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There are many difficult situations we are called to deal with.
To deal with those effectively, factor # 1 - Communication
The key to establishing good relationships – personal as well as professional – and managing emotions depends, in part, on how well you _________________
A. Communication is an exchange of meaning that leads to _________________. 

B.  To achieve understanding, you must communicate with _________________.

Congruence: _________________ or _______________in your words, tone and body language – they all need to say the same thing. 

Incongruence precedes, “But that’s not what I meant,” 

Mehrabian’s Theory:

Face to Face                                                                      

______% of our meaning is communicated through words  
______% through tone of voice
______% through body language or physiology

Over the phone:

______% of our meaning is communicated through words  
______% through tone of voice
______% through body language or physiology

Social media:

______% of our meaning is communicated through words  
______% through tone of voice
______% through body language or physiology
A.  _______% of communication is listening. 
B.  We listen to …

___________% of everything we hear
_______% of everything we hear goes in one ear and out the other. 

· Hearing is an automatic function of the body

· Listening is a choice 
“Listening is a magnetic and strange thing, a creative force. The people who listen to us are the ones we move toward, and we want to sit in their radius. When we are listened to, it creates us, makes us unfold and expand.       Karl Menninger
C. People don’t listen ________________ to others because they ________________they already know what the speaker is going to say. 

Communicating difficult messages or saying ‘no:’
· Pause 

· Breathe

· Disconnect emotionally; don’t take it personally

· Choose your tone of voice

1. ________________ with the resident’s situation. “I know you were hoping you could go to your niece’s wedding, but...”
2. Validate their emotions while reiterating your ________________.           “I can see you’re disappointed and I want you to know I understand.”

3. Treat every “no” like the ________________ “no” of the day. Everyone wants their problem or issue to be as important to you as it is to them. “I’m so sorry I have to tell you this, …” (Be conscious of tone)
4. Find your ____. Although you can’t give them exactly what they want, what can you do? “I’m sorry I can’t do that but what I can do is…”
5. Offer your best _______________ first. When telling the resident what you can do, don’t hold out your best alternative for last. Solve the problem as quickly as you can.
Interpersonal communication skills include one’s ability to 

· Express one’s self clearly (understanding)

· To respond to information appropriately

Meet the other person wherever s/he is:

1. The other person is frustrated – I need to be ______________________

2. The other person is angry – I need to be __________________________
3. The other person is confused – I need to be _______________________
4. The customer is happy – I need to be ____________________________
Factor #2- Attitude

1. Creates the emotional __________________ around you. 

2. Attitude positions your mind for the _________________ it will go
3. Attitude is a _____________________

Dealing with complaints or concerns effectively
Only __________ out of 100 dissatisfied customers will ever tell you; that's __________% of unhappy customers who don't complain or say anything to you.

For every one complaint you hear, there are ________ others you don't hear.
Most customers are unhappy when…

1. They didn’t get what they were _______________________. 

2. They felt they were treated _____________________. 

3. They perceived they were served with _____________________

4. They believe they were not ___________________ to. 

5. They were met with a ________________ or “can’t do” attitude. 
Steps in Dealing with a Complaint or Concern 

When someone complains or comes to you with a concern, what they’re really doing is giving you a ____________ chance. 
Your job is to deal with the issue and the person in such a way that the __________________________ is saved and the situation is ______________________. (There isn’t an either/or option in great service.)
1) Be 








· Eye Contact. 

· Verbal and non-verbal attends (back-channeling cues):

· Questioning. 

· Active Listening     
2) ________________ others’ opinion or feedback. 
3) Tell the person exactly ________________ you are going to do.         

4) Thank them for their _____________________.        

5) Genuinely ____________________ (even if you don’t feel it)
· People want you to apologize whether you’re wrong or not!

· What people really hate after a mistake or an undesirable encounter is the absence of ________________.                 
When concerns/complaints are not effectively resolved, ____________flair.

Dealing with Angry or Emotional People
            Great service reputations are born in emotionally charged moments.

                                                               Petra Marquart
A. There are two types of expressions of anger that most employees will face

1. ___________________
2. ___________________ 
You are not handling the ___________ – but the _____________.
During this interaction, you need to remain _____________. 

Just be there and be open to the _______________ and _________.                           

B.   Deal with feelings:

1.   ________________ the emotion. 
2. Ask an ______________- question
3. Ask at least two _________________ questions.                        

4.  _______________ the emotion.  (“I understand…” Empathy)            

C. Solve the Problem

5.  Offer three _______________ to solve the problem.              
6.  Come to an _______________ regarding the solution.            

7. Do whatever it is you _____________ to do. (Remember your 
    word is your promise.)
8. Go the _____________ or do something extra.
Petra Marquart, executive director of the long-term care training company, See ME, Inc. She received a Bachelor of Arts degree in Communication from Metropolitan State University and spent the early part of her career touring with The 10th Story Window, a popular group of musicians and singers. 
Today she is an inspirational speaker who has received rave reviews at conventions, conferences and meetings around the globe. She is listed in Who’s Who of American Women and is the author of the best seller, The Power of Service: Keeping Customers for Life. 
Petra has written numerous customer-service training programs including the program for Elim Care, a Minnesota-based, long-term care company with 25 nursing-home and assisted-living communities in a five-state area. 

She also wrote and developed a video-based customer-service training program for The MENTOR Network, a 23,000-employee company based out of Boston that provides housing for developmentally challenged and brain-injured individuals. 

She wrote and is featured in customer-service training videos for Minnesota’s Senior Linkage Line a service of the Minnesota Board on Aging and Metro Mobility, a transportation service of the Minneapolis Metropolitan Council. She also served as a service consultant to Mayo Clinic in Rochester, Minnesota. 

Most recently, she created See ME: Customer-Service Training in Compassionate Care, an online customer-service training program focused on helping organizations train new hires, offer remedial help for employees struggling with service performance and enhance the quality of service for the entire organization. 

Whether speaking on customer service, leadership, personal power or performance, Petra’s skilled stage presence comes, in part, from her experience working as a performer in Las Vegas with such stars as Elvis Presley, Tina Turner and some of the most recognized names in the world.
The Power of Service: Keeping Customers for Life at www.amazon.com
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