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Solutions to Grow the Skills to Deal with Challenging Customers, Complaints and Inquiries in a B.2.C. Environment:

o The Persuasive and Assertive Customer Service Programme.
o The Politically Intelligent Negotiator Programme.

SECTION 2



One of the most effective approaches of serving customers’ “demands” that the customer 
service executive must be able to be a persuasive and an efficient communicator towards 
the other party. This is particularly prominent when handling customers who may behave in 
a difficult manner or who at times have a conflict with the company in terms of expectations 
of a service or of a product they received. 

Therefore, this programme is designed to help participants to act, live and exhibit assertive 
behaviours in such situations and support them to be able to manage conflicts or customer 
complaints in various levels. They will lose apprehension and will become proactive problem 
solvers, impressing customers and achieving mutual benefit. 

ASSERTIVENESS  IN  HANDLING  DIFFICULT  CUSTOMERS
AND  CUSTOMER  COMPLAINTS  PROGRAMME

Persuasive and assertive communication is the way you influence others by setting your own boundaries and developing the ability to respect 
your own rights while building and maintaining a positive relationship with others. It is a form of communication that includes various 
elements which help customer service executives gain credibility, and emotional connection with others and develop a logical approach with 
customers. As a result, this helps achieve high levels of business performance together with customer satisfaction.

Why Assertiveness Is Important For 
Customer Service Executives ?

What Is Persuasive And Assertive Communication ?

This programme is designed for all customer-interfacing executives 
like, retail sales executives, customer service, call centre executives 
(inbound and outbound), supervisors and sales executives.

Who Should Attend ?
This 3 day programme is available only as an in-company 
customised solution. Therefore, we will be available to 
discuss your requirements beforehand and will then 
customise the workshop accordingly.

Duration

SKILLS TO
HANDLE

CUSTOMER
COMPLAINS

IN THE
B.2.C.

ENHANCE
CUSTOMER EXPERIENCE
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This programme will offer the customer service 
executives' knowledge of the different thinking styles 
and how these can be managed when individuals 
become more familiar with the concept of cognitive 
thinking and how to approach it. They will also be 
practicing and building important skills to 
demonstrate these behaviours as follows:

Module 1: 
Assertive Approach and the Dynamics for a 

Business to Customer Environment:

Module 2: 
Dynamics of Communication and the 

Hurdles of Being an Effective 
Communicator:

Participants will become familiar with the challenges 
of communication and interaction that customers 

are facing in the B.2.C. sector.

Why is it important to be assertive?

What is assertiveness and what does it mean to be 
assertive when dealing with customers?

What are the behaviours that indicate assertiveness 
to yourself and to your customers?

The different methods and tools of 
communication dynamics.

How to become familiar with yours and your 
customers words. 

How to avoid your own words sometimes being 
misunderstood and leading thus to unwanted results 

and wrongful misinterpretations.

Individuals will also be able to develop methods to 
avoid unwanted communication hurdles that may 
get in their way when communication is not clear 

between them and their end customer (issues such 
as Inference engine, multi-ordinarily words and 

cognitive blindness).

Individuals will also develop a number of different 
communication tools and techniques that will 
enhance their skills in a more connected and 

effective approach.
With this in mind some of the techniques include 

effective listening, as well as questioning skills that 
will help executives to manage difficult internal or 

external discussions with their customers.

Module 3: 
Different Styles of Customers Complaints: 

Why Conflict Occurs?

Module 4: 
Practicing Assertive Communication: 

Participants will understand the notion of cognitive 
thinking preference and how it can be used 

throughout agreements or disagreements with the 
customer.

Identify the different thinking and preference styles, 
including their own, and therefore learn and develop 
skills as to how they should approach each customer 

according to their unique mind-set. 

Learn about conflict, how and why it occurs and in 
what occasions. Also, learn what impact conflicts 

have on you as well as to your customers' behaviour.

Participants will be able to experience various ways 
of managing and handling conflicts with customers. 

Also they will understand when and how they should 
be avoiding conflicts in order to maintain stable and 

harmonious relationships with customers.

Distinguish between aggressiveness and 
assertiveness.

Learn how to achieve positive impact on results by 
showing assertive behaviours with their customers.  

Know when it is considered appropriate for you to 
use assertive communication with your customers, 
and learn how to manage the consequences of this 

action.

Learn how to manage difficult discussions that occur 
from various conflicts with customers and become 

familiar with the relations between assertiveness and 
mutual resolving of disagreement.

Finally, participants will learn how to shape a 
kinaesthetic image towards customers and leave a 

positive impact throughout the decision-making 
process they follow, when interaction concerning 
business development activities takes place by the 

customer executive. 

What Is In It For You ?

How We Do It

Develop skills of clear and effective communication 
that will help you boost your customers' satisfaction.

Understand the nature and types of various 
customers and consequently the various types of 
customer complaints.

Decode the thinking preference notion and 
distinguish between the different thinking styles so 
as to be able to approach the right customer with the 
right product at the right time.

Become fully aware of the issue of conflict with 
customers and develop the appropriate skills to be 
able to tackle it. Furthermore, learn when to avoid 
conflict and know when to agree and disagree with 
your customers so as to be able to benefit from these 
approaches as a customer service executive.

Understand when to apply an assertive approach and 
understand that in some occasions assertive 
communication produces a positive image and 
achieves results with the customer.

Learn ways to build rapport and maintain strong 
relationships between you and your customers by 
using effective listening skills.

Learn when to ask the right questions that will 
enable you to increase your credibility towards your 
customers.
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SKILLS TO
HANDLE

CUSTOMER
COMPLAINS

IN THE
B.2.C.

ENHANCE
CUSTOMER EXPERIENCE

Whether you are serving customers in a retail outlet, over the phone or selling products/services 
over the phone, executives in these situations are faced with ever changing and highly 
demanding customers. This puts pressure on organisations to develop the necessary skills and 
behaviours to increase their abilities to negotiate with customers and reach a mutually agreed 
win-win situation.

Negotiation is all about the perceived value. If there is a gap between what you believe and what 
the customer perceives, then the challenge is how to un-cover this gap, influence customer 
perception and persuade and reach an agreement. The missing competency that most 
organisations seek to develop for their customer-interfacing executives is the “Politically 
Intelligent Negotiation” behaviour. Therefore, understanding how to negotiate in a politically 
intelligent way will help executives during times of change and will instruct them how to run, 
manage and win a negotiation discussion with their own counterparts.

THE  POLITICALLY-INTELLIGENT
NEGOTIATOR  PROGRAMME

Negotiation using political intelligence is all about reaching a mutually agreed action while dealing with others, by using a set of skills and 
behaviours that diplomatically influence the perception of value between you and the customers thus increasing chances of both parties' 
satisfaction. More importantly it provides the necessary skills that will help individuals manoeuver difficult customers through a discussion 
and find a way to handle their needs. 

What Is Politically Intelligent Negotiation ?

This programme is designed for all customer-interfacing agents, 
retail sales executives, supervisors and call centre sales executives, 
customer service executives. 

Who Should Attend ?
This 3 day programme is available only as an in-company 
customised solution. Therefore, we will be available to 
discuss your requirements beforehand and will then 
customise the workshop accordingly.

Duration

Why Political Intelligence In Negotiation ?
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This programme is action based and is designed with a 
direct, usable outcome in mind.  It will support the 
customer service executives to better exhibit the 
appropriate politically intelligent behaviours such as 
how to build credibility and trustworthiness with 
others, diplomacy, knowing how to approach 
customers in different situations, what to say and 
when to act in a politically intelligent way. This, as a 
result, will have a direct impact on the way they 
balance their personal results and the customer's 
anticipated outcomes. This will also have a direct 
impact on the way they apply and use the right 
negotiation style. 

Ultimately, the participants will be able to manage 
stress and become persuasive individuals, able to 
positively negotiate for a win-win situation. 

At the end of the two days participants will be able to 
successfully use “state of the art” negotiation tools 
and techniques: 

Module 1: 
Negotiation is All About Perceived Value 

and Limit Management:

Sell first and then negotiate!

What is the value of your offer and how your 
customers’ perceive it?

The calculation on the return on investment 
from both parties' perspectives.

What is the procurement process? What are the business 
drivers and what are the tradeables?

What is the common ground? 

Understand the complexity of negotiation and the 
role of political intelligence in reaching a mutual win-
win situation.

Customer problem management and defining and 
understanding the customer needs and perceived 
value.

Understanding the new customer service and selling 
process and where negotiation fits into the picture.

Negotiation: it's all about perceived limit 
management.

Dealing with the price and closing stage - what 
mistakes to avoid in negotiation.

Module 2: 
The Politically Intelligent Negotiator: Building 

Credibility and Trustworthiness With 
Customers:

Module 3: 
Face to Face Negotiation-Choosing Your 

Politically Intelligent Negotiation Strategy:  
 

What is a politically intelligent negotiation? 
Why is it important for you to develop politically 

intelligent negotiation skills?

Familiarise yourself with your political intelligence 
profile and that of others.

How can you be a credible customer service / sales 
person in order to be perceived as trustworthy by 
others? Understand the factors that influence your 

credibility ratings as a negotiator.

Learn how to avoid taking the negotiation 
process too personally according to your political 

intelligence preference.

Prepare and learn how to be confident about your 
tradables before the negotiation takes place.

Familiarise yourself with the trust building strategies 
and exchange views and positions - define 

BATNA and ZOPA.

Understand when to use a build or direct approach and 
the way these two work in order to enable you to 

reach an appropriate outcome.

Working towards an agreement - real life, 
video-captured exercises with feedback on 

strategy, tactics and execution.

Assess the organisational context, plan your 
strategy and script several outcomes that may occur, 

so as to be ready.

Learn politically intelligent tips and tricks to be used 
during the negotiation process. 

(Opening, questioning and destabilising tricks)  

Trading concessions.

How We Do It

Behavioural analysis and how to deal with different 
behaviour styles using political intelligence:

The negotiation process and preparing for the 
negotiation.

Practice negotiation skills including the opportunity 
to test new techniques and processes. 

Negotiation preparation checklist - how to structure 
the sales process to prepare a fruitful negotiation.

Negotiation tactics, movements and concessions.

What Is In It For You ?

Ability to measure others' credibility, 
trustworthiness and power through 
behavioural analysis from within and from 
outside the organisation, so as to effectively 
negotiate with others.

Choose between a number of politically 
intelligent, influencing and negotiating 
strategies and be able to adjust the 
appropriate strategy to your situation. Also 
learn how to avoid mistakes during 
negotiation.

Personal power and how to increase it.
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