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Marking Criteria:
 We expect the learners to write minimum one well expressed point in three lines against each allocated mark. This means one needs to write 15 lines with 5 well expressed points to get high grades for a 5 marks question.
For high grades use examples and illustrations where appropriate. 
	
1. i) What is meant by assertive behavior?
Assertive behavior means standing up for your personal rights, and acting in direct, honest, and appropriate ways that express your thoughts, feelings, and beliefs without violating others’ rights.
           ii) Enlist different types of difficult customers? No matter how much time you spend delivering good customer service, it’s important to remember you can’t please everyone every time. 
Aggressive, Very impatient, Silent- quiet, Complaining, Know-it-all, stubborn, jester, yakety-yak, off base, bigger issues, the chatterbox, whiner
          iii)  What are the key points to remember when dealing with difficult customers? 
Let your customers communicate how they feel (show that you care).
Listen to your customers and their viewpoint of the problem (understand and listen).
Fix the problem at hand immediately (focus on the solutions, exceed expectations). 
*Your action plan for angry, aggressive people should include:
-Holding your ground and use deep breathing to stay calm.
-Interrupting the attack by repeating their name several times.
-Quickly backtracking or echoing their main point to show them you have been respectfully
listening.
-Aiming for the bottom line by taking ownership and expressing the situation from your point of view.
*Some more important points to keep in mind when you are dealing with difficult people:
-No one cooperates with anyone who seems to be against them. In human relations there is no middle ground. Unconsciously, people want to know, “Are you with me or against me?” That’s one of the things you have in common with your difficult people.
-Express your truth in a way that builds someone up rather than tears them down.
-Use “I” language, because “you” statements can be accusatory.
-Be specific about the problem behavior.
-Show them how their behavior is self-defeating.
-Suggest new behaviors or options.
           iiii) Describe the 3 f’s problem solving theory.
 To get to the heart of the problem, evaluate the 3 F’s: facts, frequency, and frustrated relationship. 
Facts- Create a list so that you do not get sidetracked while you plan your conversation. Don’t drag in other stories or unrelated issues that have happened previously. 
Frequency- Make sure you have a very clear history of the frequency of the issue and any patterns.
Frustrated relationship- You have to discuss what is important to you in terms of the relationship. 
2. What tools are used to overcome the conflicts?
Blending is any behavior by which you reduce the differences between you and another person in order to meet them where they are and move to common ground.

Redirecting is any behavior by which you use rapport to change the outcome of your interactions and reach a more satisfactory outcome.
Identify Positive Intent- the good purpose meant to be served by a given communication or behavior.
Identify Highly Valued Criteria
Criteria are the standards by which we measure whether ideas are good or not. Criteria become especially important when differing ideas or points of view are being discussed.
Whenever a discussion starts to degenerate into conflict, try to ascertain the reasons why people are for or against something
3. Explain different steps involved problem solving process?
Step One: Define the Problem-Discuss symptoms (especially if the problem is unknown).
Discuss size (or seriousness) and impact (effect) of the problem.
Determine the exact wording of the problem in question form.
Define terms in the question.
Step Two: Research and Analyze the Problem- List topics that need to be researched or discussed, including causes and past efforts to solve the problem.
Research the problem if necessary.
Discuss the research in an organized way.
State the first topic to be discussed.
Give everyone a chance to cite research or their opinion on the topic.
Ask if anyone has anything further to say on the topic.
Summarize the group’s findings on the topic.
State the next topic to be discussed and repeat the procedure until all topics have been
discussed.
Step Three: Establish a Checklist of Criteria- List all possible criteria and give everyone a chance to respond.
Discuss each criterion.
Reduce the list to a workable length by combining criteria where possible.
Rank remaining criteria from most to least important.
Step Four: List Possible Alternatives- Think outside the box. This means you have permission to get creative and find alternatives that are outside what we usually think of.
These are just possibilities, so list anything that comes to mind

Step Five: Evaluate Each Alternative- Read through the list of alternatives, eliminating those that obviously do not meet the criteria agreed on in the third step.
Reduce the list further by combining any similar alternatives.
Discuss each remaining alternative’s strengths and weaknesses, referring to research presented in the second step when necessary.
Determine how well each alternative meets the criteria (according to the number of criteria and importance of each).
Continue reducing the list until the best alternative (or alternatives) is reached.
Step Six: Select the best alternatives as your solution and discuss how to implement them
outline the who, what, when, where, why, and how.
Make sure you consider all people involved.
You may want to develop contingency plans.
4. Discuss some techniques for dealing with stress.
Stress can be positive and negative, but too much negative stress can take a toll on our mental and physical health. 
Deep Breathing- we call this diaphragmatic breathing because you are using your diaphragm muscle to breathe.
Visualize- use positive imagery to boost your mood and enhance your visible performance. In your mind, picture a place that you love.
Music- has the power to soothe or to give us energy. Find a type of music that relaxes you, and play it when you need to calm down.
Acupressure and Massage.      
Meditation.-10-15 minutes
Laughter- is the best medicine of all.
Resilience- each stressful experience that you have prepares you to deal with one in the future.
Replace Worry with Problem Solving- focus on what you can do, and then go ahead and do it.
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