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 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. 
	Please insert your completed assignment ( in word format)  here;
Assignment 3.    Dealing with difficult customers.
1a. What is meant by assertive behaviour?
Assertive behaviour means standing up for what you believe in, being direct but appropriately to get your thoughts and feelings across without hurting others in the process.
b. Enlist different types of difficult customers?
Difficult customers come in many forms, some can be stubborn and demanding, some can be very quiet and not give to much away, then at the other end of the scale you might get one’s that love to talk telling you their life stories, others could be know it all’s who have been there done it, and some you might meet could have been the class clown at school. Customers are all different but as long as we remain focused on our role we can feel well equipped to deal with them in many ways.
c. What are the key points to remember when dealing with difficult customers?
We could use a blending technique to reduce conflict or escalation in certain circumstances to deflect any sign of anxiety to the customer or us. Never interrupt them as this could further get their back up, always go over repeating their main points so they understand that you are listening and being empathy to they need’s. Making the customer feel valued even after their attack will go miles in repairing any damage they feel has been done to them, and also remember to apologise.
d. Describe the 3f’s problem solving theory.
The 3f’s consists of 1, Fix- fix the problem to the best of your ability. 2, Fair – be fair when your fixing the problem make the customer feel you have really given them something. 3, Follow up – Always make sure the customer is happy with the outcome of the service and check it has been done if its needed to be passed on within the company.
2. What tools are used to overcome the conflicts?
Sometimes when you buy products from a company they give you a receipt and at the bottom they ask you if you have time would you fill in our survey online, this is an excellent way of reaching thousands of customers and getting feedback to improve our service. Having a focus group, I know my doctors have a focus group which seems to keep patients informed with things going on in the surgery and asking for our feedback. If we have had a lot of problems in a particular area then getting a group to brainstorm some ideas on effective ways we can tackle a task. Benchmarking is another great way of challenging ourselves and the company and great to monitor progress. 
3. Explain different steps involved in the problem solving process?
This can be tackled in many ways to help the customer calm down and not escalate the situation, to start with listen to the customer show empathy during the conversation and apologise to them after they have told you the problem, try and fix the problem swiftly for the customer, offer a gesture that says we are sorry for the inconvenience, if you promise something see it through, broken promises wont go down well, follow up on your customer making sure they feel satisfied with the service they have received.
4. Discuss some techniques for dealing with stress.
If we find we are getting stressed then take a seat relax your body and make sure you feel warm or just the right temp, take ten deep breaths counting then to five on the breath out, do this ten times and you should feel the benefit. While we are doing this you could be visualising your next holiday somewhere far away and warm with beautiful blue tranquil sea lapping the beach, maybe even soft relaxing music on in the background will soften you. Acupressure and a massage or Reiki is an excellent way of relaxation but can be costly and also you will have to leave the office to have the treatments, learning how to meditate is a very effective way of meditating, probably best done at home not in the office.     
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