
Courses and Coaching
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, 
improving 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 details
Contact Dr Elizabeth English
Life at Work
info@lifeatwork.co.uk  
tel: 01223 429926  
www.lifeatwork.co.uk

‘The sessions that your trainers lead  
seem to have a deep and lasting effect  
on the participants.’
Manager, NGO‘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
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‘A total rethink on how to avoid and deal with conflict.’
Healthcare Professional

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

‘[Your trainer] was not merely presenting techniques, but creating 
the context to allow participants to elaborate and develop their 
own technique… That approach led to a high degree of “owner-
ship” of methods and techniques, which proved to be more  
effective than the “off-the-shelf” techniques presented by other 
communication consultants...’
Private Sector Leader

What course delegates say...

Approach and Methods
The atmosphere of the course is relaxed and enjoyable, 
and the learning both stimulating and thought-provoking. 
Activities include interactive exercises, discussions, personal 
reflection and small-group role plays. As well as working 
from a specially tailored course handbook, participants 
will use examples from their own experience as a means 
to gain first-hand and embedded understanding of the 
processes of communication. This means that participants 
explore issues that are current for them in a supportive 
environment – a process that can be both challenging  
and illuminating.

Central Model

The central model is an adaptation of Nonviolent 
CommunicationTM, a process developed inter
nationally in high-conflict situations for mediation 
and reconciliation. It is excellent for promoting  
effective and efficient communication, establish-
ing blame-free working conditions, and resolving  
difficulties and conflicts when they arise. It also 
fosters an atmosphere of openness and trust  
between colleagues, partners and customers 
which radically increases the quality of working 
lives and has a dramatic impact on performance.

ONE-day cOursE fOr  

lEadErs aNd tEams

Professional and Personal development  

Workshop Aims:

•  To increase the successful and on­

going use of feedback;

•  To encourage continuous learning and 

openness to change;

•  To increase performance through 

quicker skills development. 

Learning Objectives:

•  New tools to deliver successful and 

transformative feedback;

•  The effects of ‘blame’ and ‘praise’ vs. 

genuine feedback;

•  How to increase accuracy in giving 

feedback;

•  Knowing the impact of feedback on 

others and how to maximise its effect;

•  New ways of creating a learning  

environment;

•  Being honest without alienating  

others;

•  Hearing the useful messages within 

‘negative’ feedback;

•  Increasing motivation through  

successful learning and appreciation.

Improving 

Feedback Skills

Successful feedback provides a unique learning opportunity 

for both the giver and the receiver. Given genuinely and ac-

curately, feedback provides a way of focusing on the task, 

and increasing our awareness of both what we intend to 

achieve and the actual output.

At its most effective, feedback is continuous, and not lim-

ited to performance reviews. As a learning tool, it has the  

capacity to increase trust and to build mutual understand-

ing. Too often, however, feedback has a demotivational  

effect, or its manner of being given and received blocks any 

useful messages being communicated.

This half-day course will increase your ability to:

•   Find the learning edge within feedback;

•   Understand when feedback is likely to demotivate or 

    alienate;

•  Distinguish giving feedback from blunt honesty;

•  Hear the useful messages within feedback, however it is

    given;

•  Create safe and motivated learning situations;

•  Move teams from a ‘blame frame’ into a ‘learning frame’;

•  Recognise the usefulness of various models for delivering 

    feedback;

•  Increase skill in understanding others and how to 

    communicate that successfully.

For further details:

Contact Dr Elizabeth English

Life at Work

info@lifeatwork.co.uk 

tel: 01223 429926  

www.lifeatwork.co.uk

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 

Transforming 

Anger  

anger is difficult to receive, and may be unpleasant and unproduc-

tive to feel. it can radically reduce one’s standing and effectiveness 

within a team, and is a major cause of tension and disharmony. at 

times, one may not even be aware of the effects of one’s anger on 

others, which can lead to complaints of bullying and discrimination. 

disturbingly, it often seems that anger lies beyond our conscious 

control to do anything about.

Yet anger is also a natural response to situations which work against 

our innate sense of what is right. viewed in this way, anger can carry 

a surprisingly useful message, which – if experienced and expressed 

in a very different form – would benefit situations and others, and 

increase one’s own potency and contribution.

the way to harness the energy of anger is not necessarily to try con-

trol or curb it, but to look below the anger, to what is causing it. this 

enables us to transform that same energy into a clear and confident 

sense of ourselves. 

this course takes the radical approach that ‘feelings are friends’. the 

bigger the feeling, the more important it is – for one’s own sake, as 

well as the sake of others – to learn and acknowledge its message. 

This course increases your ability to:

• manage anger and other difficult emotions successfully;

• Understand the causes of strong emotions;

• develop emotional intelligence;

• deal with frustration and blocks;

• express one’s point of view without anger;

• receive other points of view without anger;

• Hear ‘annoying’ messages in a new way;

• remain calm in difficult situations;

• achieve outcomes with energy and determination, not stress.

One-day Course Course Aims

•  To understand and manage the 

causes of anger;

•  To discover and express the  

useful message behind anger;

•  To increase a sense of safety for 

oneself and others through in-

creased emotional intelligence.

Learning Objectives:

•  How to recognise anger before it 

happens;

•  Preventing anger from  

escalating;

•  Grounding emotions safely in the 

body; 

•  Dealing with anger when it is 

already present;

•  Discovering the hidden messages 

within anger;

•  Finding new ways of preventing 

anger, through empathy with 

others;

•  Developing calm, through  

empathy with oneself.

Anger is a dislocation from our inner strength. The stronger the 

anger, the more positive inner strength, drive and energy we 

are likely to discover. 

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

ONE-day cOursE fOr  

lEadErs aNd tEams

Professional and Personal development

Workshop Aims:

•  To explore genuine recognition as  

a key motivator for learning and  

performance;

•   To develop ways of giving authentic 

recognition;

•   To increase the motivation and out-

put of individuals and teams.

Learning Objectives:

•  What holds people back from giving 

and receiving appreciation or thanks;

•   How to let others know when they 

have added value to a project in a 

way that works for all parties;

•   New ways of giving positive feedback 

that is accurate and authentic;

•   The different impacts of honesty and 

praise;

•   Tools to increase motivation and trust 

within a team;

•   How to give genuine thanks to 

customers and partners to enhance 

working relationships.

For further details:

Contact Dr Elizabeth English

Life at Work

info@lifeatwork.co.uk  

tel: 01223 429926  

www.lifeatwork.co.uk

Recognition and 

Motivation 

For performance to be at its best, people need more 

than monetary reward. Appreciation that goes beyond a  

financial transaction is difficult to give, but vital to includ-

ing the whole person, and thus to increasing the motivation 

of individuals and teams. When motivation is high, output 

increases, as people willingly go beyond themselves to meet 

their targets.

People rarely feel fully valued and appreciated for the work 

they do. This incurs real costs to businesses, which lose out 

on the added value they achieve from a highly motivated 

and engaged work-force. 

 

This half-day course will increase your ability to:

•   Understand the link between recognition and motivation;

•   Encourage work that contributes directly to performance;

•   Give recognition to others in a way that is genuine;

•   Appreciate staff members without being perceived as 

    patronising;

•  Be accurate and authentic in giving positive feedback;

•  Create a safe environment for continuous learning.
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Needs-based Negotiation
Successful communication is essential for any enterprise. However, 
communication is much more than what we say. It encompasses also 
our thinking, attitudes and emotions, as well as our values, needs, ac-
tions and behaviour. The uniqueness of our approach is to encompass 
all aspects of a person, going beyond the words to a greater under-
standing of ourselves. On this basis we become increasingly perceptive 
to the situations and people around us, and better able to make neces-
sary judgements and choices demanded of us in our work. Our ability 
to listen improves, and we become much more flexible in our attitudes 
to others, increasingly able to respond with kindness and efficiency, 
finding our own authentic ways to express ourselves at our best. 

Professional and Personal Development 

Workshop Aims:

•   To increase output by increasing 

direction and motivation;

•   To work more creatively with 

pressure, and reduce corre-

sponding stress and anxiety;

•   To encourage openness to 

change;

•   To increase transparency and 

honesty with team-members, 

partners and customers.

Learning Objectives:

•  How to use and increase inner 

resources under pressure;

•   Greater understanding of why 

stress happens;

•   How apparently difficult feel-

ings may actually be useful;

•   Ways to translate criticism into 

useful feedback;

•   Understanding our own  

‘difficult’ behaviours and how 

to move through them;

•   Tools for improving decision-

making under stress.

Developing Inner 

Resources 

One-day cOUrse fOr  

leaders and Teams

When we are in touch with our inner resources, we achieve 

our desired outcomes with ease, and promote good team-

work through positive role-modeling and shared vision. 

Our resources can be limitless if we know how to manage 

them. To do this, we need to invest time in developing our 

own approaches. We need to find fresh ways of relating to 

our working conditions and the environment in which we 

aim to excel. In this way, our work will include both our ex-

ternal achievements, and an internal ability to manage our-

selves at our best, and to empower others to do likewise.

This half-day course will increase your ability to:

•  meet challenges more creatively;

•  develop greater focus and resilience;

•   Transform unpleasant and harmful anxiety patterns, and 

reduce stress;

•  meet targets more easily and increase performance;

•  Increase energy and motivation at work;

•  negotiate more efficiently, with greater clarity;

•    Increase empathic communication and team-work with  

colleagues and customers;

•  resolve problematic issues more easily.

For further details:

contact dr elizabeth english

life at Work

info@lifeatwork.co.uk 

tel: 01223 429926  

www.lifeatwork.co.uk

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 

Beyond Bullying: 

Causes, Prevention and Cure 

many employers are now committed to upholding the right of  

in dividuals to be treated fairly, and with respect, and to supporting 

positive and effective working relationships. and yet in the work-

place, claims of bullying, harassment, discrimination and victim-

isation are increasing. these involve huge investments of time and 

resources, and are always painful, and can be extremely damaging,  

to those involved.

accusations of bullying and harassment are determined by the  

impact of one’s behaviour, not the intent. although it is important  

to understand and recognise differences in perception, the most  

essential task – and the real cure for difficult working relationships   

– is to realise the effect of our communication and behaviour  

upon others.

investing in improved relationships at work is nowadays an essential, 

not a luxury. improved skills reduce organisational losses, and  

radically improve performance and efficiency. our working  

relationships benefit, trust amongst colleagues builds, and we are 

able to contribute at our best as leaders and team-members. 

This course explores bullying in several ways:

Overcoming Workplace Bullying with 

Needs-based Communication

One-day course

Course Aims

•  to raise awareness of bullying 

within the workplace;

•  to recognise and prevent bullying 

behaviours – by oneself or by  

colleagues;

•  to build mutual respect, safety and 

trust within the work environment.

The course will increase your  

ability to:

•  treat others with respect and  

fairness;

•  deal with in-built differences;

•  prevent inadvertent bullying;

•  avoid personality clashes;

•  stop harsh, demanding or sharp 

comments;

•  reduce insidious judging and 

blaming;

•  recognise the effect and  

symptoms of bullying behaviour;

•  handle power responsibly;

•  balance the needs of team, task 

and individual;

•  respond to accusations of bullying 

and harassment;

•  contribute to a healthy and  

productive working environment.

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

Morning

 i  root causes of bullying behaviour 

 ii  the language of bullying

Afternoon

 iii  How to prevent inadvertent bullying 

iv  the impact and symptoms of bullying behaviours 

 v  Handling accusations, and rebuilding trust

Challenging and effective.

A very good way to think about a  

difficult subject.


