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	You must be able to: 

	1. Understand the delivery of customer service to challenging customers.

	1.1 Describe different types of challenging customers in the customer service environment.
	
	
	

	1.2 Explain an organisation’s procedures and standards of behaviour for dealing with challenging customers.
	
	
	

	1.3 Explain behaviours that make it challenging to deal with customers.
	
	
	

	1.4 Explain the difference between assertive and aggressive behaviour.
	
	
	

	1.5 Describe techniques to deal with customers’ challenging behaviour.
	
	
	

	1.6 Explain their own levels of authority for agreeing actions outside the service offer.
	
	
	

	1.7 Explain why it is important that colleagues are informed when challenging customers re-open or escalate matters.
	
	
	

	2. Be able to deal with challenging customers.

	2.1 Identify the signs that indicate that a customer is challenging.
	
	
	

	2.2 Express understanding of customers’ point of view without admitting liability.
	
	
	

	2.3 Explain to customers the limits of the service they can offer.
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	2.4 Explain to customers the reasons for an organisation’s position and policy.
	
	
	

	2.5 Agree a way forward that balances customer satisfaction and organisational needs.
	
	
	

	2.6 Obtain help from colleagues when options for action are beyond their level of authority.
	
	
	

	2.7 Adhere to organisational policies and procedures, legal and ethical requirements when dealing with challenging customers.
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