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DELIVERY METHOD:  FACE TO FACE OR VIRTUAL6 HOURS

MANAGING CHALLENGING CONVERSATIONS

WHO IS THIS FOR? 

COURSE OBJECTIVES

PRE-REQUISITES

This course covers how to prepare yourself in advance of the conversation, as well as 

specific techniques of building rapport, active listening, using positive language and 

managing emotional reactions.

At the end of this course delegates will be able to:

•	 Identify different types of challenging conversations 

•	 Plan and prepare for the challenging conversation

•	 Effectively structure the conversation 

•	 Understand how their own approach to the conversation can affect others

•	 Apply effective communication skills during the conversation

•	 Plan and monitor what will happen after the challenging conversation

None.
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COURSE CONTENT

MANAGING CHALLENGING CONVERSATIONS

- What might lead to a challenging conversation? (Change, restructuring, poor 

performance, misconduct, attendance or wellbeing issues, customer or stakeholder 

dissatisfaction etc)

- Planning and preparing for the conversation, including:

	 •	 Identifying the issue

	 •	 Identifying the  outcome you want to achieve

	 •	 Starting the conversation with positive intent

	 •	 Anticipated reactions – and how to respond to them

- Structuring the conversation – approaches may include:

	 •	 CEDAR (context, examples, diagnosis, actions, review)

	 •	 AEIOU (acknowledge, express, identify, outcome, understanding)

	 •	 AID (actions, impact, desired outcome)

	 •	 SARAH (shock, anger, rejection, acceptance, hope)

- Managing your own impact – voice (tone, volume, pitch), facial expression, body 

language, rapport building.

- Communication skills:

	 •	 Empathic and attentive listening

	 •	 Asking the right questions

	 •	 Clarifying and summarising
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COURSE CONTENT

MANAGING CHALLENGING CONVERSATIONS

- Planning and monitoring:

	 •	 Developing the action plan

	 •	 Confirming the action plan

	 •	 Monitoring its implementation

- Practice session – holding a challenging conversation. Participants to practice their 

skills by holding a challenging conversation they are likely to have in the workplace.  

Either another delegate or (ideally) an actor to take the part of the other person in the 

conversation. Feedback on what worked well and what to improve.
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