
Introduction
· A survey carried out in 20061 showed that 45% of us regularly lose our temper at work. But anger is not an option for staff whose job involves face-to-face dealings with customers – whatever the provocation, they need to put aside personal problems and prejudices, manage their emotions and remain totally professional at all times.

· If Looks Could Kill: Controlling Your Behaviour illustrates how staff can deal with difficult situations more effectively by controlling their own behaviour and managing that of other people.

· Structured around a series of engaging video clips featuring Dawn French, key messages are delivered with simplicity and impact to make the learning more memorable. With the practical guidance provided, staff will be able to conduct themselves in a way that improves customer attitudes, creates new sales opportunities and enhances the reputation of a business and its services.

Who is the course for?
· If Looks Could Kill: Controlling Your Behaviour is an ideal course for all customer-facing staff.

· It will help them to deal with difficult situations more effectively by controlling their own behaviour and managing the behaviour of their customers.

· This course is appropriate for any business sector, there are no formal entry requirements and employees do not need any prior experience.

What will you get from this course?
When you have completed this course, you will be able to:

· Understand how your behaviour affects other people’s opinions of you

· Recognise the importance of good customer service

· Acknowledge, assess and serve customers professionally

· Control difficult situations by managing the customer

· Understand the role body language plays in people’s perceptions of you

· Keep your cool when faced with angry or emotional customers

