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•   Understand the emotional side of conflicts: reactions and triggers

•   Recognize when intervention is needed and understand your approach to conflicts

•   Learn to define the role of the manager by clarifying expectations to improve relationships

•   Identify the common sources of conflict leading to a toxic workplace 

•   Examine the role of the mediator versus the role of the manager

•   Discover the purpose of mediation and the responsibilities of the parties

•   Manage inappropriate behaviours from external stakeholders (customers, contractors, suppliers)

•   Practice collaborative skills to create a culture of respect and open communications

Conflict is a natural, recurring and inevitable part of life at work. Every human interaction—from simple 
communications and exchanges of opinions to disagreements, inter-group competition, aggression or 
attempts at domination—contains the potential for conflict.

This highly interactive seminar helps executives at all levels take charge of and resolve conflicts or difficult 
situations that have a negative impact on performance, effectiveness and relationships. Participants will 
learn how to diagnose when and how to intervene in interpersonal or group situations in order to reduce 
the cost of conflicts, re-establish trust and build healthier work relationships. 

OVERVIEW

KEY BENEFITS 
& TAKEAWAYS

2-day program 

This seminar delivers extremely useful content and the instructor's 
extensive experience was very beneficial in illustrating the presented 
concepts.“ ”

Manager - Johnson & Johnson Inc.

Managing Con�icts & Di�cult Situations
Develop practical skills to deal effectively with conflicts



This program is designed for professionals and executives at any level, 
including project managers, and team leaders, as the content applies 
to all types of organization. It is indispensable for newly appointed or 
aspiring managers, human resource professionals, supervisors, and 
anyone seeking skills and tools to e�ectively deal with negative work 
behaviours.

The seminar’s comprehensive exercises will help you master techniques 
that will enhance your capacity to manage di�cult situations e�ectively. 
By recognizing the signs of an imminent con�ict and reinforcing your 
organization’s support in di�cult times, you will be able to clarify 
expectations and establish necessary boundaries in order to to foster 
open communications leading to mutual advancement.
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SEMINAR LEADERS

Key Themes covered over the duration of the program include:
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DAY ONE 

Your Role in Dealing with Con�icts
•   Defining conflict and difficult situations

•   Identifying workplace challenges 

•   Clarifying expectations and your role as 
a manager 

•   Establishing requisite skill sets to 
intervene e�ectively

•   Presenting a model for intervention: 
Diagnosis and Action

Understanding Con�ict
•   The different types of conflict

•   Conflict: consequences and cost 

•   The common sources of conflict

•   Review of external factors that contribute 
to con�ict creation

•   The organization’s conflict culture

Ine�ective Con�ict Responses 
•   Conflict escalation and its causes

•   The emotional reactions and their triggers

•   Approaches to dealing with avoidance and 
anger

•   Strategies for managing anxiety caused by 
con�ict

E�ective Approaches to Con�icts
•   Strategic approaches of rights, power and 

interests

•   Interest-based negotiating techniques to 
resolve con�ict

 

DAY TWO 

Dealing with Di�cult Situations, 
Emotions and Anger
•   Identifying different types of challenging 

situations: inappropriate behaviours and 
employees in di�culty

•   Monitoring systems and resources to 
diagnose and manage performance 
problems

•   Addressing inappropriate behaviours from 
external stakeholders (customers, 
contractors, suppliers)

•   Your organization’s approach: policies and 
support

Understanding Mediation
•   How, why and when mediation is useful

•   The roles: mediator vs manager

•   The purpose and the responsibilities of 
mediation 

•   The stages of dispute resolution

•   Coaching desired conflict responses

Best Practices in Dealing with Con�icts 
and Di�cult Situations

•   Taking preventative measures

•   Practicing collaborative skills to create a 
culture of respect and open communications

•   Offering feedback and coaching

•   Wrapping up: From the workshop to the 
workplace  

Jennie Constantinides
Jennie Constantinides brings over 25 
years of experience in human resource 
strategies and team development. She 

teaches and consults on human resources issues with 
organizations such as CN Rail, FRAC, Matrox, Rolls-
Royce, Softimage and STS Systems. With a Masters 
in Law, Alternative Dispute Resolution and as an 
accredited mediator (LL.M. PRD), Jennie consults in 
the areas of workplace harassment, interest-based 
negotiations, union-management relations, mediation
and organizational con�ict systems design. She has 
published in trade magazines, and written 100+ 
training manuals, guides, job-aids, audio-visual and 
e-learning materials in support of management 
and organizational development.


