
 

 

Handling Difficult Conversations and People 

“Not a sentence or a word is independent of the circumstances under which it is uttered”. 
 

Overview 
This one day workshop will help you to understand the human processes that lead to conflict 
situations and difficult conversations with staff and colleagues in the workplace.  Such situations are 
invariably stressful. This day looks at how to devise new strategies to manage such conflict in the 
future and to be more confident in doing so. 
This is a highly participative workshop and as such, attendees will be asked to draw strongly from their 
own experiences for the exercises, and to practise role play scenarios of difficult conversations to 
emphasise the techniques taught throughout the day. 

 
What will I learn? 
By the end of this course you will be able to: 

 Explain your preferred communication style and it’s impact upon others 
 Handle emotionally charged conversations 
 Work with the other party to establish a win-win outcome through the practise of 

effective collaborative behaviours 
 Use a range of communication skills to gain rapport to specifically include: 

Questioning techniques 
Active listening 

 Explain the attack-defence cycle that develops during the early stages of confrontation 
 Use verbal and non-verbal behaviours that reduce the aggressive/defensive stance of the 

other party 
 Practise difficult conversations through role play and receive peer feedback within a safe 

environment 
 
What will the training cover? 

 Identify the key causes of conflict situations 
 Exploration of your own communication style and self analysis 
 Recognise negative and aggressive behaviour patterns 
 Approaches to conflict resolution 
 Delivering and receiving feedback 

 

 
Is this right for me? 
This course is suitable for those who would like to learn how to develop a more confident approach 
in handling situations of potential conflict to achieve a satisfactory outcome.  
 
Duration: 1 day 
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