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Training summary
The program is designed to identify and manage
the resolution of the personal conflict between
individuals or teams. The main focus is on the
workplace, although the same principles can be
used elsewhere.
Business teams and leaders are equipped with a
range of skills and strategies which will help them
to manage and resolve the inevitable conflicts
which are part of any business process.

Training summary

Located at the
heart of Dubai
Learners Point is a well-recognized institute in
corporate and individual training in the MENA
region and has contributed to the career success of
more than 110,000 professionals since its founding
in 2001. We are ISO 9001:2015 quality management
system certified.
Our training institute is licensed by the Government
of Dubai, UAE, and our certifications are widely
recognized by employers around the globe.

We are also associated with CPD UK, the premier accreditation service provider in the United Kingdom.

Objectives

By the end of this course, delegates will learn to:
• Understand the main sources of conflict
• Analyze and understand the nature of conflicts describing appropriate techniques to manage conflict
implementing skills and strategies to manage and resolve conflict
• Develop the confidence to tackle conflict effectively developing the attributes of a good conflict leader handling
customer complaints
Objectives

Course outline

Putting conflict
into perspective
Exploring diversity
when dealing with
internal and external
customers

Course outline

Developing the
core skills needed
to successfully
prevent and
resolve conflict

Personal and
organizational
conflict resolution
skills
Dealing with
customer complaints

Putting conflict into perspective
• Reasons why conflicts develop
• A personal view of conflict and conflict
resolution emotions involved in a
conflict situation
• Identifying and addressing
factors which escalate conflict
Exploring diversity when dealing
with internal and external customers
• Exploring cultural differences in our
diverse south african society
• Addressing barriers to diversity
• Mental models
• Prejudice
• Stereotypes
• Discrimination

Course outline

Developing the core skills needed
to successfully prevent and resolve conflict
• Communicating effectively as a means of
preventing and managing conflict
• Active listening
• Adapting to individual personality
types as a conflict resolution skill
• Applying assertiveness skills to resolve conflict
Personal and organizational
conflict resolution skills
• Examining a personal conflict situation
• Applying conflict resolution
skills to a personal conflict situation
• Identifying preferred conflict handling styles
• Conflict solving options (and when to use them)
• Additional strategies for reducing specific conflict
Dealing with customer complaints
• Basic principles for handling the irate customer
Course outline

About our trainer
Tatek Abayneh Mebratu
Executive Coach, Power Skills and HR
Trainer, and he is a, Mentor and Career
Counselor. He coaches individuals to reflect
on their whole self (work and life), and
validate and define their objectives through
to realization. He also coaches and trains on
corporate development programs.
Tatek brings almost 20 years of
business experience in the Middle East
and Africa region in Banking, Management &
Consultancy and Learning and Development
industries. He works with senior executives,
corporate and individual clients.
Graduated with Bachelor’s degree in the field
of Public Administration, Tatek is a certified
trainer and coach in the development of
Power Skills and Human Resources like:
Trainer

• Executive coaching
• Train the trainer
• Championing change
• Relationships &
trust-building
• Teamwork
• Adaptability
• Creativity
• Work ethic

Certifications
• Train the trainer

• Leadership

• Coaching skills for
leaders and managers

• Attention to detail

• Strategic human resources

• Strategic human
resource management
• Sales techniques

• Corporate and strategic
communications
skills for managers
• Investigative journalism

Students review
Day Rahel
“I found the trainer excellent and could answer
all questions asked and delivered the course in
an interesting format”
Sarah David
"It was indeed very interesting and knowledgeable. Our trainer included plenty of activities in
the program and it is going to be helpful for any
one who wants to improve their life skills. Thank
you for the amazing training and I recommend
Learners Point very much."
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