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VERBAL AIKIDO
How to solve the biggest problems with difficult customers using verbal Aikido

Myra’s reputation as a keynote speaker is built on her ability to emotionally
connect with audiences through story and humor and to leave them with
actionable change strategies. Audiences get an engaging experience that
draws from Myra’s experience as a Fortune 500 customer experience
designer and her research.
1

Verbal Aikido
Thanks to the Internet and social media, customers are more savvy now
than ever before. Although this sounds like a good thing, the net result
is an increase in stress for frontline customer service
professionals. According to Newsweek magazine, the stress level of
consumer services professionals is comparable to that of air-traffic
controllers and police officers. In short, the role of customer service
now ranks as one of the 10 most stressful jobs in the U.S.
In this keynote Myra Golden reveals that extremely difficult customers
are determined to force corporations—via the customer service
professional—to give in to the consumer demands—reasonable or not.
This means the customer service professional must develop a response
plan.
Myra, a former global head of customer care, teaches customer service
professionals how to achieve harmony with dissatisfied and difficult
customers through verbal aikido. (Aikido is a martial art that
emphasizes empathy, assertiveness and harmony.)
The outcome of this keynote is an audience that is prepared to
create calm, find resolutions that balance the interests of the customer
and the company, reduce escalations, and create positive conversation
with customers.

"I was very pleased with Myra's presentation, but even more
so, I was left with a sense of new energy and desire to put
her recommendations to use. I can't wait for Monday."
Tim O'Laughlin, The Coca-Cola Company
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“I am still receiving compliments on your polished and actionable
presentation! You are a complete professional who can connect with
your audience through warmth and deep knowledge. I hope to have
you back again!” - Michelle Singer, President, American Marketing Association - Tulsa Chapter

Key Take-aways:
• Discover how to communicate assertively, create calm and take control
with difficult customers by using verbal aikido.
• Understand the psychology of customer anger so that you are positioned to
create peace like a diplomat.
• Learn a technique that police officers are trained to use in order to quickly
assert their authority – this technique will put you in control in a polite and
efficient way.
• Explore ways to build stronger emotional connections with customers
through Extreme Empathy exercises.
Myra’s Verbal Aikido program can be effectively delivered in an informative
and entertaining keynote, breakout session, engaging workshop or
interactive webinar.
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