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DEFUSING HOSTILITY
COURSE OVERVIEW

Encountering Hostility can demoralize staff and destroy efficiency. “Defusing Hostility” gives your staff the tools they need to feel confident and act professionally. Any employee who works with the public in person or by telephone will benefit. These techniques can work to resolve staff conflicts too. Dramatic scenarios include: recognizing hostile body-language, intoxication, acting-out, gender issues, telephone hostility, threats, personal aggression.
DURATION

1-week Self-study programme. Assignments for completion. Examination upon completion of studies.

TARGET AUDIENCE 

This course is aimed at Team Leaders and Team Members, Supervisors, Managers, Office Support Staff, Technical Experts and Consultants. In fact, anyone whose job involves dealing with other people will benefit from this program. 

LEARNING OUTCOMES
By the end of the course, participants will: 

· Be able to describe the five main ways of dealing with hostility, as well as the main advantages and disadvantages of each.
· Trigger points - why you need to defuse yourself before you can defuse others.

· What causes hostility - why knowing the cause holds the key to defusing.

· Learning the Skills - simple techniques you can learn to use effectively.

· Using your work environment - how the environment can help, rather than escalate, hostile encounters.

· Have received structured feedback on their own preferred style of dealing with hostility.

· Have discussed the use of the co-operative style of dealing with hostility.
PRICE/COST OPTIONS
R690,00 which means that you will receive all your course content in your email inbox and not as printed material.  
ENROLMENT FOR THIS PROGRAMME

To enrol for this course, kindly e-mail Julie at info@sbdstudies.org
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