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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. 
	             Q.1. Short Questions: 
i. What is meant by assertive behaviour? 
Assertive behaviour means being able to stand up for your own or other people's rights. However, being assertive doesn’t mean behaving in an aggressive, angry, or disrespectful way. Rather, it’s by acting in a calm, direct, honest, and appropriate way when dealing with a situation.
ii. Enlist different types of difficult customers? 
There are different types of difficult customers. The types of difficult customers are known as the stubborn one, the quiet one, the jester, the yakety-yak, off-base, bigger issues, the chatterbox, the know-it-all and the whiner. 
iii. What are the key points to remember when dealing with difficult customers?
The keys point to remember when dealing with these difficult customers is to get to the heart of the problem. It is essential for you stop to think about the bigger picture, otherwise you will end up either missing the problem or going after too many problems at once. Therefore, you must be able to state the problem in a single sentence in order to stop yourself from being over-involved.  Furthermore, reducing conflict and differences is also essential to your success in dealing with difficult people/customers.
iv. Describe the 3 f’s problem-solving theory.  (8)
The 3 F’s for problem solving theory is facts, frequency, and frustrated relationship. Firstly, sticking to facts of the main issue and therefore, not to drag in other stories or unrelated issues. For example, if it’s about a shipping problem, stick to that and leave other issues out of it. Secondly, ensuring that there is a clear frequency of the issue and any patterns. For example, if a customer claims that they called the customer service line numerous times, then make sure you get an exact number, with dates and times if possible. Finally, there is frustrated relationship where the only focus is on the pattern, thus you are not likely to get the change that you are aiming for. However, the key is to discuss what is important to you in terms of the relationship.

Q.2.  What tools are used to overcome the conflicts? (4)
There are a handful of tools which can reduce conflicts. Firstly, blending is one of the key tools used to overcome conflicts. It is any behaviour by which you reduce the differences between you and another person in order to meet them where they are and move to common ground. Essentially, blending increases your rapport with others. Secondly, redirecting is another key tool which can overcome conflicts. This is any behaviour by which you use rapport to change the outcome of your interactions and thus reach a more satisfactory outcome. A powerful way to overcome the conflicts is to give people the benefit of the doubt and identify a positive intent behind their problem behavior.  Positive intent is defined as the good purpose meant to be served by a given communication or behaviour. Consequently, our failure to recognize and appreciate positive intent can have lasting consequences.
.  Explain different steps involved problem solving process? (4)
There are 6 steps involved in problem solving. Firstly, the problem should be defined by determining the exact words of the problem in question form. Secondly, the problem should be researched and discussed if necessary and thus analyzed. The third step is to establish a checklist of criteria by listing all possible criteria and discussing each criterion and eventually reducing the list to a practical length by combining criteria. The fourth step is to list possible alternatives by being creative and thinking outside the box. The fifth step is to evaluate each alternative by discussing each remaining alternative’s strengths and weaknesses, referring to research presented in the second step when necessary. Also, it is essential to determine how well each alternative meets the criteria. The final step is to select the best alternatives as your solution and also discuss how to implement them. 
Q.4.  Discuss some techniques for dealing with stress. (4)
Stress can affect our mental and physical health. Therefore, we need to channel the energy from stress in positive ways in order to accomplish things that we never imagined.  Deep breathing is a technique for dealing with stress. This is achieved by using your diaphragm muscle to breathe and ensuring that you are getting the air in good and deep. This is known as diaphragmatic breathing. Essentially this should make you feel calmer and more relaxed. Visualising is another effective technique for dealing with stress. Visualizing uses positive imagery to boost your mood and enhance your visible performance. It is also effective to replace worry with problem solving in order to deal with stress. This will help you to focus on the things you can do, and then to go ahead and complete it. 
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