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Handling Challenging Situations Training
Course Duration: 08 Hours Course Code: HCST

1. Course Overview

Handling Challenging Situations Training is designed to help professionals
effectively manage difficult conversations, workplace conflicts, and high-
pressure scenarios. This course equips participants with practical techniques
to stay calm, think critically, and respond confidently, ensuring better
outcomes in both personal and professional environments.

2. What You’ll Learn

« Techniques to manage stress and emotional reactions

« Effective communication strategies in tough situations
« Conflict resolution and problem-solving skills

« Decision-making under pressure

« Handling difficult clients, colleagues, and stakeholders
« Building resilience and emotional intelligence

o De-escalation techniques for tense scenarios

3. Target Audience

« Working professionals across all industries
o Team leaders and managers

« Customer service executives

« Sales and marketing professionals

o HR professionals

« Anyone dealing with high-pressure or conflict situations
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4. Pre-Requisites

« Basic communication skills
« Willingness to learn and adapt

« No prior technical knowledge required
5. Course Content

Module 1: Introduction to Challenging Situations
« Understanding workplace challenges
« Types of difficult situations
Module 2: Emotional Intelligence & Self-Control
« Managing emotions
 Building self-awareness
Module 3: Communication Skills
« Active listening
« Assertive communication
Module 4: Conflict Resolution Techniques
+ Identifying root causes
« Negotiation strategies
Module S: Decision Making Under Pressure
o Critical thinking
o Problem-solving frameworks
Module 6: Handling Difficult People
« Dealing with aggressive behavior
« Managing customer complaints

Module 7: Stress Management & Resilience
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« Coping strategies

« Maintaining productivity under pressure
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