the task. Pay attention to the proper sequence, the learner’s ability to model, and the actions that must take place at each step. Allow all who want to model the steps an opportunity to do so before moving ahead. Have the students turn in all work to you. Review the work and address any exceptions noted with the learner.


NOTE:  Mastery of this competency is determined by the students’ work on Hook 2. Review or rework is necessary when a student has not demonstrated mastery at Hook 2. Mastery is defined as the task being performed correctly with zero mistakes. A WAGE certificate should not be granted without mastery on all competencies listed in the student’s Individualized Program Plan. 

Hook 3

Compliment the class for all the good work done at Hook 2. Say, “For this last exercise, you will work in teams, like they do at the workplace.  In the workplace, workers know that people who are working together usually do the best work.  By working together, they are able to combine their skills, share in the work, and complete the job in the proper amount of time.

“Now, I want you to move into teams of at least three people and no more than five people. Your team will need a leader, so select a leader now.”  Make note of the leader in each team.  Try to see that all learners have an opportunity to serve as leader during the course of their study. 

Hand out the third assignment, Communication Strategies, selected for this exercise. Be sure to give only one copy to each team.  Say, “Team leaders, I want you to assign the thinking steps to each member of your team. If there are more steps than members, give each member more than one step. Try your best to make your distribution of thinking steps as fair as possible.” 

Say, “Working as a team, I want you to apply the thinking steps we learned to the task. Each of you will be doing a different step, so make sure to keep up with your work and your solutions. When all of your team members have completed their assignments, the team leader is to put all the work together into a completed task.  Team leaders, you will present your team’s model of this task to the other teams in this class. Are there any questions?” Address all concerns before moving ahead.

When all the teams are finished, call for a volunteer leader to model the application of thinking steps to this task.  Get the other teams to offer constructive criticism when appropriate. Strive to develop a level of competitiveness between teams.  This will increase the bonds between team members and make the learning more fun.  You might work up a recognition system for rewarding good work by each team.  Be careful that your students do not get in the same team with each lesson.


NOTE:  When it is impossible to use teams at Hook 3, usually due to an open-entry, open-exit class format, you will want to use peer tutors, paraprofessionals, or yourself as a supplement to the team.  When conducted correctly, the concepts of interdependence can be reinforced when there are only two people assigned to the task. 
 

Evaluation for C4:

The students will list the do's and don'ts strategies listed in the beginning of the lesson.

Resource Listing for C4:

WorkPlace Essential Skills
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Name_____________________________ Date______________

[image: image3.wmf]Working with Difficult Customers

Let's face it. Every one of us has been a difficult customer at some time. And chances are the employees dealing with our disagreeable selves didn't cause the problem. How do employees remain calm when customers aren't? They remind themselves to find the reason why the customer is being difficult. They understand that frustration with a defective product, a clerk's lack of interest or skill, or past unpleasant experiences with customer service representatives can make even the most patient person angry. They also understand that people sometimes have a bad day and take it out on others. Whatever the problem, the customer service representative stays calm by approaching the situation as if the situation, not the person, is difficult. 



1. [image: image4.wmf]Think of a time when you were a difficult customer. How did the employee handle the situation?

________________________________________________________________________________________________________________________________________________________________________________________________________________________________

2. Did the employee handle the situation well? Explain why or why not.

________________________________________________________________________________________________________________________________________________________________________________________________________________________________

Name____________________________ Date_______________

Developing Strategies for Dealing with 

Customer Complaints

As an employee dealing with customer complaints, you might want to keep in mind these basic service strategies. 

	Service Strategies

	Do’s
	Don’ts

	· Do make repeat business your goal.

· Do stay and sound calm.

· Do find a solution.

· Do follow through.

· Do refer the customer to someone else when necessary. 
	· Don’t take it personally.

· Don’t get baited.

· Don’t blame the customer.

· Don’t make false promises.

· Don’t just pass the customer along to someone else. 


[image: image5.wmf]
	1.
	____ a.
	“If you were so upset about our service last time, why didn’t you comment about it then?”

	
	____ b.
	“I can see why you were upset with our service last time.”

	2.
	____ a.
	“I’m not sure how to answer your question. Let me ask someone to help us with this problem.”

	
	____ b.
	“This really isn’t my job. Why don’t you try the customer service desk?”

	3
	____ a.
	“I’m sorry you had to wait. What can I do for you?”

	
	____ b.
	“Next! What do you need?”

	4.
	____ a.
	“We haven’t gotten any complaints, so I guess they’re happy with our service.”

	
	____ b.
	“Mr. Garcia? Hi, this is Alexis from City Motors. Do you have time to answer a few questions about the service we did on your car last week?”


Use the Service Strategies Do’s and Don’ts to choose the better response in each pair below. Put a check (() next to the better response. 
Name____________________________ Date_______________

Using Problem-Solving Language

[image: image6.wmf]When working with difficult customers, begin by calming them down. Keep a friendly tone of voice, look the customer in the eyes, and assure him or her that you want to help. Once the customer is calm, you can more easily identify the problem and the customer’s needs. Also use problem-solving language, such as clearly explaining what you are going to do to help. Maintain a positive attitude by telling the customer what you can do rather than what you can’t do. If the customer doesn’t agree with your solution, ask him or her to help you find an alternate solution. If the customer is still dissatisfied, ask a supervisor for help. Above all, avoid frustrating the customer further. 




Think of a time in your personal life or at work when you were faced with a difficult person. What was your reaction? How did you calm the person? What was the outcome of the situation?

________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

Name__________________________ Date_________________

Communication Strategies



After reading the dialog between Mr. Consal and Tina, answer the questions that follow. 

	Mr. Consal: 
	Remember me? I brought my car in yesterday to have new brakes put on.

	Tina: 
	Sure, I remember. Is there a problem?

	Mr. Consal: 
	You bet there is! I paid you in full for new brakes on the assumption that you had done the job properly. That’s not the case. Every time I put my foot on the brakes, they squeak worse than the old brakes did!

	Tina:  
	The new brake pads probably just need to wear down a little. I’ll take a look at them if you want me to, but it will be a couple of hours. I’ve got several cars ahead of yours now.

	Mr. Consal: 
	Wait a minute. It seems like I’m the one losing out here. The way I see it, you have been paid in full for a job that’s not finished. The least you can do is put my car next in line.

	Tina:  
	Sorry, but these customers were here first. You’ll have to wait, unless you want to bring the car back sometime when we’re not busy.

	Mr. Consal:
	And when might that be?

	Tina:
	Well, if you could bring it in first thing in the morning on a Tuesday or Wednesday, I could probably look at it.

	Mr. Consal:
	I’ll do that if you’ll give me an appointment so I’m not waiting all day again.

	Tina:
	Sorry, but we don’t take appointments, You’ll just have to take a chance that we won’t be busy.

	Mr. Consal:
	This is incredible! Do you treat all your customers this way? Or is this special treatment reserved for those of us who pay our bills in full?

	Tina:
	Hey, I don’t have to take this from you. If you want me to look at your car, either sit down and wait or come back later. It’s up to you.

	Mr. Consal:
	Fine. I’ll wait now—and only because you already have my money for this job. You’d better do the job right this time!




Use what you have learned about dealing with difficult customers to answer these questions.

1. Why was Mr. Consal upset when he first came in?

__________________________________________________________________________________________________________________________________________

2. What added to Mr. Consal’s frustration?             

_____________________________________________________________________

3. What Service Strategies Do’s and Don’ts did Tina fail to follow?

______________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

4. What problem-solving language should Tina have used?

_______________________________________________________________________________________________________________________________________________________________________________________________________________

5. How could Tina have balanced Mr. Consal’s needs with those of her other customers? Write one possible solution and one alternate solution.

____________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________ 



Write It

Imagine that you are Tina’s boss and that you overheard her conversation with Mr. Consal. How would you handle the situation? What would you do to satisfy Mr.

Consal? On a separate sheet of paper, explain what you would do.





WAGE Competency C4:  Speaking to persuade another.	








Service:  Tina is an auto mechanic for Queen’s Brakes. She installed new brakes on Mr. Consal’s vehicle yesterday. He has brought the car back with a complaint. 
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