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Objectives

At the end of this session you
will be able to:-

|/dentify possible difficulties
Understand callers difficulties

*Recognise the skills required to
deal with a difficult call/caller

LIF|B
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What characteristics are displayed in
this behaviour?

The Caring Parent Disciplinary
Comforting Severe
Encouraging Giving
orders
Sympathetic Inflexible
Warm Impatient
Stern
Abrupt
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What characteristics are displayed in
this behaviour?

Free Child Adapted Child
Care Free Wanting to please
Uncontrollable Obedient
Giggly Quiet

Not listening Timid

Unruly Attentive
Disinterested

Excitable.

Irresponsible
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TRY AND STAY ADULT

LONDON FIRE BRIGADE
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DEVICES

Be Direct

Have Empathy

Use Variation in your questions
Use Inflection in your voice
Display Courtesy

Correct Enunciation
Appropriate Speed
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