Self-Evaluation – Dealing with Difficult Customers
Developed by Peter Ng

SELF-EVALUATION: WHAT ARE YOUR FEELINGS ABOUT DEALING WITH DIFFICULT CUSTOMERS?

Part A

Listed is a series of words that may describe the ways you feel about dealing with upset customers.  Select five words that most describe your general feelings.

Afraid

Angry

Anxious
Apathetic
Bored


Calm

Cautious
Comfortable
Confident
Confused


Contented
Care-less
Distraught
Eager

Ecstatic

Excited
Foolish

Frustrated
Glad

Hesitant


Humiliated
Joyful

Nervous
Proud

Relieved


Sad

Silly

Uneasy
Wishful
Uncomfortable

My top five words:

1.  ____________________________

4.  ____________________________

2.  ____________________________

5.  ____________________________

3.  ____________________________

Part B

Listed is a series of thoughts that may describe the way you think about dealing with upset customers.  Tick at least two statements that most describe your initial thinking pattern.
· Who does he/she think he/she is?

· I feel good if I can help the customer.

· Ignore him/her!

· Why is he/she so angry?

· My job sucks! Not worth serving these customers.

· I take pride in my work.

· Who cares! Just making a living.

· Serving customer is a social skill that I need to improve.
· Sign! If so unhappy with our service, bring your business to another bank.
· What can we do to retain our customers?
· Not my problem! It’s our bank policies, systems, and procedures fault!

· Better to highlight to the management on service improvements.
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