
P r o f e s s i o n a l  a n d  P e r s o n a l  D e v e l o p m e n t 

Course Aims
• �to learn how to prevent and resolve 

conflicts;
• �to enhance listening and empathic 

responses towards in-built  
differences;

• �to move forward efficiently 
through problems, with renewed 
focus on meeting targets.

Learning Objectives
• �understanding the roots of conflict 

and how to manage them;
• �negotiating win-win solutions 

across cultural divides;
• �how to meet one’s own needs, 

while recognising the needs of  
others;

• �the use of empathy and active  
listening to de-escalate difficulties;

• �new ways of hearing difficult  
messages without hearing blame  
or criticism;

• �standing one’s ground, while  
staying in harmony with others;

• �saying ‘no’ to demands, while hear-
ing what the other person needs;

• �informal mediation techniques  
for resolving difficulties between 
others.

Conflict 
Resolution 
THREE-PART COURSE IN 
NEEDS-BASED COMMUNICATION
The ability to manage and resolve conflicts requires considerable 
skill from any leader, manager or team-member who finds them-
selves faced with interpersonal difficulties – either because they are 
affected personally, or because their role involves helping others to 
resolve problems.

This three-part course offers a staged approach to building new 
skills in communication. It offers a radically new approach based 
on understanding the whole person. This gets beneath the words 
or actions which have triggered a conflict, and finds ways to  
resolve the deeper tensions which are the cause of difficulties.

Approach
Needs-based Communication is an  
adaptation of the internationally  
recognised Nonviolent CommunicationTM  
in which Life at Work trainers are  
trained and certified.

Active Listening
Empathic Communication
Managing Confrontation

Active Listening (One-day course: Part 1)
Actively engaging with others through effective listening enables 
us to spot potential difficulties and de-escalate problems at  
the outset. As all performance-related problems include com
munication breakdown at some stage, the ability to listen  
efficiently, with understanding, is key to running organisations 
and keeping on target. 

Managing Confrontation (One-day course: Part 3)
This course increases our skill at managing reactions in  
problematic situations, and when emotions are running high.  
It builds on the learning from previous courses, and applies  
that to resolving conflicts and de-escalating difficulties.

Empathic Communication  (One-day course: Part 2)
Communication includes our ability to express ourselves with 
honesty without offending others or accidentally expressing 
blame. Empathic communication shows where we may lose  
connection with others through embedded habits of speech.  
We learn how to remain confident and strong on our own 
ground, while understanding others’ needs, and taking them  
into account.



For further details:
Contact Dr Elizabeth English, Life at Work, 32 Fen Road, Cambridge CB4 1TX
info@lifeatwork.co.uk   tel: 01223 429926   www.lifeatwork.co.uk

A total rethink on how to avoid and deal with conflict.
Healthcare Professional

This group is very heterogenous and demands sophisticated 
teaching skills – we found [your trainer’s] approach both  
engaging and innovative, which succeeded in creatively  
combining theory and practice.
University Professor

Given me the skill to truly listen… This really does give you an 
insight into the cause of conflict and how to resolve it.
Government Agency Leader

What course delegates say...

This three-part course will increase your ability to:
• �understand and work successfully with differences;
• �enhance understanding within conflictual situations;
• �find common ground across professional boundaries;
• �manage cultural divides;
• �work with team-members and colleagues who are in  

conflict;
• �deal with anger, and angry people;
• �spot problems before they arise;
• �de-escalate problems as they emerge;
• �work with emotions when they are running high;
• �focus on people, without jeopardising performance;
• �engage on the level of shared human needs and values;
• deal with stressed, unhappy people;
• �develop professionally rewarding and effective relationships.

Central Model

The central model is an adaptation of Nonviolent CommunicationTM, 
a process developed internationally in high-conflict situations for 
mediation and reconciliation. This is now increasingly applied in 
businesses for developing communication skills. It is excellent for 
promoting effective and efficient communication, establishing 
blame-free working conditions, resolving difficulties and conflicts 
when they arise, and fostering an atmosphere of openness and 
trust between colleagues, partners and customers. This can  
radically increase the quality of working lives, and have a dramatic 
impact on teamwork, staff retention and customer care.

Progressive and In-depth Learning
The design of the course allows for three days 
booked to suit your schedule: 1 + 1 + 1. 

Tip for block-booking:
Repeating parts 1 and 2 can be cost-effective 
and time-efficient, as this allows different 
staff to pick up on the courses at different 
times, before moving on to Part 3. 

Evaluations
Course evaluations between 2005 and 2007
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One-day course for leaders and teams
Course Aims•  To understand the processes that  
lead to active listening;•  To develop transferable skills for com-

municating across boundaries and 
within teams;

•  To create greater clarity and efficiency 
for successful collaboration.

Learning Objectives• Developing empathy and rapport;•  Knowing where to focus one’s  
listening attention, and feeling at 
ease doing so;

•   Reflecting back to affirm the speaker 
and ensure they feel understood;•   Increasing the memory of the  

listener;
•   Remaining alive to what is going on 

inside oneself as listener;•   Keeping a clear head, and one’s  
objectives in mind.

 
Active Listening

Outline
Active listening is the skill of ensuring we hear accurately 

and without blame what others are saying, and of helpfully 

drawing out what they want to say, but may find difficult 

to put into words. This is an important skill within any 

interaction, whether developing partnerships, dealing with 

clients or working with one’s own staff. The ability to listen 

actively is crucial in many settings, such as running time- 

efficient meetings, holding successful interviews, mentoring 

and coaching. It also enables us to recognise the potential 

in others, and how to unlock it. 
This course will increase your ability to:

•  Draw out important or relevant information quickly;

•   Maintain collaboration and partnership within an 

    interaction or negotiation;•  Put individuals at ease;•  De-escalate conflicts and difficulties;
•  Create rapport even in difficult or imbalanced 

    situations; 
•   Hear people’s intentions ‘behind the words’;

•   Pick up verbal and non-verbal cues – and know what to 

do with them;
•   Deal with reactions or judgements which may emerge 

in the listening role;•   Engage with the speaker without interrupting their 

flow.

For further details:Contact Dr Elizabeth English
Life at Work
info@lifeatwork.co.uk  tel: 01223 429926  www.lifeatwork.co.uk

Conflict Resolution

summary

Active ListeningEmpathic Communication
Managing Confrontation

Part 1

One-day course for leaders and teams
Course Aims

•   To explore the principles of  
transparent and empathic  communication;

•   To enhance teamwork and  
working relationships with  
colleagues, partners and  customers;

•   To understand the impact of  
skilful communication upon 
performance.

Learning Objectives•   The principles of honest and 
transparent communication; •   How to communicate more  

effectively under pressure;•   The ability to make clear,  ‘do-able’ requests to others;•   New ways of relating to  ‘difficult’ behaviours;•   Developing tools for improving 
working relationships;•   How to maximise willingness in 

those we lead or manage.

Outline
Empathic communication is communication that takes into 

account what we do, the way we do it and our impact on 

other people. By improving communication within the work 

environment, we increase  opportunities to achieve our 

goals.

Greater skill in communication brings an increasing ability 

to express our own ideas, and a growing capacity to meet 

other people’s responses – however those responses are 

delivered. Empathic communication is a vital means of en-

hancing our performance, while supporting others to do the 

same. In this way we cultivate a culture of openness, mutual 

respect and improved teamwork.

 

This course will increase your ability to:
•  Communicate under stress;•  Negotiate win-win solutions;•   Express your own needs, while taking the needs of others 

into account;
•  Give and receive feedback without blame;

•  Enhance transparency and trust between team members;

•  Communicate directly to get the results you need;

•  Listen to others so that everyone is heard;
•  Be honest without insulting people.

For further details:Contact Dr Elizabeth English
Life at Work
info@lifeatwork.co.uk  tel: 01223 429926  www.lifeatwork.co.uk

 
Empathic Communication

Conflict ResolutionPart 2 Active ListeningEmpathic Communication
Managing Confrontation

One-day course for leaders and teams

This course requires two previous days’ training Course Aims•  To increase skills in managing  
confrontation;•  To find early solutions to conflict;

•  To focus on people, without losing 
a focus on performance.

Learning Objectives•  How to manage confrontation 
when it affects oneself personally;

•  Increase one’s ability to de-escalate 
problems for others;•  Find quicker solutions across  

differences;•  Avoid mistakes and failed targets 
through better communication;

•  Say ‘no’ to demands, while hearing 
what the other person is saying;

•  Informal mediation for resolving 
difficulties between others;

•  Know how to meet one’s own 
needs, while taking the needs of 
others into account;•  Foster trust and harmony in a 

working environment.

 
Managing Confrontation

Outline
Confrontation can be both inefficient and painful – or  

extremely productive. In busy working environments, it  

is especially important that confrontation becomes a  

positive force for good: benefitting working relationships, 

im proving people’s ability to work efficiently and increasing  

performance. 

The cost of managing confrontation poorly can be severe, 

yet leaders and managers often remain without any train-

ing in dealing with conflict in their teams. Team-members, 

too, may be left without the learning they need to manage 

difficulties, so that situations escalate unnecessarily.
The number of formal proceedings as a result of con-

frontation at work is increasing as people recognise the  

damage that can be inflicted by poor communication.  

Culturally, our awareness of conflict is rising, and there is  

increasing pressure to find solutions when difficulties occur. 

In this working climate, it is more important than ever to  

give people the tools they need to manage confrontation  

effectively – at best, to transform confrontation into a  

positive force for improvement.

Further detailsContact Dr Elizabeth English
Life at Workinfo@lifeatwork.co.uk  tel: 01223 429926  www.lifeatwork.co.uk

Conflict ResolutionPart 3 Active ListeningEmpathic Communication
Managing Confrontation

This one-day course requires two previous days’ training in 

Needs-based Communication. Needs-based Communication 

is an adaptation of the internationally recognised Nonviolent 

Communication™ in which Life at Work trainers are  

internationally certified.

‘The sessions that your trainers lead  
seem to have a deep and lasting effect  

on the participants.’Manager, NGO


