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Overview/
Description:

it e
il ceak witha aifcuk person
i i
uricatwtin,sctig doferave
o sthandinga shuation nap-

propriately, Interactions with
difflcult paople can affectour
‘confidence, mood and focus.
Learning to recognize and cope
with common dfficult behaviors.
n ourselves and others can help
maicedifficult encounters much
more manageable.

Workshop Objective:

Idontify the most common
“difficult” behaviors
Describe what motivates
most diffioult behaviors
entify distinctions between
passive, aggressive and
passivejaggressive behaviors
entify the positive intent
bohind many difficult-o.
understand behaviors
Identify appropriate
stratogios for dealing with
difficult behaviors
Describe how to malrtain
composure when responding
todifficult behaviors
Describe ways to defuse aggres-
sive acts n the workplace
Describe five methods for
resolving conflict
entify your favoured style

entify tips for improving
communication
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TARGET AUDIENGE:

EXPECTED DURATION:





