EFFECTIVE STRATEGIES FOR DIFFICULT
PEOPLE AND SITUATIONS TRAINING COURSE

28 DEC 2026 -01 JAN 2027
CAIRO

3700 € (PER PERSON)

REF: #1S7640_288621

www.bigben-training.com



COURSE INTRODUCTION / OVERVIEW:

Navigating professional relationships is a cornerstone of success, yet interactions with difficult individuals and challenging
situations can drain energy, reduce productivity, and create a toxic work environment. This course provides a
comprehensive framework for managing these complex dynamics with confidence and skill. It moves beyond simple tips
to explore the underlying psychology of difficult behavior, drawing on principles of emotional intelligence and conflict
resolution. As influential negotiation expert William Ury outlines in his seminal work, "Getting to Yes," understanding
interests over positions is key to resolving conflict constructively. This training course, offered by BIG BEN Training Center,
operationalizes such profound insights, equipping participants with practical tools for de-escalation, assertive
communication, and boundary setting. We will delve into identifying behavioral patterns, managing personal emotional
responses, and transforming potentially negative encounters into opportunities for growth and stronger professional
relationships. This program is designed to empower you to handle any interpersonal challenge with strategic foresight and

composure, fostering a more collaborative and resilient workplace culture.

TARGET AUDIENCE / THIS TRAINING COURSE IS SUITABLE FOR:

e Team Leaders and Supervisors.

e Department Managers and Directors.

e Human Resources Professionals.

e Customer Service Representatives and Managers.
e Project Managers and Team Members.

e Sales and Client-Facing Professionals.

e Administrative and Support Staff.

¢ Anyone seeking to improve their interpersonal and conflict resolution skills.
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TARGET SECTORS AND INDUSTRIES:

e Corporate and Commercial Sectors.

e Healthcare and Social Assistance.

e Retail and Hospitality Industries.

e Educational Institutions.

e Technology and Information Services.

e Financial and Insurance Services.

e Governmental Agencies and Public Sector Organizations.

e Non-Profit Organizations.

TARGET ORGANIZATIONS DEPARTMENTS:

e Human Resources and Personnel Management.

e Customer Service and Client Relations.

Sales and Business Development.

Operations and Production.

Project Management Offices.

Administration and Executive Support.

Legal and Compliance Departments.

Training and Development.
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COURSE OFFERINGS:

By the end of this course, the participants will have able to:

o Identify the root causes and common types of difficult behaviors in the workplace.

Apply active listening and assertive communication techniques to express needs clearly and respectfully.

Utilize proven de-escalation strategies to manage emotionally charged situations effectively.

Develop greater emotional intelligence to control personal reactions and understand others' perspectives.

Set and maintain firm, professional boundaries with colleagues, clients, and superiors.

Implement structured models for providing constructive feedback to challenging individuals.

Analyze and resolve conflicts by focusing on shared interests rather than entrenched positions.

Create a personal action plan to build resilience and foster a more positive work environment.

COURSE METHODOLOGY:

This training course is built upon a foundation of experiential and participatory learning to ensure that skills are not just
learned but mastered. The methodology at BIG BEN Training Center emphasizes a dynamic blend of expert-led instruction,
interactive group discussions, and practical application. Participants will engage in realistic role-playing scenarios that
simulate common workplace challenges, allowing them to practice new techniques in a safe and supportive environment.
We will analyze real-world case studies to deconstruct complex interpersonal conflicts and collaboratively develop
effective solutions. Self-assessment tools and diagnostic instruments will be used to enhance self-awareness regarding
personal communication styles and emotional triggers. The training incorporates peer-to-peer feedback sessions, small
group activities, and facilitated brainstorming to leverage the collective wisdom of the participants. This hands-on,
immersive approach ensures that attendees leave with not only theoretical knowledge but also the practical confidence to

immediately apply their new skills in managing difficult people and situations within their professional roles.
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COURSE AGENDA (COURSE UNITS):

UNIT ONE: THE PSYCHOLOGY OF DIFFICULT BEHAVIOR

Understanding the roots of challenging conduct.

Identifying common archetypes of difficult people.

The role of perception and bias in conflict.

Distinguishing between difficult behavior and a difficult person.

Introduction to the Transactional Analysis (TA) model.

e Assessing your own emotional triggers and responses.

The impact of workplace stress on interpersonal dynamics.

UNIT TWO: FOUNDATIONAL COMMUNICATION SKILLS

The principles of active and empathetic listening.

Assertive versus aggressive and passive communication.

Mastering non-verbal cues and body language.

Using "I" statements to express needs without blame.

The art of asking clarifying and powerful questions.

Techniques for paraphrasing and summarizing to ensure understanding.

Building rapport even in tense situations.

UNIT THREE: DE-ESCALATION AND CONFLICT MANAGEMENT TECHNIQUES

e Recognizing the early warning signs of escalating conflict.

The LEAP model (Listen, Empathize, Ask, Paraphrase).

Strategies for staying calm and centered under pressure.

Setting clear and respectful boundaries.

Techniques for managing anger in yourself and others.

Finding common ground and focusing on shared goals.

Negotiating solutions where both parties feel heard.
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UNIT FOUR: HANDLING SPECIFIC CHALLENGING SCENARIOS

e Managing the chronically negative or complaining colleague.

Dealing with aggressive or domineering personalities.

Strategies for interacting with passive-aggressive behavior.

Addressing uncooperative or resistant team members.

Handling difficult conversations with supervisors.

Managing angry or dissatisfied customers and clients.

Navigating manipulative tactics and office politics.

UNIT FIVE: BUILDING RESILIENCE AND FOSTERING A POSITIVE CULTURE

o Developing emotional self-regulation and resilience.

Techniques for managing stress resulting from conflict.

Giving and receiving constructive feedback effectively.

Transforming conflict into an opportunity for growth.

Promoting a workplace culture of psychological safety and respect.

Creating a personal action plan for continuous improvement.

Final review and application workshop.

FAQ:

QUALIFICATIONS REQUIRED FOR REGISTERING TO THIS COURSE?

There are no requirements.

HoOW LONG IS EACH DAILY SESSION, AND WHAT IS THE TOTAL NUMBER OF TRAINING
HOURS FOR THE COURSE?

This training course spans five days, with daily sessions ranging between 4 to 5 hours, including breaks and interactive

activities, bringing the total duration to 20 - 25 training hours.

SOMETHING TO THINK ABOUT:

To what extent is a 'difficult' person a product of their environment versus their inherent personality, and how does this

understanding shift our management strategies?
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WHAT UNIQUE QUALITIES DOES THIS COURSE OFFER COMPARED TO
OTHER COURSES?

This course distinguishes itself by moving beyond surface-level behavioral tips to provide a deep, psychologically-
informed framework for understanding and managing human interaction. While many programs offer scripts for what to
say, we focus on developing the core emotional intelligence and self-awareness that enable participants to adapt to any
situation with authenticity and poise. We emphasize the critical skill of self-regulation, recognizing that managing others
effectively begins with managing oneself. The curriculum integrates established psychological models, such as
Transactional Analysis, with practical, actionable communication strategies derived from decades of research in conflict
resolution and negotiation. Rather than a one-size-fits-all approach, our methodology, centered on realistic simulations
and personalized feedback, empowers participants to diagnose the specific dynamics of a situation and apply the most
appropriate strategy. The ultimate goal is not just conflict avoidance but a fundamental transformation in how
participants perceive and engage with interpersonal challenges, turning potential confrontations into opportunities for

stronger relationships and a more collaborative workplace.
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