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MANAGING CHALLENGING 

CLIENTS & SITUATIONS  

A positive approach to problematic interactions 

INTRODUCTION 

How we work 

Our approach to training is simple … 

it’s all about you! 

We will be in touch well before your 

course even starts to ask you about 

your work and what you want to 

achieve - then shape your training 

accordingly. 

Working with small groups gives us 

time to look at each person’s role 

and the issues they face.  We can 

then help you find solutions to 

problems and improve workplace 

performance. 

All our courses are ‘hands on’ and 

interactive, using exercises and case 

studies to help you relate the theory 

to your real life role. 

Our aim is that you will walk away 

from the course equipped not with 

only new or better skills, but the 

confidence and focus to put them 

into practice at work. 

DURATION 

ONE DAY 

FEE 

£325 
 

AIMS 

Demanding clients are both a challenge and an opportunity and 

need to be approached within that context.  Balancing their 

needs against what is possible – and permissible – is a fine line that 

can lead to problems if you stray on either side. 

Designed to enable participants to recognise and deal with these 

issues as they arise, this course offers a framework to keep clients 

satisfied by resolving or preventing problems before they escalate. 

OBEJECTIVES 

At the end of the course, you will be able to: 

• Build stronger working relationships with clients 

• Identify and accommodate different behaviour styles and 

preferences 

• Better understand the intentions of others  

• Recognise and defuse potential problems before they 

escalate 

• Tackle a diverse range of client interactions with 

confidence 

CONTENT 

Introduction 

• Why do we find some clients difficult? 

• Why do we find some situations difficult? 

• Impact of perceptions & labels 

Foundation Skills 

• Establishing Credibility  

• Key communication techniques 

• Applying assertiveness 

• Defusing emotion 

Exploring Behaviour Styles 

• Recognising personal styles 

• How our style impacts others 

• Accommodating differences 

• Flexing styles to get results 

Handling Key Interactions:  
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Situations as raised by participants – e.g.  

• Managing client expectations 

• Saying No 

• Delivering Bad News 

• Handling Complaints 

• Dealing with Aggression 

• Discussing Differences 

• Participating in meetings 

NB: These sample topics are indicative of situations commonly 

perceived as difficult.  Delegates should feel free to raise any 

situations they personally find difficult or need to address  

Personal Action Plan 

CONTACT 

01481728248 

 

WEBSITE: 

www.select-training.co.uk  

 

EMAIL: 

contact@select-training.co.uk  

 

WHO WILL BENEFIT? 

Ideal for anyone in a client-facing role who needs to develop a 

confident approach dealing with challenging situations 
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