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Handling Challenging Clients:  
 Simple & Effective Strategies to Confidently & Successfully 

Get Through Consults With Difficult Dog Owners 

If you’ve ever heard someone say, “I love my dog more than I love most 
humans,” I’m not surprised. 

People can be extremely challenging.

As a dog trainer, you’re going to work with a lot of different people. And yes, 
you’re eventually going to run into a difficult client. 

It happens to all of us. 

In all my years of training, I’ve been fortunate that this is a rare occasion, but 
when it happens, I find the best way to handle a challenging client is to be 
prepared. 

That's why I’ve put together this guide on how to handle difficult customers just 
for you, modeled after some of the most challenging people I’ve had to work with 
in the past. 

Using this information, I know that you’ll have no problem facing whatever new 
client comes your way with confidence, grace and ease. 

One thing I should add in here is that the calmer you can remain, and the less 
the customer pushes your buttons, the better it will be for everyone!

Let’s get started…
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Difficult Client Persona #1 - The Arguer

Some people are going to want to challenge everything you do and say.

Their desire to be right--above being happy--is huge! 

The key to communicating with this type of client is no arguing. Even if you know 
without a doubt you’re right and they are wrong, do not ever tell them they are 
wrong. 

Instead, just state that everything you say is just your opinion. After all, that’s 
what they are paying for. 

Then the ball is in their court. 

They can either take the advice or leave it. 

When you’re able to stay calm, and not react in an argumentative tone, you’ll 
have a much easier time making it through your consult. 

And don’t forget...as long as you’re using my training methods correctly, you 
should end up with the desired behavior for the animal you are working with. 

Stick to the plan, and let the consult show your client who is “right” instead of 
arguing. 

Difficult Client Persona #2 - The Problem Hunter 

Some clients focus too much of their attention on problems, instead of searching 
for solutions. 

You may be familiar with this concept if you’ve ever had a client that has 
continually said, “the problem is…”

If you run into this type of client, it’s important to not get frustrated and to stay 
calm. 
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State the positive--what the dog is doing right---and then move on to the solution. 

If a client continues to focus on the problem at hand, gently remind them that you 
acknowledge the problem, but need to focus on the solution if you want to see 
real behavior change in the canine you are working with. 

Difficult Client Persona #3 - The Pushy Client 

We live in a world of instant gratification, so it’s no surprise that you may run into 
a client that wants instant results.

In fact, they may desire these results so fast that they will push you until 
something goes wrong.  It’s sad, but many of these people are actually 
predisposed to want to see drama and accidents happen rather than a peaceful 
and calm transition.

If this happens to you, and you can feel something is not right with your gut 
instinct, it’s important to hold your ground. Let the person know that rushing can 
end in disaster and you don’t want to see anything go wrong. Great things do 
take time.

To prevent these false expectations from happening, it’s always a good idea to 
set your clients expectations on the phone. Ensure that they know your training 
methods are not a magic wand. Your methods will work, but they first need to 
build a foundation for them to work. 

Difficult Client Persona #4 - The Person Who Can’t Change 

It’s so easy for people to get rooted in their own ways. 

Some people's ideals and beliefs are so deeply rooted that it's nearly impossible 
for them to change. 

Here’s what I mean by that…
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You may be trying to curb a puppy’s separation anxiety problems. In order to do 
that, you recommend that the owner ignores the puppy when he walks in a room. 

The owner, however, feels like this will make the puppy feel sad and 
abandoned.This feeling is so deeply rooted in them that it makes it impossible for 
your client to implement the techniques you’ve asked them to use. 

In order to get a client on board with what you’re doing, you need to change the 
meaning of your training methods. 

In the example we used, this means painting a picture of how much happier the 
puppy will be once they’re free of separation anxiety. Hopefully, once you 
establish this new meaning, the training methods will click with your client. 

While you’re painting this picture, remember to remain calm  as you work with 
your client to overcome these problems. 

Difficult Client Persona #5 - The Negative Energy Client 

Every now and then, you’ll turn up at a home, and there will some funny energy 
going on. It may make you feel uneasy, unrelaxed, or you may feel like there is 
something that has not been said between you or other people. 

If you feel this type of energy, it’s key to make sure you stay on your “A” game. 
 Carry on with your consult and do everything as normal. 

Very often you will think this negative energy is about you, but it’s not. 

It may be that your client just had an argument, is about to separate from their 
partner, or a family member may have had enough of the dog. Or, it may be 
something as silly as somebody is missing their favorite show on T.V.

If you can get to the bottom of the negative energy, great! You may be able to 
help, but remember...it may not be about you, so stay in the zone, stay focused 
and deliver what you set out to do.
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Difficult Client Persona #6 - The “It’s Not Working” Client

There’s nothing worse than getting a call from a client claiming the methods you 
taught them aren’t working. 

The truth is, 95% of the time the reason your methods aren’t working is because 
your client isn’t following the 5 golden rules. 

The best way to handle this type of client is over the phone. 

Give your client a call and help him or her fine-tune the execution of the golden 
rules. 

Do not be distracted by the story they tell you, the problems or the issues that 
they believe have caused the problem.

Calmly and clearly explain why you want to ask them about how they are doing 
with the 5 golden rules, and then proceed to go through them.

This will ensure they are doing everything they need to do to shape the 
behaviour of their dog. 

If that’s not working, you can agree to revisit for another paid consult. Do not go 
back for free (unless there are some exceptional circumstances). If they don’t 
value your work, you really don’t need them as a client. 

I wish you the best on your journey as a dog trainer! 
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Your Next Step

As a member of Dog Trainer Academy, you have access to our private Facebook 
community where you can ask questions and discuss any problems you may be 
facing. I encourage you to visit the community now, leave your questions and get 
support from the community. 

Ask questions and share your success on our Dog Trainer Academy Private 
Facebook page.  

About Doggy Dan

Doggy Dan quit his corporate career in the city 
to pursue his passion and work with dogs full-
time. Since then, he has used his vast 
knowledge about canines--along with years of 
studying many different dog training methods 
from around the world--to become one of New 
Zealand's most respected dog trainers. 

His gentle training method is so successful 
because it’s founded on dog psychology and 
looks at the world through the dog’s eyes. This method, based firmly on the dog’s 
own communication signals, instinct and intuition is one of the simplest, gentlest 
and most natural ways to change your dog’s behaviour. 

For almost a decade, Doggy Dan has used his passion to make a meaningful 
difference in both the lives of dogs and their humans. Now it’s time to share this 
approach with other people who are keen to do the same. 

In an effort to spread his training techniques and help dogs and their owners in 
need, Dan founded the DogTrainerAcademy.net – an online dog training 
program. This program was designed to give people around the world access to 
his training methods and enable people to follow their dreams and become 
certified as  professional dog trainers. 
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