
FREE Management classes offered through the  

University System of Georgia Professional Development Consortium. 

Dealing with Difficult Callers 
Tuesday, April 14, 2015  9:00 AM-11:00 AM 

Valdosta State University— University Center Rose Room 
 

“The customer is always right” can be put to the test when you 
have a challenging encounter on the telephone with a customer 
who doesn’t want to cooperate in finding a resolution to the 
problem at hand. These difficult callers can add stress to your day 
and linger in ways that may affect interactions with others. Don’t let 
this challenge get the best of you; position yourself so you know 
what to do in these demanding situations before they occur. 

Learning Objectives: 
 Learn what your personality is over the phone 
 Develop techniques that are proven to calm the upset caller 
 Deflecting the sting of put-downs, criticism and attacks 
 When the answer must be "no"— how you say it is 99% of your 

success 
 How to build rapport — and win respect — in 10 seconds flat 
 Tips and techniques for putting the caller on hold and 

transferring the call that increases your professional edge 

 
Instructor: Tim Yorkey 

Tim is a Training Specialist with the Employee and Organizational 
Development Department, a unit of Human Resources and Employee 
Development at VSU. As a Training Specialist, he specializes in Law 
Enforcement training and provides various topics of instruction to area 
Law Enforcement officers. He also instructs at the institutional level on a 
variety of topics which include First Aid/CPR, Defensive Driving, new 
staff employee orientation, customer service, management and 
leadership skills, communication skills, time management, and conflict 
management skills.  

 
Register  

 
Online-www.valdosta.edu/training,  
Select Training Course Registration button 
Select visitor login  
 
OR 
 
Call- VSU Employee Development 229-259-5105  

Regional Training 

Center 

 

Valdosta State University 

 

Registration Assistance:  

training@valdosta.edu  

 

Customized Training: 

Becky Murphy– 229-259-5106 

 

 

 

Regional Partners 

 

Abraham Baldwin Agricultural 

College 

 

Albany State University 

 

Bainbridge College 

 

Columbus State University 

 

Darton College 

 

Georgia Southwestern State 

University 

 

South Georgia State College 

 

University System of Georgia  

Professional Development  

Consortium (USGPDC)  

 

The purpose of the consortium  

is to foster collaboration among 

USG institutions in regards to 

professional development to  

facilitate benchmarking, share 

development resources and  

implement best practices. 

 

Regional training centers and  

regional partnerships have  

been established  

throughout the USG. 

http://www.valdosta.edu/training
http://www.valdosta.edu/finadmin/training/
mailto:training@valdosta.edu

