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Training Solutions for the Caring Employer
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  Dealing with Conflict





Managing conflict with both internal & external customers is one of the major causes of stress amongst staff. Much conflict can be defused           or avoided altogether and our range of programmes will give your staff practical guidance in managing and resolving conflict situations. This course will empower your staff to handle confrontations confidently and professionally.





Identifying Conflict


Positive and negative conflict


The healthy confrontation


The conflict cycle; attitudes, structure, behaviour








Avoiding Confrontation – managing a safe boundary


Communication skills


Body language


Stance and body posture


Calming Techniques


Defusing Situations – power of the voice





	


Case Studies or Role Plays


Participants diffuse situations and bring about a positive outcome





Turn the Negative into a Positive


  	   Negotiation techniques to turn a hostile situation into a positive result





Settlement and Resolution


Achieving ‘win win’ outcomes





Making it Work – personal action planning to encourage positive change in the workplace





Tel:01384 878287


( lynneh@ethicaltraining.co.uk











