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ICSA Canada - Toronto Chapter proudly presents

1-day Customer Service Certification Program
Focus on

Dealing with Difficult Customers
June 14, 2012
Introduction

This certification program is designed to take the HEAT out of customer complaints in order to deal
effectively with difficult customer situations. This results-focused skill development program will show
you how to build productive long-term relationships, maintain customer loyalty, and put a positive
spin on negative situations.

All customers are not created equal, so we must have creative ideas and responses ready for
outrageous demands and handling inevitable "Murphy's Law" situations. This interactive workshop is
fun, relaxing, enjoyable, and contains easily applicable solutions for service excellence that are
proven to work in today's toughest customer service arena - the real world.

The program addresses topics that include understanding customer expectations, profiling difficult
customer situations, dealing with customer objections, a model for effective complaint resolution and
how to use assertive techniques and positive language to diffuse difficult situations, creating a
positive customer experience and creating a win-win situation.

Highlights of what you will learn:

MODULE|

» What do your customers really want? Here's how to find out...the answers may surprise you

» Who are your hard-to-please customers? This exercise will help you identify their basic
personality traits in order to better understanding their needs

» Master this 3-step process for swiftly overcoming customer objections and winning them back on
your side

» Handling stress

MODULEI I

» Develop listening and questioning strategies to quickly and accurately help you build a better
picture of the customer, the customer's organization and their needs

» Learn to communicate with different personality styles and transform your customers into team
members and allies

» What works and what doesn’t for dealing with angry customers

» Work Style Assessment — find out how your work personality can be your biggest ally or worst
enemy

MODULE ]}

How to see your organization like your customers do and why it’s critical that you do
Deciphering "customer code" and interpreting words, actions and tones more accurately
Tactful ways you can say “no” - create satisfaction from dissatisfaction

Steps you can take to rebuild customer trust and loyalty

Problem resolution

And much more...

YVVVVVY

* Program subject to revision based on research and customer needs
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Who Should Attend?

You will benefit from this seminar if you are responsible for ensuring and improving customer
satisfaction within a business or organization, especially if you work in:

Customer service department

Help desk department

Contact centre

Service and sales

Administration

Or anyone who works with customers

YVVVVVY

Bio — Corey Atkinson, Professional Speaker & Corporate Trainer

Corey is a sharp and seasoned training specialist who exemplifies leadership in all walks of life. As
a professional speaker, corporate trainer and consultant, Corey works with clients to enhance their
clients’ customer experience and strengthen their service skills. He is energetic, entertaining, but
most of all educating - a respected instructor who has a natural ability to connect with all levels of a
business - from the CEO to Customer Service Representatives.

With over 10 years of experience in numerous organizations - both for profit and non-profit - Corey
has become a recognized professional in customer service and leadership. Participants of
workshops facilitated by Corey provide exceptional feedback with comments such as "fun and
interactive” and "knowledgeable with meaningful examples".

AGENDA
Date: June 14, 2012
Time: 8:30 A.M. — 9:00 A.M. — Registration
9:00 A.M. — 4:30 P.M. — Workshop
Location: TBD
Cost: ICSA Member: $429.00 + HST Non-member: $499.00+ HST

Groups of 3 or more will receive a 10% discount

Reply By: Thursday, June 7, 2012 or earlier

Contact: Dolly Konzelmann Phone: 905-477-5544 Email: dolly@icsa.on.ca
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REGISTRATION
Dealing with Difficult Customers
June 14, 2012

THE FOLLOWING PERSON(S) WILL BE PARTICIPATING: (Please print)

1 5
2 6
3 7
4 8

| am an ICSA Canada MEMBER: [ Yes 1 No *(Individual membership is $100.00)

Cost $429.00 + GST Cost $499.00 + HST
Payment Option (Please check): [ Visa [ Master Card 0 Amex

For credit card payments, please fax this page to 905-940-1278 (Markham) — Secure Fax

Company Name

Cardholder Name

Card Number

Expiry Date
(MM/YY)

Signature

Total Amount $

Email Address

Phone #

Cellular #

Once reservations are confirmed, any cancellations not received will be charged accordingly. To keep our prices affordable, we
will invoice all no-shows. Replacements are welcome. ICSA Toronto Chapter has the right to cancel or reschedule its venues
due to unforeseen circumstances. If a cancellation occurs, ICSA Toronto Chapter will refund any payments that have been made
for that venue.

If there are others in your organization that could benefit from this information, please forward this to them.
Thank You.
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