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Learning Objectives 
• Identify how your actions and attitudes impact others.

• Discover new and effective methods for dealing with difficult people.

• Acquire techniques for managing and handling anger.

• Develop coping techniques for handing difficult people and situations.

Course Overview
Some days we just �nd ourselves in a situation where it seems 
like everyone we come into contact with is either having a bad 
day, or we are the ones having the bad day. And, sometimes, it 
appears we keep running into people who are discourteous, 
in�exible, miserable, passive-aggressive, rude, or dejected. We 
may just be uneasy ourselves. While it may seem like a better 
idea to remain quietly at home and avoid others, at some point 
we have to go outside or answer the telephone and interact 
with someone else.

 

Success comes from understanding how we behave, how we 
react to others, and how our behaviors can in�uence others. If 
we �nd ourselves in a di�cult situation and can enter di�cult 
conversations with a plan, we will have less di�culty interacting 
with the di�cult people around us. With a plan, generally, we 
will have a much better conversation. In this one-day course, 
you will learn how to convert di�cult situations into growth 
opportunities.

Recommended for: People having con�ict issues in the 
   workplace and handling di�cult people.

Workplace Skills Builder

Format:  Instructor-led

Duration:   One day
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Unit 8:    Change Your Own Behavior 
    Cancel Out the Negative
    Handling Your Negative Feelings

Unit 6:    Handling Problems with Skill
    Tactics That Work
    

    Managing Your Own Anger
    Coping with Other’s Anger
    Using Your Assertiveness to Calm the Anger

Unit 4:       
             Get to the Root Cause
    The Three Fs

Unit 3:    How to Prevent Problems from Arising    
             Show Empathy
    Risky Delusions

Unit 2:    
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Unit 9:    Why Don’t People Do What They Are Supposed To?

Unit 7:           
              Applying 

 Unit 5:   When Anger Takes Over

Unit 10:   When Things Really Get Beyond Your Control

Unit 1:         
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