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November 22, 2012

Thank you for your interest in our training delivery package — Dealing With Difficult Customers In Government. While the package is still under development, we anticipate it will include:





Extensive Training Leader’s Manual
In class participant’s work package
Complete Powerpoint Presentation Slides
Several hours of live support/consulting time to help you get up to speed.

Attached is the first introductory chapter from the Leader’s Manual. It’s a preliminary version, but it will
give you an idea of whether our to-be-released training program is suitable for your government and NGO
training programs.
Please visit http://customerservicegov.com which is where more excerpts and details about the course will
be released. Information will be available there on the main pages and/or in the blog area.
We also welcome your comments and suggestions.
Yours truly

Robert Bacal
Robert Bacal, M.A.
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Section I—Overview
Introduction To The Half Day Session
The half day version of this seminar is designed to fit into the busy schedules common in today’s workplace, and
to minimize time away from work for employees. Since there’s enough material in the companion workbook to
fill up two days of seminar time, it’s not possible to cover every topic in depth, which is why the companion
workbook is an essential part of the learning process.
It allows participants to continue to learn and improve after the seminar, and to add to their skill sets as they see fit
— a kind of just in time learning.
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We’ve made every attempt to make the half day session as interactive as possible, and as engaging as possible, but
with the amount of content that is “core” (essential), it’s not possible to include lengthy class exercises and discussion. Feel free to add, alter and delete material from the design based on your understanding of the needs of
each group.
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In the best case scenario, the half day session should run for four hours, with a break about two hours in. Group
size should be about twenty. Remember that the larger the group, the less each individual will be able to actively
participate.
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Organization of The Manual
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This manual is set up to be used during the delivery (as an in-class guide, or roadmap to follow), but also as a
more in-depth explanation of each section of the course. Once you are familiar with the content and exercises, you
probably won’t want to refer to them during the delivery. Some trainers choose to make their OWN NOTES to use
in class, and we highly recommend this, since it will help you remember the material.
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In Appendix I, you will find help with dealing with the most common questions and answers that come up in these
sessions. It’s absolutely critical that the trainer respond effectively to those comments and questions, since your
responses will speak to the credibility and usability of the content and skills.

Each “module” of the course includes:


Key learning points to remind you of the goals of the module—the important learning points you need to get
across.
 Say boxes — Examples of how and what to communicate with the group. Say boxes are inserted with a gray
background. Please note that you should NEVER read directly from the manual. The say boxes are there as
examples. Make the content and the process your own. If, however, you get stuck, or get lost (i.e. in an emergency), you could read a paragraph or two, but it’s not recommended since it makes it appear you as trainer
don’t know your stuff.
 Exercise steps: When there is an exercise for the topic, there are steps in leading the activity. Note that most
exercises can be done with the whole group, or in sub-groups. The instructions assume you will be doing the
exercises with the full group, because that tends to go faster.
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Note On Timing
Most training leader’s manuals tell you how much time you should spend on each activity or component of the
course. That is helpful, up to a point. Because group discussions and learning exercises are so dependent on group
dynamics, trainer preferences and involvement, trying to adhere to a rigid schedule can be counter-productive.
When I deliver this seminar, I try to capitalize on points made by the group, and let the group lead to some extent.
Sometimes it’s better to deal with a topic when it’s mentioned by the group even if it’s out of sequence. That
changes the times required for each segment.
It doesn’t matter how much time you spend on each segment, so long as you get through most of the material. If
you go long on one section, you’ll need to shorten something else.
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We’ve included some very rough estimates of how much time it will take to get through each segment, but they
are meant only as rough guides. As you gain more experience, you should keep track of what timings work for
you as a trainer and the groups with whom you interact.
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Apologies to Canadians, but we’ve chosen to use American spelling in the leader’s guide, because the Defusing
Hostile Customers Workbook has been published that way. Sorry.
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Materials and Equipment Needed and Room Setup
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Here’s a list of what you should have available for the seminar.
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Powerpoint Slide Package (Provided): The Powerpoint slide package provided serves two functions. Obviously
it’s to help learners identify the key points being discussed, and provides visuals to switch attention from what the
trainer is saying to a graphic representation. Second, it’s an ideal way for the trainer to stay on track. I often use
the slides as a reminder of the point I must cover next, and that makes it less necessary to use extensive notes during the seminar.
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The Powerpoint Package is provided to you without any branding (except for copyright notice), and it’s completely editable, so you can brand it for your organization (i.e. logo, look and feel), and you can also custom tailor
it to fit your particular needs. The provided version is fairly simple, so feel free to edit and augment the look.
Projector/Computer To Host The Powerpoint Slides:
Standard stuff. Try to use hardware with which you are familiar. You can also use the “old fashioned way”, the
stalwart overhead projector, since you can print out the slides on transparencies. Make sure to test everything prior
to the arrival of learners.
One per participant copy of The Defusing Hostile Customers Workbook For The Public Sector (3rd edition): The workbook is included due to the short length of the face-to-face seminar, and to allow learners to continue to expand their skills, should they choose. While you will be referencing the workbook several times during
the seminar, it is NOT the primary resource for in-class work. Think of it as a reference book for use after the
seminar. Also, it’s a tool for you, the trainer, and you need to be familiar with ALL the content, skills and principles in it.
It IS important that you explain the function of the workbook to participants, and refer to it when possible during
the session, preferably by directing attention to specific pages. The more you integrate the workbook into your
session, the more familiar learners will be with it, and the more likely they’ll use it to continue their learning after
the session.
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One per participant copy of the In-Class Learning Package (contains worksheets, take-away version of the
Powerpoint slides). The In-Class Learning Package is what you and participants will use during the class. It contains customizable dialogues, exercises, key points, and convenient note-taking space.
At least one flipchart, preferably two: Place one on each side, at the front of the room. You’ll be using them to
record user responses to exercises, highlight important points that may not be in the Powerpoint slides, etc. It’s
nice to have two so you can keep more material visible to the group. But one works.
Appropriate markers for the flipchart: Well, you know. Something to write with! Colors don’t matter.
Write-On nametags or place cards: Standard procedure so you can address participants by name. Probably good
to supply markers to write on the tags/nameplates or place cards, otherwise the writing may not be legible.

Room Layout/Seating
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My preference for seating arrangements is a series of small round tables to accommodate four or five people per
table. That provides enough flexibility to use small group work exercises, without too much fuss or shuffling
around. The larger the group, the better it is to have members seated in groups, because it supports more active
participation IF YOU PLAN ON DOING EXERCISES AT TABLE GROUPS.
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However, room layout isn’t that critical, and there are pluses and minuses for different layouts. The drawback with
round tables is that some positions at each table will require those seated there to have to turn their chairs around
to view the front of the room. However, if you want to take advantage of small group work, it’s pretty much mandatory.

Note On The Importance of Discussion, Use of Questions, Interaction
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Due to the short in-class time available, and the amount of content that is essential to cover, it’s not possible to
include a lot of exercises such as group problem solving analysis and role playing.
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On the surface, that would seem to be a problem, but in fact, in our experience, it’s not. The critical component
here is to engage learners in discussion and interaction as part of the delivery process.
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The more you can get learners to THINK, in the course of your delivery, the more they will learn, and the way to
do that is to intersperse your explanations, with demonstrations, and asking questions of learners.
We’ve included demonstrations of the various techniques as part of the course design, but as a trainer, look for
opportunities to ask questions about the techniques, and demonstrations.
Here are some example of the types of questions you will find useful to both grab the attention of learners, and get
them to think about the techniques in terms of their customers.





Now that we’ve covered the [technique], how can you see applying this to the customers you work with?
Do you think this would work or not work with your customers?
Can you see any drawbacks to [technique]?
Can you think of any ways you can adapt this technique so it works in your situation?

Remember, it’s not so much what exercises you do, but the degree you can pull in learners to think about the techniques and ideas and apply them to their own situations.

We know that what determines learning in training is not so much what learner do in the
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classroom, but how they think about, and process the information in their heads.
Your goal is to try to stimulate that thinking and cognitive processing.
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When you explain a technique, (the examples are in the “say” boxes in this manual, and referred to as lecturettes),
you should strive to ensure you aren’t talking (without interaction), for longer than 4-5 minutes. Asking questions
breaks up the flow of information into more manageable chunks, and ensures participants don’t get bored.
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