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Do you know who your customers are and
what they want? Are you meeting their
expectations? How do you handle customer
challenges? Join us to learn best practices
in communicating with customers, sending
the messages you want your customers to
hear, and overcoming obstacles your
difficult customers may present. The nine
hour course is usually delivered as three, 3

hour sessions.
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1 Establishing a professional image (environment, culture, and appearance)
Professionalism when the customer
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Session Three , Dealing with Difficult and Diverse Customers
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Rationale for why we need to deal with difficult customers
Why customers complain

How to handle customer complaints

Understanding what dissatisfied customers really want
Handling anger: theirs and yours

Turning dissatisfied customers into loyal, repeat customers
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, will cover:

Session One , Best Practices in Building
Customer Relationships,

T Establishing a vision for customer
relationship building

will cover:

1 Effective use of questions
1 Presenting information
1 Effective language

1 Concluding interactions
Session Two , Customer Service.: Sending
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Customer Service Training

Training Designed with our Region in Mind

Bemidji State University, Northland Community and Technical College,
Northwest Technical College, and the University of Minnesota, Crookston have
teamed up to bring three courses to Northwest Minnesota. The courses are
delivered as custom courses to employers in the region.
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If you are interested in scheduling a training for your employees,
please contact Kirsten Michalke,
kirsten.michalke@northlandcolleg.edu,
Director of Workforce Training
Northland Community and Technical College.



