Course Title: Techniques on Complaint Handling

Course Aim:
What mindsets and skills should a corporate executive holds in "Complaints Handling"
professionally? To cater this subject, this training course will mainly apply "Meta-Programs" " &%

BEX, a knowledge which unpacks a person’s ways of thinking, a system of perceptual filters.

"Meta-Programs" has been widely applied to the management and business aspects for many
years in coaching, counselling, negotiation, recruitment, communication, selling, customer services,
parenting, training and etc. It provides corporate executives with the competency to observe and
effectively communicate with stakeholders, especially in “Complaints Handling”.

Participants will learn to recognize and deal with each individual's uniqueness, clearly understand
other people's perception filters and how were those filters developed. One of the most well-
known "Meta-Programs" is the preference of learning mode of each individual: visual, auditory or
kinesthetic. Once we know the individuals’ preferred mode, we could:

o easily match and effectively communicate with them;

o comfort the others' dissatisfaction;

o re-establish the relationship with them;

o guide them to accept our proposed remedies, and finally

o promote or unleash the best performance of the organization or business.

Participants will:

o improve the communication with stakeholders;

o able to understand and appreciate others;

o build a deeper, more meaningful and treasurable relationships with others.

The knowledge of "Meta-Programs" and the value of its application is far beyond the common
typology of personality.

Course Content:

In the 12-hour course, we will introduce a series of the most influential ""Meta-Programs" and its
application in "Complaints Handling". What’s more are the skills of influencing communication and
expression. This training course will include:

What is the "Meta-Programs" " E&ZH&l . , the perception filters and their origins
Introduction of Perceptual Positioning and its importance in interpersonal communication
The Influencing Principles in Communication

The Language Level and the Magic of Persuasion

Introduction of a series of "Meta-Programs" and its application in "Complaints Handling"
Identifying your own and the others’ ""Meta-Programs"

Cases sharing, daily application and discussion
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This training will be an interesting, life-oriented, applicable to workplace, personal and family lives.
It would be easy for the participants to learn and apply in figuring out people.
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