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Dealing with Difficult Clients:Dealing with Difficult Clients: 
by Providing Superior Human Service 
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AgendaAgendaAgendaAgenda 

What is Customer Service/Human Service 

Superior Customer Service    
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Customer Service Customer Service 

The assistance and adviceThe assistance and advice 

h ose   peopll 
provided by a 
th e  whh o b 

company to 
 buy   or  use    

its pproducts or services.
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Servant  

One  w o  O  h  h   serves o th   thers;   a 
ppublic servant

A
 d   

 person who is devoted to 
or guided by b somethihing 
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Superior CommunicationSuperior Communication 

S-TLC 
STOP – calm down, back off, walk 
awayy  

Think 
ListenListen 
Communicate 
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S TLCS-TLC 
Stop 
THINK THINK - d  o nothid  h ng,  ci  h hange  
other person’s mind, situation, 
yourselfyourself 

Listen 
CommunicateCommunicate 
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S-TLC 
Stop 

ThinkThink 


h
Listen – S

d d h
hift attention, look at 

them, try understand their 
feelings 

Communicate 
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S-TLC 
Stop 

ThinkThink 

Listen 

ThThen C C ommunii cate – chh  ose 
words carefully. 
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Clear 

Concise 

ConcreteConcrete 

Correct 

Coherent 

CompleteComplete 

Courteous 
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Supperior  Human  Service  
Qualities  

Patience  Patience  

Attentiveness 
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There’s no substitution for 
knowledgeable, human 
service. You’ll be amazed at 
what happens when you go 
out of your way to be an
available and authentic 
out of your way to be an 

voicevoice. 
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It takes 12 positiveIt takes 12 positive 
expperiences to make

g ti  i
up for one unresolved 
negati  ve experience. 
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Man with no smile shouldMan with no smile should 
not open shop 
Chinese ProverbChinese Proverb 
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Thank You 
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Gladys BrangmanGladys Brangman, 
Principal 

607-279-7835 

ithacapeacemaker@gmail.com 
www.integritycommunicationgroup.comwww.integritycommunicationgroup.com 




