
Chapter 6.2.1 > > Previous passport holder - 
establishing identity 

A customer may use a previous Australian passport to confirm their identity if the passport was 
issued 
- from 1 January 2006 onwards and
- with at least 2 years of validity remaining.

• Once a customer has established their identity with the Australian Passport Office (APO), they
can use their previous passport as evidence of identity for renewal applications. Customers
must still meet certain criteria (their personal details mustn’t have changed, for example).

– Eligible for streamlined renewal

• The delegate must confirm the identity of these customers by assessing:

— the completed application form

— a passport photo

— the previous passport record.

• The passport renewal process relies on APO’s ability to use a customer’s facial biometrics to
match them to their previous passport record. This is known as a facial recognition (FR) match.
APO-commissioned research has confirmed the reliability of FR matches on images held in the
database from 1 January 2006.

— If a customer’s FR match confirms they’re the holder of their previous passport, APO
can issue a new passport. This is because we’ve previously established the customer’s 
identity and citizenship. 

— We don’t need any other supporting documents if the customer hasn’t changed any of 
their personal details. 

• Customers must present some or all of their identity documents again to confirm their
previously established identity if:

— their previous passport was issued before 1 January 2006 or

— they can’t present their previous passport or

— any of their personal details have changed.

Emergency passport or limited validity passport 

• Customers can’t use an emergency passport or limited validity passport to confirm their
identity or citizenship. This is because the customer’s identity is not always confirmed in
situations where these documents are issued.

— For example, where a customer loses their identity documents while travelling outside
of Australia, or where they can’t produce any identity documents because they’re in a 
war zone or some other emergency situation. 
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Chapter 3.2.2 > > Not eligible for streamlined renewal 
• A customer will not be eligible for streamlined {{Renewal }} if any of the 

following apply: 

— their previous Australian passport was issued before 1 January 2006. 

— their previous passport was issued with less than two years validity (for example, a 
{{Limited Validity Passport }} or {{Emergency Passport }}) 

— their previous passport was issued to them when they were 15 years old or younger 

— the customer cannot present the previous passport, or it was reported {{Lost or 
Stolen }} and {{Voided }}, or it is so seriously damaged it can 
no longer be used to identify the holder 

— the customer wishes to update any of their personal details (apart from the name or 
spelling of their {{Place of Birth }} due to a recognised geographical 
renaming). 

• Customers that previously held a child passport with 5 years validity are also ineligible for 
streamlined renewal due to the inability to generate a PC7 form as the previous passport had 
less than 10 years validity 

• In all of the cases listed above, the customer must present some or all identity documents 
again to confirm they are the holder of their (previously established) identity.  

• If the previous passport was issued on or after 20 August 1986 with at least two years validity, 
the customer may be able to use it as evidence of their Australian citizenship.  

• Streamlined {{Renewa }} is also not available: 

— for customers applying via hardcopy PC form 

— for children (given streamlined {{Renewal }} is based on {{Facial 
Recognition }}, as well as the additional documentation required to meet 
consent requirements). 

— where there is an alert recorded against the customer’s {{APO record }} 
(for PC7 forms only, as a PC7 cannot be generated from a record with an alert) 

— to {{Travel-related document }} holders. 

Name change 

• If the customer has changed their name (or any other personal details) since their most recent 
passport was issued, they must present acceptable name change documents (or other 
documents as applicable). The documents must link their current and previous details.  

Lost, stolen or damaged 
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Chapter 9.2.1 >  > Same as previous Australian travel 
document - place of birth 

Exception: Australia does not recognise a State of Palestine. It cannot appear on an Australian travel 
document (ATD). 

Previous Full Validity Passport, Convention Travel Document or Certificate of Identity 

• A customer may use the same {{Place of Birth }} (POB) as appeared on their 
previous {{Australian Travel Document }} (ATD) if all of the following are satisfied: 

— the ATD is their most recently issued {{Full Validity Passport }} (FVP), 
{{Convention Travel Document }} (CTD) or {{Certificate of 
identity }} (COI) (it can be current, expired, lost, stolen or damaged) 

— where relying on the most recently issued FVP, it was issued on or after 20 August 1986 
with at least two years validity 

— the {{POB }} was printed correctly on the ATD (including in accordance 
with a previous policy or an exceptional circumstances decision) 

— the customer has not formally changed their POB with the Department of {{Home 
Affairs }} or a {{Registry of Births, Deaths and Marriages }} 
(RBDM) since the ATD was issued. 

• For CTD and COI holders, the country of birth (COB) must be the same as recorded for the 
customer by Home Affairs. 

• If the customer cannot present their previous ATD (due to the ATD being expired, lost, stolen 
or damaged), as an alternative they may present one of the following: 

— a subsequently issued {{Emergency Passport }} (EY) or {{Limited Validity 
Passport }} (LVP) that shows the same POB as their FVP 

— their original evidence of POB again 

— a {{Form B-11 }} to request the POB as it appears in their 
{{PICS }} record. 

• At assessment, if the POB requested in the application matches the POB in the customer’s 
record, no further information is required. 

Customer has only ever been issued an Emergency Passport or Limited Validity Passport 

• Customers must present full documentation to apply for a Full Validity Passport (FVP), 
including original evidence to confirm their {{POB  

• In certain circumstances, where the customer presented acceptable original evidence of their 
POB with their Emergency Passport (EY) or Limited Validity Passport (LVP) application and a 
copy is in {{APO records }}, they may request that the APO use that evidence 
again.  
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Chapter 10.2.1 >  > Same as previous Australian travel 
document - sex (gender) 
• A customer may use the same {{Gender }} as appeared on their previous 

{{Australian Travel Document }} ({{ATD }}) if all of the following are 
satisfied: 

— the {{ATD }} is their most recently issued {{Full Validity 
Passport }} ({{FVP }), {{Convention Travel 
Document }} ({{CTD }) or {{Certificate of 
identity }} ({{COI }}) (it can be current, expired, lost, stolen or 
damaged) 

— where relying on the most recently issued {{FVP }}, it was issued on or 
after 20 August 1986 with at least two years validity 

— the {{Gender }} was printed correctly on the {{ATD }}.  

• If the customer cannot present their previous {{ATD }} (due to the 
{{ATD }} being expired, lost, stolen or damaged), as an alternative they may 
present one of the following: 

— a subsequently issued {{Emergency Passport }} ({{EY }) or 
{{Limited Validity Passport }} ({{LVP }}) that shows the same 
{{Gender }} as their {{FVP }} 

— their original evidence of {{Gender }} again 

— a {{Form B-11 }} to request the {{Gender }} as it appears in 
their  record. 

• At assessment, if the {{Gender }} requested in the application matches the 
{{Gender }} in the customer’s {{PICS }} record, no further 
information is required. 

• Sex and {{Gender }} Diverse ({{SGD }}) customers who have 
previously been issued with a passport in their preferred {{Gender }} do not need 
to provide a {{Form B-14 }} (or letter from a {{Registered medical 
practitioner }} or psychologist) again.  
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Chapter 12.2.1 > > Confirming citizenship - previous 
Australian passport 
There are different evidence requirements for customers that aren’t using the streamlined renewal 
process to confirm their Australian citizenship.  

Born in Australia 

• A customer born in Australia before 20 August 1986 is only required to present their original 
full Australian birth certificate (which is also required for identity purposes) to confirm their 
Australian citizenship. 

• A customer born in Australia on or after 20 August 1986 must present their original Australian 
birth certificate plus additional documents to confirm their Australian citizenship. Refer to 
policy 'born on or after 20 August 1986 - citizenship'. 

• These customers may use a previous Australian passport to confirm their Australian 
citizenship if the passport was issued on or after 1 January 2000 with at least two years 
validity.  

Born overseas 

• A customer born overseas, who is not applying via streamlined renewal, should present their 
Australian Citizenship certificate with their new application. 

• These customers can’t use a previous Australian passport to confirm their Australian 
citizenship.  

• The exception to the above is in the following situations: 

— under a previous passport policy, the following customers weren’t required to present 
an Australian citizenship certificate. Therefore, they can still use a previous passport 
issued on or after 20 August 1986 (with at least two years validity) or their APO record 
to confirm their Australian citizenship:  

 customers born in Papua New Guinea before 16 September 1975 

 customers born overseas and adopted. 

• If a customer is unable to present their citizenship certificate, they should at least provide 
their surname, given names and DOB as printed on their citizenship certificate. A Passport 
case officer (PCO) will confirm their citizenship status at assessment, using APO records. 

Using APO records/Letter from the APO Contact Centre 

• Where a customer (either born in Australia or overseas) has held a previous Australian 
passport issued on or after 20 August 1986 with at least two years validity, but can’t present 
any evidence of Australian citizenship, they may contact the Australian Passport Office or their 
nearest Overseas post to discuss their circumstances. 
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Chapter 16.2.1.2 >  > Incomplete applications - identified at assessment 

A lodgement officer should only accept an application and take payment of the fee when they are 
satisfied the application has been completed correctly and all required documents are provided.  

• At the assess stage, the passport case officer (PCO) should check that all required 
documentation has been provided. If they identify missing documentation, they may be able 
to check the customer’s APO record (previous applications) for the missing documentation. 

— if the document is already on the customer’s APO record, the PCO may be able to 
process the application using this information.  

• If there are no documents on the customer’s record, or they’re applying for the first time, the 
PCO must contact the customer and request the missing information or documentation. 

— This may include original or supporting documents, supplementary B forms, or new 
photos that meet the photo guidelines.   

— PCO’s can contact customers by phone, followed up by an email or mail. PCO’s must use 
approved templates in  when contacting a customer in writing. 

A decision cannot be made if the application is incomplete. 

• The customer will be given 28 calendar days to respond or longer if an extension is agreed 
between the customer and the PCO. 

— for requests by email, the 28 days starts from the date the email is sent. 

— for requests by mail, 7 days should be added for delivery. 

• If the customer doesn’t respond or resolve the outstanding requirements within the 28 days 
or agreed timeframe, the application may be deemed incomplete.  

— PCO’s can withdraw the application from the system and submit a fee refund request. 
Fees that can be refunded include the:  

 application fee 

 Priority (2-day processing) fee (PPF) (if paid) 

 Fast Track (5-day processing) fee (FTF) (if paid) 

 overseas surcharge (if paid). 

• An application may be deemed incomplete even where the delegate is satisfied of a 
customer’s identity or citizenship. If the customer fails to provide the required information in 
the approved form as stated in sections 7(3)(a) and 9(3)(a) of the Australian Passports Act 
2005, the APO can finalise the application as incomplete. 

• An incomplete application isn’t eligible for review as no decision has been made on the 
customer’s application for a passport.   

• Once withdrawn, should the customer still wish to be issued a travel document, they will need 
to submit a new application with all the required documentation and pay the appropriate 

s 47E(d)

s 47E(d)

DFAT – RELEASED UNDER THE FREEDOM OF INFORMATION ACT 1982 - LEX 13659

Page 15 of 827







Chapter 12.3.3 >  Born on or after 20 August 1986 - 
citizenship 

A person born in Australia on or after 20 August 1986 is an Australian citizen by birth if at least one 
of their parents was an Australian citizen or permanent resident at the time of their birth.  
This includes people born on Norfolk Island, Cocos (Keeling) Islands and Christmas Island.  

• In addition to their original full Australian birth certificate, a person born in Australia on or 
after 20 August 1986 must present either: 

— documents to confirm that at least one of their parents was an Australian citizen at the 
time of the customer’s birth. If the parent was also born on or after 20 August 1986, a 
birth certificate of a grandparent is also required. 

— the customer’s own original Australian citizenship certificate 

— the customer’s own Australian passport issued on or after 1 January 2000 with at least 
two years validity. 

• In some cases, customers may be unable to provide the additional documents needed to 
confirm their Australian citizenship. For example: 

— the customer’s parents may be deceased 

— the customer may not be in contact with their parents  

— the parents may refuse to provide the original documentation. 

• If the parent is in a different location, they can present the original document at an accredited 
Australian Post office or STO so the document can be certified, copied and attached to the 
customer’s application.  

• If the parent is a previous passport holder, refer to policy: Passport record of Australian citizen 
parent: citizenship 

• A customer must apply to the Department of Home Affairs for their own evidence of 
Australian citizenship if all the following criteria apply: 

— born in Australia on or after 20 August 1986 

— can’t provide evidence of at least one parent’s Australian citizenship 

— they don’t identify as Aboriginal or Torres Strait Islander. 

Never refer a customer who identifies as Aboriginal or Torres Strait Islander to the Department of 
Home Affairs to obtain an Australian citizenship certificate. This isn’t a requirement for these 
customers. See also: Aboriginal or Torres Strait Islander 

• Where a customer requires their own evidence of Australian citizenship, they should be 
referred to the Department of Home Affairs website and the online application (previously 
Form 119). 
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Chapter 5.4.2.1 >  > At lodgement (Passport Office and overseas posts) - 
using APO records 

• An incomplete application may be accepted if the {{lodgement officer }} can 
confirm that the missing documentation is available in {{APO records }} (through 
Atlas or {{Image Web }) 

— If a copy of the {{original document }} is not found in APO records, the 
customer must present the original document. 

• Lodgement officers may use their discretion when determining whether to search APO 
records for a missing document, but this option should always be explored where a {{previous 
passport holder }} has: 

— an urgent need to travel or  

— travelled to attend the lodgement appointment and it would be difficult for them to 
return to present the missing document. 

• If the missing document is an Australian birth or citizenship certificate, the customer/parent 
must also write details of the document into the appropriate fields of the application form. 
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Chapter 3.7.1 > > Lodgement officers 
• {{Lodgement officers }} must be officers (or {{Authorised Officers }}) 

under {{the Passports Act } who are appropriately trained and accredited to 
perform this work. 

— Lodgement officers at Australia Post must hold current passport accreditation and be 
authorised by the APO to conduct passport {{lodgement appointments }} 
on behalf of {{DFAT }}. 

— DFAT employees at Passport Offices or {{overseas posts }} (including LES 
and A based staff) must have met the APO’s training and accreditation framework.  

— Staff at Australian {{Honorary Consulates }} and {{Canadian 
Missions }} must be approved by the Assistant Secretary, Passport 
Customer Services Branch, APO. 

• Only lodgement officers who hold current passport accreditation can accept passport 
applications and certify {{original documents }} for passport purposes. 
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Chapter 3.7.2 > > Role of lodgement officers 
• At the lodgement appointment, the lodgement officer must ensure:  

— the application has been completed correctly  

— all required documents have been presented (confirmation of this will occur this during 
processing) 

— any original documents are copied, certified and returned 

— the photo meets the requirements and, for applicants aged 16 and over, is a true photo 
of the applicant  

— the customer’s current personal details are confirmed 

— the identity of the person applying or person lodging a child application is confirmed 
(previous passport or acceptable personal identity documents (PID), as applicable) 

— the customer’s or lodging person’s PIDs are copied 

— the guarantor has completed the declaration  

— the consent page has been completed correctly by persons with parental responsibility 
(where applicable) 

— the applicant has signed the application declaration correctly for adult applications or a 
person with parental responsibility for a child  

— the signature matches the customer’s or lodging person’s PIDs 

— any necessary B forms are provided 

— the customer’s address details and arrangements for delivery or collection of the issued 
passport are confirmed and copied where applicable 

— the previous passport is sighted, where applicable 

— the application fee(s) are paid at lodgement 

The lodgement officer should only sight bank and credit cards. For bank, credit card and utilities 
statements, lodgement officers must black out account numbers and balances on the copy. 
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Chapter 3.7.7 >  > Applications without supporting 
documents - at lodgement 

Under section 7(3) and section 9(3) of the Australian Passports Act 2005, an application for an 
Australian passport or travel-related document must be made in the form approved by the Minister 
and accompanied by the applicable fee (if any). 

Accepting applications 

• Lodgement officers must accept an application and take payment when the customer 
presents a substantially complete application in the approved form and is ready to pay the 
applicable fee (unless the fee has been waived).  

Supporting documents 

• It’s preferable for a customer to lodge an application accompanied by all supporting 
documentation. Legally, however, they can provide further documentation during processing, 
which is why an application may be accepted for processing without all the documents the 
Australian Passport Office (APO) typically requires to issue an Australian travel document 
(ATD). 

— Lodgement officers must not make an assessment of the customer’s entitlement to an 
ATD – the application must be accepted and a decision on entitlement made by the 
appropriate delegate.  

When further supporting documents are needed 

• If further supporting documents are needed to confirm identity, citizenship and entitlement or 
other requirements, the lodgement officer must advise the customer of the following: 

— It’s recommended they present all documents to support their application at the time 
of lodgement 

— If they are unable to provide the information needed to assess the application, the APO 
may refuse to issue an ATD and any applicable fee paid may not be refunded. 

• If the customer still insists on lodging their application, the lodgement officer must advise the 
APO will contact them to provide further information and it’s important they provide it within 
the requested timeframe. 

• There may be scenarios when a customer cannot provide the supporting documents at 
lodgement, for example: 

— They don’t physically have possession of an original document (for example, an original 
birth certificate or citizenship certificate of their parent). These documents may be 
lodged by another person at a participating Australian Post outlet, state or territory 
office (STO) or overseas post. 
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CLIENT SERVICE 
 

Module Outline 
 
The Client Service presentation focuses on the importance of treating all clients 
fairly, professionally and with respect. This presentation discusses sex and gender 
diversity, adoption, cultural awareness and sensitivity and how to deal with difficult 
clients. 
  
Outcomes: 
 

• Understand the APO Client Service Charter;  
• Understand the importance of treating all clients fairly, professionally and with 

respect; 
• Define cultural awareness and cultural sensitivity; 
• Learn techniques for dealing with difficult clients. 

 
Discussions: 
 

• What are examples of good and bad client service? 
• Who are our clients and what are their expectations? 

 
PowerPoint: 
 

• Client Service  
 

Activity:   
 

• Dealing with Difficult Clients Scenarios  
• Dealing with Difficult Clients Scenario Answers  

 
Questions:  
 

1. What document sets out the standards on which our service is judged? 
 
 The Client Service Charter. 

 
2. What is cultural sensitivity? 

 
 Knowing that cultural differences as well as similarities exist, without 

assigning values (i.e. better or worse, right or wrong) to those 
differences. 
 

3. What is cultural knowledge? 
 
 Familiarization with cultural characteristics, history, values, belief 

systems, and behaviours of another ethnic group. 
 
 

s 22(1)(a)(ii)

s 22(1)(a)(ii)
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4. What are some sensitivity skills you could use when dealing with 
clients? 
 
 Be self-aware 
 Confront any stereotypes you have learned 
 Treat all clients with professional courtesy and respect, regardless of 

any personal views you may hold 
 Adopt a non-judgemental attitude 
 Have empathy for clients, where appropriate 
 Put yourself in the client’s shoes 

 
5. If you discover that a client is adopted, should you discuss this with 

them? 
 
 No 

 
6. Why might a client be difficult during their passport interview? 

 
 Confused 
 Frustrated 
 Overwhelmed 
 Feeling ignored 
 Angry 
 Upset 
 Being dishonest 

 
7. What are some techniques for dealing with difficult clients? 

 
 Keep things in perspective 
 Be respectful and professional 
 Listen to their concerns, assume they are legitimate 
 Use straight forward language 
 Lower your voice 
 Avoid humour 
 Remain calm 
 Get support or use security measures 
 Ensure accurate file notes are kept 
 Discuss with manager if needed 
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Dealing with difficult clients 
 

 

Activity:  Dealing with difficult clients  

 

Resources: 

 

6 x Privacy case study cards 

 

Instructions: 

 

The Privacy case studies appear at the end of the PowerPoint presentation. Give each participant a card and have them read the story as each 
picture is presented in the PowerPoint. Split larger groups into pairs. Discuss the scenarios as a group and how each scenario should have 
been handled by the passport officer.  
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Scenario 1 
 

BRING YOUR OWN BOUNCER 
 

Sally has come to the counter to apply for her first passport. She has been 
given a ticket to NZ as an engagement present and needs to lodge a PPF 
application so that she can accompany her boyfriend on a rugby trip next 

week. 
 

She has bought in full PIDS and a ceremonial birth certificate. The interviewing 
officer has told her she needs to bring in the original full birth certificate in 

order to lodge her application. Sally has gone away and has now returned with 
the ceremonial certificate and her rather large boyfriend, Bruce, who once 

worked in the local post office doing passport interviews. 
 

Bruce is now at the counter with Sally demanding that she has all the 
documentation she needs and that we must accept the application and give 

Sally her passport. He is large, loud and very aggressive. 
 

How would you deal with this client? 
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Scenario 2 
 

PLEASE EXPLAIN!!! 
 

Noelene is taking a break from her fish and chip business and wants to travel 
back to England to reacquaint herself with her roots. She has bought in her 
previous passport which she had misplaced a year ago but found when she 

was looking for her divorce papers. 
 

Because she advised APIS at the time she lost her passport, she has been 
advised by Luigi at the counter that she will have to pay the lost and stolen fee. 
Noelene is very annoyed, she does not understand why she has to pay a lost 
and stolen fee for a passport she is now presenting and refuses to listen to 

Luigi’s explanation. Noelene feels she is not being given her due respect and 
now wants to speak with an Australian. 

 
How would you deal with this client? 
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Scenario 3 
 

URGENT EXIT 
 

A woman is at the counter. She is very agitated and speaking in a very low 
voice. She wants to know which airlines are giving away free tickets and says 

she needs a passport urgently. She is very dishevelled and has no 
documentation. You have explained that we don’t have any information on free 
airline tickets but you can assist her with getting a passport. You ask when she 
is travelling and the woman tells you she needs to leave as quickly as possible 
because aliens have poisoned her toothpaste and they are trying to kill her. By 

way of proof she opens her mouth wide to display her rotting teeth. 
 

How would you deal with this client? 
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Scenario 4 
 

CULTURAL CLASH 
 

Maurice has come to the counter to speak with the Minister for Foreign Affairs. 
He lodged a passport application for his son and someone has phoned his 

wife checking up on him. He is very angry and refuses to answer any 
questions from a woman. 

 
How would you deal with this client? 
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Scenario 5 
 

UNDER THE INFLUENCE 
 

It is late afternoon and Roxanne has come to the office after polishing off 
several martinis over lunch with the girls to lodge her 17 year old daughter’s 

passport application. The application has all the correct documentation; 
however there is no signature in the applicant’s block. Steve is on the counter 
and has explained that her daughter’s signature must appear in the passport. 

 
Roxanne leaves the counter and returns two minutes later with a signed 

application. Steve asked Roxanne how she was able to get her daughter’s 
signature so quickly and Roxanne has collapsed on the counter in a fit of 

giggles. 
 

How would you deal with this client? 
  

DFAT – RELEASED UNDER THE FREEDOM OF INFORMATION ACT 1982 - LEX 13659

Page 304 of 827



Scenario 6 
 

LIVID LIZ 
 

You are processing an application for Liz who has applied for a senior’s 
passport. You notice that Liz is 72 years of age and not entitled to a senior’s 

passport. After advising Liz of this, she becomes angry and agitated and 
states that she is the holder of a Senior’s Card. She starts raising her voice 
and states that she has paid taxes all her life and cannot afford any more 

money as she is on the pension. 
 

How would you deal with this client? 
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Scenario 7 
 

MIND YOUR LANGUAGE 
 

You are processing a child application for Rex. You have confirmed that the 
guarantor is related to Rex so you ring the father who lodged to advise that a 

new guarantor is required. 
 

Upon hearing the news, the father becomes angry and starts swearing at you 
stating that Rex is due to travel to Disneyland in three days and that you are 

making things difficult for him. You explain to the father that the passport 
cannot be authorised until a new guarantor is provided. The father continues to 

swear at you and argues that the same guarantor was provided on Rex’s 
previous passport. 

 
How would you deal with this client? 
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Scenario 8 
 

LIMITED ENGLISH 
 

You are processing a PC5 application for Leon for a Convention Travel 
Document. Leon has recently arrived in Australia and speaks limited English. 
Leon has provided all the correct documentation except for evidence of place 

of birth. 
 

You call Leon and you check his identity by asking his name, date of birth and 
address. Leon answers all the questions correctly. You then explain that 

evidence of place of birth is required for this application. There is silence on 
the other end of the line. You ask him if he has a foreign birth certificate or a 

foreign passport for evidence of place of birth and again there is silence on the 
line. 

 
How would you deal with this client? 
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Scenario 9 
 

PAST EXPERIENCES 
 

You are processing an application for Wendy who has applied for a frequent 
traveller’s passport. Wendy has provided all the correct documentation 

however has paid for an ordinary passport and is required to pay the additional 
amount. 

 
Upon telephoning Wendy and before you deliver the news; she is already irate 

saying that she has had two negative experiences in the past when lodging 
passport applications. On her previous application Wendy had to wait four 

weeks for a new birth certificate before her passport was issued. On another 
occasion Wendy says that she had to resubmit new photos as the photo size 

was too small and this held up the application for 12 days. 
 

Wendy feels she is not being given a ‘fair go’ and wants to speak with a 
supervisor even though you have not informed Wendy of the reason for the 

call. 
 

How would you deal with this client? 
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Scenario 10 
 

DISTRAUGHT DARLENE 
 

You are on the telephone to an applicant regarding their passport application. 
 

Darlene, your colleague who sits next to you is on the telephone talking to her 
ex-boyfriend about welfare payments. Darlene has become very irate and loud 

on the phone and you are finding it difficult to hear and concentrate on your 
call. 

 
You place your caller on hold and you get Darlene’s attention to tell her to 

quiet down. You then return to your call; however Darlene continues to speak 
loudly and appears very distressed. 

 
How would you deal with your colleague? 
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Dealing with difficult clients 
 

 
Activity:  Dealing with difficult clients scenarios 
 
Resources: 
 
9 x dealing with difficult clients scenario cards 
 
Instructions: 
 
The dealing with difficult clients scenarios appear at the end of the Client Service PowerPoint presentation. Give 
each participant a card and have them read the story as each picture is presented in the PowerPoint. Split larger 
groups into pairs. Discuss the scenarios as a group and how each scenario should have been handled by the 
passport officer.  
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Scenario 1 
 

BRING YOUR OWN BOUNCER 
 

Sally has come to the counter to apply for her first passport. She has been given a 
ticket to NZ as an engagement present and needs to lodge a PPF 

application so that she can accompany her boyfriend on a rugby trip next week. 
 

She has bought in full PIDS and a ceremonial birth certificate. The interviewing officer 
has told her she needs to bring in the original full birth certificate in order to lodge her 
application. Sally has gone away and has now returned with the ceremonial certificate 
and her rather large boyfriend, Bruce, who once worked in the local post office doing 

passport interviews. 
 

Bruce is now at the counter with Sally demanding that she has all the documentation 
she needs and that we must accept the application and give Sally her passport. He is 

large, loud and very aggressive. 
 

How would you deal with this client? 
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Scenario 2 
 

PLEASE EXPLAIN!!! 
 

Noelene is taking a break from her fish and chip business and wants to travel 
back to England to reacquaint herself with her roots.  In section 10 of the 

application she indicates that she has lost 2 Australian passports within the 
last 5 years.  

  
Noelene is shocked when she is advised by Luigi at the counter, that the 

validity of her next passport will be reduced to 5 years. She claims her last two 
passports were buried in the garden by her dog Rufus and it’s not her fault she 
can’t find them or present them.  Noelene is very annoyed and does not think it 

is fair she has to pay $282 for a passport that will only be valid for 5 years.  
Noelene refuses to listen to Luigi’s explanation. She feels she is not being 

given her due respect and now wants to speak with an Australian. 
 

How would you deal with this client? 
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Scenario 3 
 

URGENT EXIT 
 

A woman is at the counter. She is very agitated and speaking in a very low 
voice. She wants to know which airlines are giving away free tickets and says 

she needs a passport urgently. She is very dishevelled and has no 
documentation. You have explained that we don’t have any information on free 
airline tickets but you can assist her with getting a passport. You ask when she 
is travelling and the woman tells you she needs to leave as quickly as possible 
because aliens have poisoned her toothpaste and they are trying to kill her. By 

way of proof she opens her mouth wide to display her rotting teeth. 
 

How would you deal with this client? 
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Scenario 4 
 

CULTURAL CLASH 
 

Maurice has come to the counter to speak with the Minister for Foreign Affairs. 
He lodged a passport application for his son and someone has phoned his 

wife checking up on him. He is very angry and refuses to answer any 
questions from a woman. 

 
How would you deal with this client? 
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Scenario 5 
 

UNDER THE INFLUENCE 
 

It is late afternoon and Roxanne has come to the office after polishing off 
several martinis over lunch with the girls to lodge her 15 year old daughter’s 

passport application. The application has all the correct documentation; 
however there is no signature in the applicant’s block. Steve is on the counter 
and has explained that her daughter’s signature must appear in the passport. 

 
Roxanne leaves the counter and returns two minutes later with a signed 

application. Steve asked Roxanne how she was able to get her daughter’s 
signature so quickly and Roxanne has collapsed on the counter in a fit of 

giggles. 
 

How would you deal with this client? 
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Scenario 6 
 

LIVID LIZ 
 

You are processing an application for Liz who has applied for a senior’s 
passport. You notice that Liz is 72 years of age and not entitled to a senior’s 

passport. After advising Liz of this, she becomes angry and agitated and 
states that she is the holder of a Senior’s Card. She starts raising her voice 
and states that she has paid taxes all her life and cannot afford any more 

money as she is on the pension. 
 

How would you deal with this client? 
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Scenario 7 
 

MIND YOUR LANGUAGE 
 

You are processing a child application for Rex. You have confirmed that the 
guarantor is related to Rex so you ring the father who lodged to advise that a 

new guarantor is required. 
 

Upon hearing the news, the father becomes angry and starts swearing at you 
stating that Rex is due to travel to Disneyland in three days and that you are 

making things difficult for him. You explain to the father that the passport 
cannot be authorised until a new guarantor is provided. The father continues to 

swear at you and argues that the same guarantor was provided on Rex’s 
previous passport. 

 
How would you deal with this client? 

DFAT – RELEASED UNDER THE FREEDOM OF INFORMATION ACT 1982 - LEX 13659

Page 318 of 827



Scenario 8 
 

LIMITED ENGLISH 
 

You are processing a PC5 application for Leon for a Convention Travel 
Document. Leon has recently arrived in Australia and speaks limited English. 
Leon has provided all the correct documentation except for evidence of place 

of birth. 
 

You call Leon and you check his identity by asking his name, date of birth and 
address. Leon answers all the questions correctly. You then explain that 

evidence of place of birth is required for this application. There is silence on 
the other end of the line. You ask him if he has a foreign birth certificate or a 

foreign passport for evidence of place of birth and again there is silence on the 
line. 

 
How would you deal with this client? 
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Scenario 9 
 

DISTRAUGHT DARLENE 
 

You are on the telephone to an applicant regarding their passport application. 
 

Darlene, your colleague who sits next to you is on the telephone talking to her 
ex-boyfriend about welfare payments. Darlene has become very irate and loud 

on the phone and you are finding it difficult to hear and concentrate on your 
call. 

 
You place your caller on hold and you get Darlene’s attention to tell her to 

quiet down. You then return to your call; however Darlene continues to speak 
loudly and appears very distressed. 

 
How would you deal with your colleague? 
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Questions:  
 

1. What do you do if you have a difficult client? 
 Remain calm 
 Talk slowly and precisely 
 Do not use jargon 
 Be aware of cultural issues 
 If there is a language barrier, there is an interpreter service you can use 
 File note all details 
 Discuss outcomes with team leader 
 Write down the issues and repeat it back to the applicant 
 Have a break  
 Was there verbal abuse or bad language used?  Discuss with team 

leader/manager. 
 

2. How do you resolve the clients concerns? 
 Check APO guidelines in OPI/Determination/Passport Act 
 Discuss with team leaders/managers 

 

DFAT – RELEASED UNDER THE FREEDOM OF INFORMATION ACT 1982 - LEX 13659

Page 322 of 827



 s 22(1)(a)(ii)

DFAT – RELEASED UNDER THE FREEDOM OF INFORMATION ACT 1982 - LEX 13659

Page 323 of 827



 s 22(1)(a)(ii)

DFAT – RELEASED UNDER THE FREEDOM OF INFORMATION ACT 1982 - LEX 13659

Page 324 of 827



 s 22(1)(a)(ii)

DFAT – RELEASED UNDER THE FREEDOM OF INFORMATION ACT 1982 - LEX 13659

Page 325 of 827



 s 22(1)(a)(ii)

DFAT – RELEASED UNDER THE FREEDOM OF INFORMATION ACT 1982 - LEX 13659

Page 326 of 827



 s 22(1)(a)(ii)

DFAT – RELEASED UNDER THE FREEDOM OF INFORMATION ACT 1982 - LEX 13659

Page 327 of 827



 s 22(1)(a)(ii)

DFAT – RELEASED UNDER THE FREEDOM OF INFORMATION ACT 1982 - LEX 13659

Page 328 of 827



 s 22(1)(a)(ii)

DFAT – RELEASED UNDER THE FREEDOM OF INFORMATION ACT 1982 - LEX 13659

Page 329 of 827



 s 22(1)(a)(ii)

DFAT – RELEASED UNDER THE FREEDOM OF INFORMATION ACT 1982 - LEX 13659

Page 330 of 827



 s 22(1)(a)(ii)

DFAT – RELEASED UNDER THE FREEDOM OF INFORMATION ACT 1982 - LEX 13659

Page 331 of 827



 s 22(1)(a)(ii)

DFAT – RELEASED UNDER THE FREEDOM OF INFORMATION ACT 1982 - LEX 13659

Page 332 of 827



 s 22(1)(a)(ii)

DFAT – RELEASED UNDER THE FREEDOM OF INFORMATION ACT 1982 - LEX 13659

Page 333 of 827



 s 22(1)(a)(ii)

DFAT – RELEASED UNDER THE FREEDOM OF INFORMATION ACT 1982 - LEX 13659

Page 334 of 827



 s 22(1)(a)(ii)

DFAT – RELEASED UNDER THE FREEDOM OF INFORMATION ACT 1982 - LEX 13659

Page 335 of 827



 s 22(1)(a)(ii)

DFAT – RELEASED UNDER THE FREEDOM OF INFORMATION ACT 1982 - LEX 13659

Page 336 of 827



 s 22(1)(a)(ii)

DFAT – RELEASED UNDER THE FREEDOM OF INFORMATION ACT 1982 - LEX 13659

Page 337 of 827



 s 22(1)(a)(ii)

DFAT – RELEASED UNDER THE FREEDOM OF INFORMATION ACT 1982 - LEX 13659

Page 338 of 827



 s 22(1)(a)(ii)

DFAT – RELEASED UNDER THE FREEDOM OF INFORMATION ACT 1982 - LEX 13659

Page 339 of 827



 s 22(1)(a)(ii)

DFAT – RELEASED UNDER THE FREEDOM OF INFORMATION ACT 1982 - LEX 13659

Page 340 of 827



 s 22(1)(a)(ii)

DFAT – RELEASED UNDER THE FREEDOM OF INFORMATION ACT 1982 - LEX 13659

Page 341 of 827



 s 22(1)(a)(ii)

DFAT – RELEASED UNDER THE FREEDOM OF INFORMATION ACT 1982 - LEX 13659

Page 342 of 827



 s 22(1)(a)(ii)

DFAT – RELEASED UNDER THE FREEDOM OF INFORMATION ACT 1982 - LEX 13659

Page 343 of 827



 s 22(1)(a)(ii)

DFAT – RELEASED UNDER THE FREEDOM OF INFORMATION ACT 1982 - LEX 13659

Page 344 of 827



 s 22(1)(a)(ii)

DFAT – RELEASED UNDER THE FREEDOM OF INFORMATION ACT 1982 - LEX 13659

Page 345 of 827



 s 22(1)(a)(ii)

DFAT – RELEASED UNDER THE FREEDOM OF INFORMATION ACT 1982 - LEX 13659

Page 346 of 827



 s 22(1)(a)(ii)

DFAT – RELEASED UNDER THE FREEDOM OF INFORMATION ACT 1982 - LEX 13659

Page 347 of 827



 s 22(1)(a)(ii)

DFAT – RELEASED UNDER THE FREEDOM OF INFORMATION ACT 1982 - LEX 13659

Page 348 of 827



 s 22(1)(a)(ii)

DFAT – RELEASED UNDER THE FREEDOM OF INFORMATION ACT 1982 - LEX 13659

Page 349 of 827



 s 22(1)(a)(ii)

DFAT – RELEASED UNDER THE FREEDOM OF INFORMATION ACT 1982 - LEX 13659

Page 350 of 827



 s 22(1)(a)(ii)

DFAT – RELEASED UNDER THE FREEDOM OF INFORMATION ACT 1982 - LEX 13659

Page 351 of 827



 s 22(1)(a)(ii)

DFAT – RELEASED UNDER THE FREEDOM OF INFORMATION ACT 1982 - LEX 13659

Page 352 of 827



 s 22(1)(a)(ii)

DFAT – RELEASED UNDER THE FREEDOM OF INFORMATION ACT 1982 - LEX 13659

Page 353 of 827



 s 22(1)(a)(ii)

DFAT – RELEASED UNDER THE FREEDOM OF INFORMATION ACT 1982 - LEX 13659

Page 354 of 827



s 22(1)(a)(ii)

DFAT – RELEASED UNDER THE FREEDOM OF INFORMATION ACT 1982 - LEX 13659

Page 355 of 827



DFAT – RELEASED UNDER THE FREEDOM OF INFORMATION ACT 1982 - LEX 13659

Page 356 of 827



DFAT – RELEASED UNDER THE FREEDOM OF INFORMATION ACT 1982 - LEX 13659

Page 357 of 827



1
00:02.870 --> 00:05.611
Dealing with a difficult
customer is one of the

2
00:05.611 --> 00:07.798
toughest challenges for frontline staff.

3
00:07.970 --> 00:10.952
Of course, no business is
immune to difficult customers

4
00:11.118 --> 00:13.760
so these strategies will
help you effectively mediate

5
00:13.940 --> 00:17.580
disputes and turn difficult
customers into devoted fans.
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1
00:02.138 --> 00:08.274
The reason most customers complain is
that they want you to rectify a situation

2
00:08.510 --> 00:13.758
and if you do it willingly and quickly,
you can turn an adversary into a devotee.

3
00:13.946 --> 00:18.606
In short, here are the steps you need to
take to get the relationship back on track

4
00:18.802 --> 00:21.210
First, listen carefully
to the customer’s gripe

5
00:21.390 --> 00:24.808
Take notes if necessary and let
them talk without interruption.

6
00:24.980 --> 00:28.131
Second, empathise with them.

7
00:28.319 --> 00:31.413
Let them know you’d be disappointed
if it had happened to you.

8
00:31.577 --> 00:35.584
<i>I asked for a spa room in
a quiet part of the hotel</i>
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9
00:35.764 --> 00:39.323
<i>and all I’m hearing is renovations
from the street works downstairs!</i>

10
00:39.527 --> 00:43.159
<i>I understand Mrs Jenkins, I’d
be annoyed with that too.</i>

11
00:43.363 --> 00:48.759
Third, confirm the issue with the customer,
and use the same terminology they use.

12
00:48.915 --> 00:53.129
<i>So, we need to find you a room with a
spa but away from the street works...</i>

13
00:53.373 --> 00:54.683
<i>.....I think I have a solution!</i>

14
00:54.855 --> 00:58.845
Fourth, detail your plan
to fix the situation...

15
00:59.040 --> 01:01.942
<i>If you’re happy to
relocate to the 10th floor</i>

16
01:02.061 --> 01:05.022
<i>you’ll be a lot further away from the street
noise, and you’ll have a better view.</i>

17
01:05.193 --> 01:07.444
…and outline a time frame.

18
01:07.673 --> 01:10.780
<i>I can have a porter help move
your belongings in 10 minutes,</i>
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19
01:10.952 --> 01:12.774
<i>will that give you enough time
to organise your luggage?</i>

20
01:12.938 --> 01:16.530
Finally, make sure you
provide your contact details

21
01:16.718 --> 01:19.607
in the event the customer
needs to contact you again.

22
01:19.747 --> 01:21.986
And always thank the customer by name.

23
01:22.142 --> 01:23.884
<i>I hope you can forgive us Mrs Jenkins</i>

24
01:24.016 --> 01:26.224
<i>Your new room is 1006, and here is the key.</i>

25
01:26.372 --> 01:28.833
<i>If you have any more issues
here’s my direct number.</i>

26
01:29.013 --> 01:34.325
Whatever you do, don’t get defensive or
get bogged down in apportioning blame

27
01:34.497 --> 01:36.435
it won’t help resolve the situation.

28
01:36.655 --> 01:40.361
Focus solely on solving the
problem and calming the customer.
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1
00:03.221 --> 00:06.453
It’s vital to let an angry
customer vent their feelings

2
00:06.688 --> 00:09.103
while you give them your full attention.

3
00:09.314 --> 00:12.948
You may feel compelled to interrupt
as they recount what’s transpired

4
00:13.143 --> 00:15.440
but don’t. Let them continue.

5
00:15.652 --> 00:21.720
In person, make eye contact,
be alert and show empathy

6
00:21.932 --> 00:25.930
nodding from time to time, even
if the customer is irrational.

7
00:26.110 --> 00:29.948
Over the phone, make the occasional
indication that you're listening

8
00:30.112 --> 00:33.402
and empathising, even just
a sympathetic “oh” sound.

9
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00:33.550 --> 00:36.941
If you want to raise an issue,
leave it until they’ve finished

10
00:37.137 --> 00:39.045
perhaps making notes as they speak.

11
00:39.257 --> 00:42.717
Let your customer vent all
of their anger in one burst

12
00:42.896 --> 00:45.518
after which you can focus on the solution.

13
00:45.690 --> 00:50.715
And when they have finished speaking, or
shouting, leave a second or two of silence

14
00:50.903 --> 00:54.391
and make your initial
response an empathetic one.

15
00:54.579 --> 00:56.711
<i>and I am totally sick of it!</i>

16
00:56.962 --> 01:00.742
<i>Mr Jamieson, I hear exactly
what you are saying!</i>

17
01:00.946 --> 01:04.272
Allowing the customer to get it all
out of their system reinforces

18
01:04.412 --> 01:07.076
the fact you have listened
intently and almost certainly

19
01:07.224 --> 01:10.069
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will have a full understanding
of their complaint.
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1
00:01.720 --> 00:06.929
<i>Sam, Mrs Turner, Jade</i>.

2
00:06.946 --> 00:10.977
Nothing grabs someone’s attention
like hearing their own name.

3
00:11.001 --> 00:15.954
If your customer is animated and simply
won’t stop talking or worse still

4
00:16.158 --> 00:18.950
shouting, use their name
to get their attention.

5
00:19.154 --> 00:23.723
<i>...and I told her 3 times, 3 times...</i>

6
00:23.855 --> 00:26.325
<i>Peter... I understand how you feel.
I’d feel that way too.</i>

7
00:26.505 --> 00:28.237
<i>Can I offer you this solution...</i>

8
00:28.409 --> 00:32.095
It’s also wise to use the customer’s
name at the end of your conversation…

9
00:32.283 --> 00:35.637
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<i>Jenny I am so thankful you
brought this to our attention</i>

10
00:35.817 --> 00:39.269
<i>I’m glad we could sort that out
Linda, we’ll speak tomorrow.</i>

11
00:39.377 --> 00:43.673
There will be other opportunities
too, so look for them, but be careful

12
00:43.821 --> 00:48.197
not to overuse their name as it
will sound contrived or insincere.
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1
00:02.874 --> 00:05.942
No matter what your role is
within your organisation

2
00:06.091 --> 00:09.533
an apology will almost certainly
be within your capacity.

3
00:09.690 --> 00:12.858
A well delivered, sincere
apology will always go

4
00:13.031 --> 00:15.431
some way towards appeasing
an upset customer.

5
00:15.611 --> 00:19.497
The way you phrase your apology will
determine how successful it is.

6
00:19.685 --> 00:22.691
For instance, <i>I’m sorry
you feel that way</i>, or

7
00:22.863 --> 00:26.380
<i>I’m very sorry about that!</i>
do not involve the customer.

8
00:26.536 --> 00:29.085
They are merely statements
about how you feel.
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9
00:29.273 --> 00:35.529
Instead, phrase your apology such that you
give the customer the power to forgive you.

10
00:35.677 --> 00:38.357
<i>John, please accept my
apologies for the error.</i>

11
00:38.521 --> 00:39.288
Or…

12
00:39.479 --> 00:43.150
<i>Mr Chapman, I understand how upset
you must be, I’d be upset too.</i>

13
00:43.306 --> 00:44.822
<i>Can you forgive us for this error?</i>

14
00:45.002 --> 00:47.432
Both require the
customer to respond.

15
00:47.596 --> 00:52.507
It will help to calm the customer and allow
them to feel they have a level of control.

16
00:52.718 --> 00:56.124
If they accept this request
you can move on to a solution

17
00:56.280 --> 00:59.726
if they can’t, you will
need to patiently continue

18
00:59.938 --> 01:02.780
to let them vent their anger
until they are calmer.
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1
00:02.469 --> 00:08.482
An angry or difficult customer in your
premises can unsettle other customers.

2
00:08.655 --> 00:11.667
If you’re faced with a customer
making a scene within sight

3
00:11.823 --> 00:15.402
or earshot of others, politely
move them to another area…

4
00:15.582 --> 00:16.936
<i>John, this sounds serious</i>

5
00:17.163 --> 00:19.666
<i>let’s go in to my office where
we can discuss this in detail.</i>

6
00:19.814 --> 00:20.515
…or…

7
00:20.694 --> 00:23.416
<i>Mrs Marshall, I’m keen to hear
more, please come with me.</i>

8
00:23.544 --> 00:27.329
Many angry customers thrive on
the theatre of others watching
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9
00:27.533 --> 00:30.305
so removing the audience
will work in your favour

10
00:30.485 --> 00:33.441
it will give your customer a
chance to calm themselves

11
00:33.605 --> 00:36.489
and you will also be less distracted.

12
00:36.677 --> 00:38.489
If possible, offer them a drink

13
00:38.653 --> 00:41.633
it may buy you an extra minute
to compose your thoughts

14
00:41.861 --> 00:44.576
while your customer might well
lose some of their aggression.

15
00:44.757 --> 00:49.009
The sooner you can isolate them, the
faster you can resolve the issue.
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1
00:03.122 --> 00:08.200
Your focus when dealing with a difficult
customer is to resolve their issue

2
00:08.364 --> 00:10.906
and ensure their return patronage.

3
00:11.053 --> 00:13.718
Now, you may not have made the error

4
00:13.906 --> 00:16.260
your organisation may not even be at fault

5
00:16.496 --> 00:22.424
but if you’re handling the complaint you need
to focus on the customer’s desired outcome.

6
00:22.636 --> 00:25.664
Even if the customer wants to
keep talking about the problem

7
00:25.812 --> 00:29.562
don’t let them, refocus
them on the solution.

8
00:29.734 --> 00:34.344
<i>I’ll say this again, you’ve
ruined my suit, it’s ruined.</i>

9
00:34.400 --> 00:39.096
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<i>Peter, you’re right, the
suit’s ruined, so is it ok to</i>

10
00:39.120 --> 00:41.154
<i>go through some options for
getting you another suit?</i>

11
00:41.342 --> 00:45.007
Focus on the solution, knowing
that if you can solve the problem

12
00:45.171 --> 00:48.733
you stand a chance of getting
them back as a repeat customer.
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1
00:02.891 --> 00:07.083
No one should have to put up with foul
language or abuse from a customer.

2
00:07.303 --> 00:11.145
If you find yourself in this situation,
you need to interrupt the customer…

3
00:11.333 --> 00:13.601
<i>John, while I am more
than happy to help you</i>

4
00:13.749 --> 00:16.645
<i>I cannot do so if you continue to swear.
Is that understood?</i>

5
00:16.841 --> 00:21.703
The last part is important. You need
them to confirm that they understand.

6
00:21.859 --> 00:24.405
If the caller’s behavior does not change

7
00:24.641 --> 00:28.103
you should be very clear about
what will happen if they continue.

8
00:28.259 --> 00:31.759
<i>John, I want to help you but I simply
cannot if you continue to swear at me.</i>
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9
00:31.971 --> 00:36.670
<i>If this happens again I will have no option but
to terminate our discussion. Is that clear?</i>

10
00:36.849 --> 00:39.270
If this doesn’t work,
you would simply state…

11
00:39.441 --> 00:42.900
<i>John, you’ve left me no alternative
but to terminate this conversation.</i>

12
00:43.096 --> 00:46.612
And walk away or if you’re
on the phone, hang up.
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1
00:02.616 --> 00:06.988
Often difficult customers haven’t
clearly outlined their expectations

2
00:07.152 --> 00:11.519
and because they aren’t getting what
they want, they become frustrated.

3
00:11.714 --> 00:15.559
This also applies to customers
who appear angry and aggressive.

4
00:15.731 --> 00:18.791
Rather than guess what will
appease your difficult customer

5
00:18.995 --> 00:20.652
come straight out and ask them.

6
00:20.800 --> 00:22.365
It may be as simple as

7
00:22.546 --> 00:25.787
<i>Loretta, what would you like me
to do to rectify this matter?</i>

8
00:25.975 --> 00:28.534
<i>I want a full refund for the blouse!</i>

9
00:28.705 --> 00:31.607
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Or it may be a more complicated solution

10
00:31.795 --> 00:34.891
<i>Jim, what would like me to
do to rectify this matter?</i>

11
00:35.015 --> 00:39.032
<i>I don’t think that the people you have working
on this account actually understand the product.</i>

12
00:39.220 --> 00:41.064
<i>Have any of them actually ever used it?</i>

13
00:41.324 --> 00:43.107
<i>Do they even know how the thing works?</i>

14
00:43.327 --> 00:48.317
This is a better alternative to
throwing up solutions hoping one sticks

15
00:48.472 --> 00:52.725
and gives you a starting
point for any negotiations.
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