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How to face difficult conversations, head on
Explore confrontation risks and benefits
Know how to deal with ‘hard’ and ‘soft’ issues:
� behaviour � attitude
� manner � manipulation
Unlock the psychology of difficult conversations
Learn to break habits and exit comfort zones

Prepare, deliver and deal with difficult conversations
Plan constructively and establish clear objectives
Getting the right mindset: overcoming the need to be liked
Pinpoint the most appropriate conversation:
� style � tone
� ego state � language
How to maintain composure and control
Ways to avoid aggression and defensiveness
Build a skill-base to tackle difficult conversations confidently

Practical tools and techniques to maximise outcomes
� questioning tips � interaction strategies
� opening lines � de-escalation techniques
� mirroring strategies � communication and response skills
� handling defensive feelings � how to say ‘no’ and mean it

Tackle difficult conversations assertively and confidently

� How to handle difficult conversations with
confidence:
� underperformance � delivering criticism
� giving bad news � having to say ‘no’

� Systematic approaches and models to lower
emotional temperature

� 10 top tips to use immediately

Tackling
Difficult
Conversations

Peter English: Peter has over 18 years experience of helping thousands
of managers and professionals to develop their interpersonal effectiveness.
He has particular expertise in helping people at all levels tackle difficult
conversations assertively and confidently.

FREE BOOK: Peter English’s
Tackling Difficult Conversations
Pocketbook RRP £7.99
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