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Duration
1 Day (8 hours)

Target Audience

* All customer
handling staff
Duty Managers
Duty supervisors

Methodology
Classroom
Discussion
Experience
sharing
Case studies
Role play

Certificate Awarded

* A Jardine Aviation
Academy
certificate is
awarded upon
successful
completion of the
course

Facing and Dealing with
“Difficult” Customer Skills
Training

It's a daily job to deal with "difficult" customer. To
handle this smartly, we need to know how to
communicate properly. Customer complaint does
not necessary relate to “right or wrong”, but rather
the matter of emotion and communication. When
these could be dealt with diligently, the impact of
complaint will be reduced.

Objectives

Upon completion of the course, participants will:
* Understand the types and needs of difficult travelers

» Use positive communication skills to address customer
requests and challenges

» Tips for Improving Self-Emotional Adjustment

Course Outline
* Types and mindsets of difficult customers

* Customer and company business relationships
» Steps and tips for dealing difficult customers

» Handling taboos and correct attitudes dealing difficult
customers

* Employee service attitude and emotional control
» Case handling drills and feedback
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Jardine Aviation Academy

4/F CNAC House

12 Tung Fai Road

Hong Kong International Airport

Tel: +852 2216 2433

Email: academy@jasg.com

Website: www.jasg.com

LinkedIn, Facebook & Twitter: Jardine Aviation
Academy
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