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Managing Difficult Conversations and Under
Performance Course

The aim of this managing difficult conversations course is to work through a framework to enable you
to initiate and respond effectively, primarily at work, although much of what we will focus on will apply
in areas of your life.

Stop avoiding having those difficult conversations with team members or knowing how to respond
when you are on the receiving end. By not actively engaging at critical moments, it may lead to more
problematic outcomes. The difficult conversations section of this course will empower you for more
genuine and authentic engagement within your team and organisation.

The second section of this course focuses on performance management and managing those who
are under performing. This can be one of the most stressful parts of managing people at work and it is
one responsibility that supervisors find daunting. This part of the course will equip you with the skills
and knowledge to deal confidently and professionally with under and poor performers. Suitable
processes, both formal and informal, will be demonstrated to show you how to get staff performance
back on track. And if this is not possible, manage the situation, while ensuring that it does not
escalate into conflict or contravene the Fair Work Act 2009 (No. 28, 2009 as amended).

Intended audience

(ﬂ:ﬂﬁ Course duration Suitable for all individuals having responsibility for
1 session, 8 hours total achieving outcomes in combination with other
) people. Skills and scenarios cater for having difficult
C'— Ul conversations upwards, sideways and downwards.
’ 9am - 5pm
Prerequisites

Format
None

Face-to-face
or
Online in real-time

Dates

Upon completion

Browse available
course dates Every participant receives a
University of Sydney certificate

of completion.
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Aims
This course aims to:

- prepare you with the skills to manage difficult conversations with people at all levels
within an organisation

- provide a robust set of steps for delivering favourable outcomes despite difficult
conversations being required

- outline the steps for helping an underperformer deliver improved outcomes

- equip you with due process should termination of an employee be required after
reasonable resources for lifting performance have been exhausted.

Outcomes
By the end of this course, you should be able to:

- determine whether a difficult conversation is worth having and if so, how to proceed
without delay

— engage in difficult conversations with ease, grace and poise and confidence

— achieve worthwhile outcomes for all stakeholders participating in difficult
conversations and In so doing, focus on impact (rather than intent) for achieving a
constructive outcome from a difficult conversation

— manage the emotions of team members whilst maintaining healthy boundaries and
preserving your own strength (this includes managing difficult and aggressive team
members)

— commence an underperformance discussion in a manner which provides the team
member with resources and positivity to correct the shortfall, and In so doing, identify
and respond to the causes of underperformance versus poor performance

- work to resolve poor performance in the interests of the whole team (this includes
giving honest and constructive feedback to team members)

— develop skills in managing upwards, sideways and downwards.

Content

Managing difficult conversations

This section of this course focuses on the practical application of specialised techniques
while addressing some of the following questions:

- What is your purpose for having the conversation?

- With whom?

- When?

- How?

- What do you hope to accomplish?

- What would be the best outcome? For whom?

After addressing these questions, we will develop ways of focussing on impact rather than

intent and thereby foster a positive environment of collaboratively working with the other
party to achieve a constructive outcome.
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Content

Performance management

This section of this course is aimed at assisting you to:

- examine a range of tools and techniques that enable the effective management of poor
performance

- identify common performance issues and manage poor performance within teams

- consider how to minimise performance issues in the workplace

- consider the industrial relations implications of under and poor performance.

We will examine how a subordinate can self-evaluate the gap between their current and
desired performance and how we, as a supervisor, can then review this self-assessment
and agree on realistic resources for helping the subordinate to bridge this gap.

Whilst the focus is on delivering required performance, we also review the steps needed
should a team member’s performance consistently fall short of requirements after all realistic
resources have been expended.

Delivery style Materials
This course offers small group work and Course materials, including a course
role plays using a combination of case booklet, are provided electronically.

studies and real-life scenarios should
attendees choose to confidentially
volunteer these scenarios.

“This course enabled me to look at my strengths and weaknesses when
it came to having any type of communications. It challenged my ideas

on communications and provided a framework for future interactions

32

with colleagues and families. It enabled me to identify the
Durgesh White

Organisational training and development

This course can be delivered as a private session for groups, and tailored
to meet the needs of your business. Contact us to discuss our range of organisational

training solutions.
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THE UNIVERSITY OF

SYDNEY

We recognise and pay respect to the
Elders and communities — past, present,
and emerging — of the lands that the
University of Sydney's campuses stand
on. For thousands of years they have
shared and exchanged knowledges
across innumerable generations for the
benefit of all.

Empower ambition,
inspire leadership

For more information

Centre for Continuing Education
+61 2 7255 1577

cce.sydney.edu.au

Follow us

ﬁ @ccesydney
@ @centreforcontinuingeducation
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