Contact Center Agent Training:

Managing Difficult Customers

“The variety and content
of the ICMI seminars are

invaluable to taking your
call center to the next
level.”

Reye Kenney
Telecommunications Director,
Hagerty Insurance

COURSE PRICE

Virtual Classroom Course
$299

Live, virtual two hour course.

On-Demand Download
$299

Access course recording for
30 days.

REGISTER: icmi.com/training

WHO SHOULD ATTEND?

e Managers
e Supervisors

¢ QA Specialists responsible
for coaching and performance
development

International Customer
Management Institute

Learn the most effective techniques for
remaining calm, professional and always
in-control when dealing with even the most
difficult customers.

Through ICMI's Contact Center Agent Coaching: Improving Performance
We've all heard the saying, “The customer is always right.” But what do we
do when the person on the other end of the line is unwilling to accept what
you have to say, remains dissatisfied or even becomes abusive? Through ICMI’s
Contact Center Agent Training: Managing Difficult Customers online virtual
classroom course, you'll learn valuable strategies for dealing with a variety of
difficult customer interactions and take big steps towards managing stress on
you, your team members and your customers.

This course begins by helping you identify the three different types of
difficult customer contacts and the most appropriate ways you should react
to each type. We'll explore the reasons why customers escalate and how you
can handle escalation. We'll help you hone the invaluable skill of recognizing
customer stress and how to responding positively and with empathy in
situations when it may be extremely difficult to keep your cool.

ICMI's Contact Center Agent Training: Managing Difficult Customers online
virtual classroom shows you how and why you should avoid excuses and
instead offer positive solutions to unhappy customers through negotiation,
fixing or educating. And we'll help you identify when it's time to say “no” to
a difficult customer. Through role play exercises and ICMI’s expertly crafted
education modules, we'll give you specific ways to diffuse challenging
interactions, even when you cannot grant customer requests.

This course covers:
» Who are difficult customers? How to identify the three main types
» The best ways to deal with unhappy, irritating and abusive customers
» Finding ways to say “Yes"” to difficult customers
» Saying “No” to difficult customers

» Managing stress: Tips for you, your team and your customers
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Contact Center Agent Training: lcm’

Managing Difficult Customers

COURSE OUTLINE

Module 1: Identify Customer Emotions

Module 2: Use Empathy
» What is it?
» Apply empathy with spirit
» Empathy equation

» Empathy exercise

Module 3: Handle Abusive Calls
» Incorporate positive language
» Positive language exercise

» Diffuse your stress

Module 3: Problem Solving to Achieve Satisfaction
» The LIGHT model

» Example responses using the LIGHT model

ABOUT ICMI

The International Customer Management Institute (ICMI) is

the leading global provider of comprehensive resources for
customer management professionals — from frontline agents

to executives — who wish to improve customer experiences and
increase efficiencies at every level of the contact center. ICMI’s
experienced and dedicated team of industry insiders, analysts,
and consultants are committed to providing uncompromised
objectivity and results-oriented vision through the organization’s
respected lineup of professional services including training,
consulting, events, and information resources.
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