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Training Solutions for the Caring Employer
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  Coping Strategies  - Helping your staff to cope with    angry, hostile situations





OK, so your staff are good at dealing with conflict and defusing angry costumers. But what about the effects on them? How do they cope?





This programme gives your staff strategies to help them cope with the after-effects of dealing with hostile, angry situations. It will help them to come to terms with the situation and to move on.





This course can be run alone and is also good when added to our ‘Dealing with Angry Customers’ course.





Area covered include:





The nature of angry & hostile behaviour





Ownership of emotional states - To whom does the anger belong?





The bait concept - Professional, calming behaviours, which avoid taking the bait and losing control.





Coping Strategies 


Defusing process


Distancing techniques


Befriending and mentoring





Coping Strategies – Developing a formula that works for you


       We explore a range of coping strategies. Participants decide which strategies work best for them and take away their own personal coping strategy.
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To find out more, talk to Lynne Hunt on 01384 878287
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