Diffusing the Angry Client
In this session, we will explore extensive studies conducted in the airline industry and how to adapt findings to the veterinary practice. Ultimately, we will learn 6 tools for managing angry and complaining clients that can be applied to nearly any situation.
Objective Statements:
1. Learn the six tools for managing angry and complaining clients.
2.  Explore “Redress” – making it right with the client.
3.  Understand communicating with empathy.
[bookmark: _GoBack]4.  Learn how and when to apologize.





