DEALING WITH
DIFFICULT
PEOPLE

This practical Dealing with Difficult
People training course will equip
you with tools to deal confidently
with difficult, aggressive, or draining
people, whether they're customers,
colleagues, or community
members. You'll learn how to stay
composed, defuse tension, and set
clear behavioural boundaries.

Difficult people have a knack of
getting under your skin. In a
confrontation they seem to get
more enthused if they can increase
the intensity. Difficult people appear
in many roles, such as colleagues,
customers, or managers and often
impact workplace harmony and
performance. And many of them
just want to be plain old difficult. So,
you need to build your barriers so
that they don't get under your skin.

GET A QUICK QUOTE
Get your instant, no-
obligation quote in less
than 5 clicks.
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PREFERRED TRAINING
NETWORKS

Determine the reasons difficult people can be truly awful
Map the behaviours before "difficult”

Respond rather than react

Discover why customers feel entitled to be difficult (power
imbalance studies)

Plot the power plays of difficult people

De-escalating anger techniques

Interrupt outbursts with detached empathy

Set behavioural boundaries with difficult people

Learn the baiting techniques awful people use to grab your
attention

Point out how some people get enjoyment from causing
distress

Discover how to disempower difficult people

Deal with challenging behaviours

ofe Target Audience
Leaders, managers, team leaders, and employees

@> Duration
<) Available as a full-day or half-day course

= Delivery

Available in-person at your organisation/venue, or virtual

&as Group Size
mmm Recommended 4 to 10 participants

&®e Takeaways & Resources

% Participants receive a certificate of completion (including
Continuous Professional Development hours) and can opt
for a free follow-up refresher course with the original
trainer
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