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Common-sense pointers, tools & verbal tips to help hose-down hostile moments… 

Difficult encounters are a part of everyday life, no matter how much we wish 
they weren't. Personally and professionally, almost all of us will experience 
our share of difficult encounters. Whether it involves handling a hostile 
customer, worrisome workmate, upset patient, disruptive student, agitated 
community member, or any number of other touchy or intimidating situations, 
we find ourselves in a conversation turning tense, heating up and one or both 
of us becoming defensive, argumentative, hostile, abusive or even aggressive. 

Difficult encounters are by nature unpredictable. They make us feel anxious, upset, 
hurt, terrified, stressed, resentful, silly, awkward, guilty or emotionally vulnerable, 
intimidated or disrespected. They can lead us to bubble over with anger and outrage 
or simmer silently in frustration. We agonise over them, weighing up what we might 
have said differently to get a better result, or regretting what we did say or do! 

 
 

As you probably know from experience, not every situation turns out the way you’d 
like. And to make matters worse, things can turn ugly, quite unexpectedly, in 
seconds. Even if you can’t settle the other person, resolve the issue constructively or 
fend off abuse, you can at least work at staying emotionally balanced and calm, try 
not lose it yourself, and avoid saying or doing anything to escalate their emotions or 
inflame the situation further.  

While there are no set formulas or quick fixes guaranteed to work every time, our 
Defusing Difficult Encounters program and its supporting handbook provide some 
common-sense tools and techniques that we hope can help you to defuse and 
handle them more calmly, confidently and constructively in future. 

The aims of this 1-day clinic are a bit like first-aid for difficult situations. While it 
doesn’t try to be the last word on this topic, the clinic is designed to help you... 

  Understand the dynamics behind what goes on in hostile or touchy encounters 

  Handle difficult moments arising with agitated, upset, hostile, aggressive people  

  Look at handling mistakes we make that may escalate and make things worse 

  Learn pointers, tools, verbal formulas and tips to help defuse difficult moments 

  Raise your confidence to handle difficult moments, maintain emotional balance 
and stay in quiet control 

 
 

 
The reasons behind hostile or aggressive behaviour can be deep and complex. 
Regardless of what is behind the behaviour of the person you now face, your role is 
to find out what they want and see what you can do to defuse this difficult situation, 
restore safety, settle escalated emotions and reset the conversation on a more 
constructive course. Topics we will touch on during the day include… 

 Dynamics of difficult encounters 

 Defensiveness: fight or flight, right? 

 Mistakes we make that escalate things 

 ANCHARS to defuse difficult encounters 

 Understanding their need – stay helpful 

 A 5-step formula for handling hostility 

 Power of acknowledging and connecting 

 The ARC formula – 3 simple steps 

 Maintaining emotional balance and empathy 

 Dealing with different types of difficulties 

 Even mind: staying calm, cool and collected 

 Post course: Cool Encounters Scorecard 

 

 
 

Why attend this clinic… 

Boisterous and belligerent outbursts in 
public spaces don't just affect those 
directly involved. Because emotions 
are contagious, and our emotional 
radar tunes into hostile or aggressive 
behaviour and puts us on alert, it can 
affect the emotional balance and well-
being of other bystanders who are 
exposed to this as well. Prolonged or 
repeated exposure to such difficult 
encounters can contribute to chronic 
tension, stress and work-based trauma 
– for you and for others you work with. 
 

What people say… 

“This is a must-do course I’d definitely 
recommend. Bill explained things very 
well, kept us all engaged and facilitated 
some really useful and open discussions 
on how we handle difficult experiences” 
Matt, Southern Downs Regional Council 

Thank you very much Bill for your efforts 
over the past two days. We really 
appreciate you sharing your incredible 
knowledge and useful tools for defusing 
difficult encounters with our teams and 
providing opportunities for the team to 
grow and share these experiences 
together to build our wellbeing and 
balance” Melinda B. Meridan State College 

 

Your Presenter… 
Bill Cropper is Director of The Change 

Forum and creator of our programs. He 
has a wealth of practical leadership 
learning, coaching and change 
experience. His work centres on helping 
build the conversational, relational and 
team-working capabilities leaders need 
to create vibrant, supportive work 
cultures and high-performing teams. Bill 
is keenly interested in the benefits of 
conversational coaching, emotional 
intelligence and mindfulness to create 
connective, compassionate workplaces, 
promote productive, open interchanges 
and facilitate personal growth and 
change mastery.  For the past 15 years, 
he’s run hundreds of coaching clinics 
benefiting numerous managers, team 
leaders and other professionals from 
many walks of worklife. Bill has a down-
to-earth, relaxed and outgoing style and 
works comfortably with people from all 
levels, occupations and backgrounds. 

Tel: 07-4068 7591 Mob: 0429-687 513 
Email: billc@thechangeforum.com 
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