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Managing Challenging
Conversations
Practical difficult conversation skills for managers and team leaders
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0 1  ·  C O U R S E  O V E R V I E W

About the course

Most performance issues, team conflicts and customer 

escalations don't fail because the manager didn't care 

— they fail because the manager wasn't equipped. This 

one-day intensive builds the muscle most management 

training skips.

B O O K  T H I S  C O U R S E  I N H O U S E
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0 2  ·  W H O  I T ' S  F O R

Who should attend

For managers, team leaders, supervisors, HR 

professionals and customer-facing staff who raise 

performance concerns, resolve conflict or handle 

escalations. No prior training needed.

D E L I V E R E D  A T  Y O U R  S I T E ,  U K - W I D E
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0 3  ·  C O U R S E  T I M E T A B L E

Your training day
9:00 am Arrival & welcome

9:30 – 10:45 am Module One · Preparation

10:45 – 11:00 am Morning break

11:00 am – 12:00 pm Module Two · The conversation

12:00 – 1:00 pm Lunch break

1:00 – 2:30 pm Module Three · Difficult reactions



0 4  ·  M O D U L E  O N E

Preparation

1
G E T  T H E  F A C T S  S T R A I G H T

S e p a r a t e  b e h a v i o u r  f r o m  i n t e r p r e t a t i o n ,  

g a t h e r  e v i d e n c e  a n d  d e f i n e  t h e  s i n g l e  

o u t c o m e  t h e  c o n v e r s a t i o n  m u s t  a c h i e v e  

b e f o r e  y o u  o p e n  y o u r  m o u t h .

2
P L A N  Y O U R  O P E N I N G

D e l e g a t e s  d r a f t  a n d  r e h e a r s e  a  c l e a r ,  

n o n - d e f e n s i v e  o p e n i n g  l i n e  f o r  a  l i v e  

i s s u e  t h e y  a r e  f a c i n g  a t  w o r k  r i g h t  n o w .



0 5  ·  M O D U L E  T W O

The conversation

1
S A Y  T H E  H A R D  T H I N G  W E L L

D i r e c t ,  r e s p e c t f u l  l a n g u a g e  f o r  

p e r f o r m a n c e  c o n c e r n s ,  c o n d u c t  i s s u e s  

a n d  c u s t o m e r  e s c a l a t i o n s  —  w i t h o u t  

s o f t e n i n g  t h e  m e s s a g e  i n t o  s i l e n c e .

2
L I S T E N  U N D E R  P R E S S U R E

Q u e s t i o n i n g  a n d  l i s t e n i n g  t e c h n i q u e s  

t h a t  k e e p  t h e  o t h e r  p e r s o n  t a l k i n g  a n d  

s u r f a c e  t h e  r e a l  c a u s e  o f  t h e  p r o b l e m .



0 6  ·  M O D U L E  T H R E E

Difficult reactions

1
A N G E R ,  T E A R S  A N D  S I L E N C E

P r a c t i c a l  r e s p o n s e s  t o  e m o t i o n a l  

r e a c t i o n s ,  d e n i a l  a n d  p u s h b a c k ,  s o  t h e  

c o n v e r s a t i o n  s t a y s  o n  t r a c k  a n d  s t a y s  

p r o f e s s i o n a l .

2
C L O S E  W I T H  C O M M I T M E N T

A g r e e  a c t i o n s ,  t i m e s c a l e s  a n d  f o l l o w -

u p ,  a n d  r e c o r d  t h e  c o n v e r s a t i o n  s o  i t  

s t a n d s  u p  i f  t h e  i s s u e  e s c a l a t e s .



0 7  ·  L E A R N I N G  O U T C O M E S

What you'll take away

1
C O N F I D E N C E ,  F I R S T  T I M E

D e l e g a t e s  l e a v e  a b l e  t o  o p e n ,  h o l d  a n d  

c l o s e  a  c h a l l e n g i n g  c o n v e r s a t i o n  

w i t h o u t  a v o i d a n c e ,  a g g r e s s i o n  o r  

a p o l o g y .

2
A  R E U S A B L E  F R A M E W O R K

A  s i m p l e  f o u r - s t e p  s t r u c t u r e ,  a  p e r s o n a l  

a c t i o n  p l a n  a n d  a  t o o l k i t  o f  p h r a s e s  t o  

u s e  b a c k  i n  t h e  w o r k p l a c e  t h e  n e x t  d a y .



0 8  ·  W H A T  T O  P R E P A R E

Venue & practicalities

1
W E  P R O V I D E

Y o u r  t r a i n e r  b r i n g s  a l l  c o u r s e  m a t e r i a l s ,  

w o r k b o o k s  a n d  s c e n a r i o  p a c k s .  A  

p r o j e c t o r  a n d  s c r e e n  c a n  b e  s u p p l i e d  

t o o  —  j u s t  l e t  u s  k n o w  i n  a d v a n c e .

2
T H E  V E N U E  P R O V I D E S

A  q u i e t  r o o m  w i t h  s p a c e  f o r  s m a l l - g r o u p  

p r a c t i c e ,  s e a t i n g  f o r  u p  t o  t w e l v e  

d e l e g a t e s  a n d  r e f r e s h m e n t s  f o r  t h e  

b r e a k s .



B O O K  Y O U R  C O U R S E

Let's talk
Managing Challenging Conversations · inhouse training from Ascent Training Wales

www.ascenttrainingwales.co.uk

01656 737349   ·   hello@ascenttrainingwales.co.uk
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