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COURSE INTRODUCTION / OVERVIEW:

In today's volatile and interconnected business environment, the ability to navigate conflict and lead through crises is no
longer a specialized skill but a core leadership competency. This intensive training course is designed to equip leaders
with the strategic frameworks and practical skills necessary to transform potential disputes into opportunities for growth
and to manage organizational crises with confidence and integrity. Drawing upon foundational principles from experts like
William Ury, co-author of the seminal work "Getting to Yes," this program moves beyond basic de-escalation to explore
principled negotiation and interest-based problem-solving. Participants will learn to proactively identify conflict triggers,
implement effective resolution strategies, and build resilient teams capable of withstanding high-pressure situations. At
BIG BEN Training Center, we have developed a curriculum that integrates proven crisis management models with the
nuances of human psychology, ensuring that leaders can not only manage the operational aspects of a crisis but also the
critical human element. This course provides a comprehensive roadmap for developing the foresight to prevent crises, the
decisiveness to manage them, and the wisdom to lead recovery efforts, ultimately safeguarding organizational reputation

and fostering a culture of stability and trust.

TARGET AUDIENCE / THIS TRAINING COURSE IS SUITABLE FOR:

e C-Suite Executives and Board Members.

e Senior and Mid-Level Managers.

e Team Leaders and Supervisors.

e Human Resources and Employee Relations Professionals.

e Public Relations and Corporate Communications Specialists.
e Risk Management and Compliance Officers.

e Project and Program Managers.

e Heads of Departments and Business Unit Leaders.

e Emergency Response Team Leaders.

e Anyone in a leadership or high-potential leadership role.

TARGET SECTORS AND INDUSTRIES:

Corporate and Commercial Sectors.

Banking and Financial Services.

Healthcare and Pharmaceutical Industries.

Technology and Telecommunications.

www.bigben-training.com




e Hospitality and Tourism.

TARGET ORGANIZATIONS DEPARTMENTS:

o Executive Leadership and Senior Management.

e Human Resources.

e Operations Management.

e Public Relations and Corporate Communications.
e Legal and Compliance.

e Customer Service and Client Relations.

e Project Management Office (PMO).

e Security and Risk Management.

e Health, Safety, and Environment (HSE).

e Strategic Planning.

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

e Analyze the root causes and dynamics of workplace conflict.

Apply advanced negotiation and mediation techniques to resolve disputes.

e Develop and implement a comprehensive crisis management plan.

e Lead a crisis response team with clarity and decisiveness.

e Master communication strategies for internal and external stakeholders during a crisis.

e Utilize emotional intelligence to manage team stress and maintain morale under pressure.

e Conduct effective post-crisis evaluations to identify lessons learned.

e Implement proactive strategies to build organizational resilience and prevent future conflicts.
e Manage media relations and protect the organization's reputation during a crisis.

e Make sound ethical decisions in high-stakes, ambiguous situations.

COURSE METHODOLOGY:

The training methodology at BIG BEN Training Center is designed to be highly interactive, experiential, and directly
applicable to the participant's professional context. We believe that leadership skills in conflict and crisis are best
developed through practice, not just theory. Therefore, the course heavily emphasizes a hands-on approach, utilizing a
blend of expert-led presentations, dynamic group discussions, and in-depth case study analyses of real-world corporate

crises. A significant portion of the training is dedicated to high-fidelity role-playing simulations, where participants will be
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build the confidence an ownworkplaces.

COURSE AGENDA (COURSE UNITS):

UNIT ONE: FOUNDATIONS OF CONFLICT AND CRISIS FOR LEADERS

e The Psychology of Conflict in the Workplace.

e Distinguishing Between Healthy and Destructive Conflict.

e The Thomas-Kilmann Conflict Mode Instrument (TKI) in Practice.
e The Complete Lifecycle of a Crisis from Pre-Crisis to Post-Crisis.
e |dentifying Your Natural Leadership Style Under Pressure.

e The Leader's Role in Proactive Conflict Prevention.

e Early Warning Signs of an Escalating Crisis.

e Core Principles of Strategic Crisis Management.

UNIT TWO: ADVANCED COMMUNICATION AND NEGOTIATION STRATEGIES

e Active Listening and Empathic Communication Techniques.

e The Art of Asking Powerful, Solution-Oriented Questions.

e Managing Difficult Conversations with Composure and Clarity.
e De-escalation Techniques for Highly Emotional Situations.

e Principles of Interest-Based Negotiation from "Getting to Yes".
e Strategies for Mediating Disputes Between Team Members.

e Crafting Clear and Consistent Messages for Different Audiences.

e Non-Verbal Communication and Its Impact on Conflict Resolution.

UNIT THREE: DEVELOPING A ROBUST CRISIS MANAGEMENT FRAMEWORK

e Conducting a Comprehensive Risk and Vulnerability Assessment.

e Forming and Training a Cross-Functional Crisis Management Team.

e Key Components of an Effective Crisis Management Plan (CMP).

e Establishing a Crisis Command Center and Communication Protocols.
o Decision-Making Models for High-Stakes, Time-Sensitive Situations.

e The Role of Technology and Data in Crisis Response.

e Legal and Ethical Considerations in Crisis Management.

e Running Drills and Simulations to Test Your Plan's Effectiveness.

UNIT FOUR: LEADING WITH RESILIENCE THROUGH A CRISIS
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¢ Navigating the Challenges of a Social'V
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e Ethical Leadership and Maintaining Trust During a Crisis.

o Adapting Leadership Styles to the Evolving Crisis Situation.

UNIT FIVE: POST-CRISIS RECOVERY AND BUILDING ORGANIZATIONAL RESILIENCE

Conducting a Thorough After-Action Review (AAR).

Identifying Key Lessons Learned and Implementing Corrective Actions.

Strategies for Reputation Repair and Rebuilding Stakeholder Trust.

Supporting Employee Recovery and Addressing Post-Crisis Trauma.

Communicating the Path Forward and a Renewed Vision.

Integrating Crisis Learnings into Organizational Strategy and Culture.

Building a Culture of Openness to Prevent Future Conflicts.

Transforming a Crisis into a Catalyst for Positive Change.

FAQ:

QUALIFICATIONS REQUIRED FOR REGISTERING TO THIS COURSE?

There are no requirements.

HoOWw 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:

How can a leader's personal values and ethical framework influence the outcome of a high-stakes crisis, and where is the

line between decisive leadership and authoritarian control?

WHAT UNIQUE QUALITIES DOES THIS COURSE OFFER COMPARED TO
OTHER COURSES?

This training course distinguishes itself by deeply integrating the disciplines of conflict resolution and crisis management,
treating them not as separate events but as interconnected points on a leadership continuum. While many programs focus
solely on the logistical response to a full-blown crisis, our curriculum places significant emphasis on the upstream skills of
proactive conflict prevention and advanced negotiation, equipping leaders to neutralize threats before they escalate. We

move beyond standard theoretical models to explore the critical psychological and emotional dimensions of leadership
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Itis this holistic, human-ce
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