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Key Steps to Assertive Communication and Conflict Management 
 

“Words are, of course, the most powerful drug used by mankind.”  -- Rudyard Kipling --  
 

“The greatest problem in communication is the illusion that it has been accomplished.”  -- George Bernard Shaw -- 
 

“Wisdom is knowing when to speak your mind and when to mind your speech.”  -- Evangel --  

 
The quality of our relationships (and achievement in all facets of life) is directly linked to our ability to communicate effectively, 

assert ourselves appropriately, solve problems and manage conflict. This interactive 2-day programme is the first step to 

understanding and applying the principles of emotionally intelligent communication and enhancing both your verbal and non-

verbal acuity for maximum impact. You will learn how to assert yourself and communicate appropriately in business and personal 

situations. Combined with practical strategies to manage conflict, build relationships and influence with integrity, you will walk 

away empowered with Key Steps to…  

‘be the difference that makes the difference’ 

 

Lesson Outline (2 Day Experiential Workshop) 

 

Understand the Principles of Emotionally Intelligent Communication 

▪ What skills does effective communication in the 21st Century require? 
▪ Learn the model all effective communicators use 
▪ Learn to manage your emotions and use emotions to get results 
▪ Develop the mind-set of an effective communicator 
▪ Implement the ‘7 Critical C’s’ of constructive communication 

 

Master Core Communication Competencies 

▪ Develop non-verbal acuity 
▪ Use language effectively and influentially 
▪ Master the art of listening 
▪ Overcome common barriers to listening 
▪ Elicit high quality info with the ‘right’ questions 
▪ Build relationships – with anyone – through rapport 

 

Manage Interpersonal Relationships 

▪ Understand the four primary social styles 
▪ Manage your style when working with others 
▪ Influence others with integrity 
▪ Tune into the hidden switches and discover how to ‘switch people on’ 
▪ Get the best out of others and yourself 

 

Practice Appropriate Assertiveness 

▪ Understand different types of assertion 
▪ Recognise the negative effects of aggressive, passive and passive aggressive behaviours 
▪ Determine your dominant assertion style 
▪ Recognise choices – make your YESES count and master the art of saying NO ‘nicely’ 
▪ Change your results by changing your approach  
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Make Hard Conversations Easier: Give and Receive Feedback Effectively 

▪ Recognise the importance and benefits of feedback 
▪ Identify your organisational culture – is it healthy or more a culture of silence? 
▪ Turn feedback sessions into development opportunities 
▪ Follow the rules for delivering effective feedback 
▪ Make hard conversations easier by following six crucial Key Steps 

 

Understand and Manage Conflict 

▪ Recognise the signs and stages of conflict  
▪ Identify the difference between destructive and constructive conflict 
▪ Gain tips for diffusing difficult situations 
▪ Create safety to make hard conversations easier 
▪ Apply techniques to effectively handle conflict 
▪ Go the extra mile with generosity, thoughtfulness and thanks 
▪ Create a culture of trust and authenticity 
▪ Take practical Key Steps to set yourself apart from your competition 

 
 

Our Learning Approach and Benefits 

We design both face-to-face and virtual learning that is engaging and practical to enable an immediate return on your investment 

(ROI). We do this through: 

1. Expert facilitation – this programme is personally facilitated by Dr Sharon only. In addition to her other qualifications, she has 

two virtual training qualifications and is highly skilled at delivering interactive experiential sessions online. Below, you will 

hear this directly from our clients. 

2. Holistic integration of learning methodologies (CBT, NLP, dialogue education and experiential learning). 

3. Comprehensive online learning material and experiential implementation for deep and lasting ROI. 

4. Digital summary cue cards to reinforce key learning points – these are uniquely tailored for your session. 

5. Post training access to supporting documents, articles, tools, videos and more. 

6. Ongoing weekly self-coaching tips sent every Monday morning post-intervention. 

 

Keep reading to find out the value our clients have received and the results you can expect from this programme… 

 

 

What Our Clients Have to Say 

I learnt so much on this course and took out so many skills again. I enjoyed learning how to be assertive, 

how to handle conflict and how to apply it to my everyday life. Key Steps has helped me greatly in my 

personal and business environment. My life has changed in a positive direction since I’ve started 

attending your courses. People notice the difference in me and I feel wonderful.   

-- Junita Pillay, Call Centre Agent, Barloworld Handling 

 

Thank you for the excellent training received. It was a great experience being in a training that was 

interesting and kept my attention at all times. I am already noticing changes and I know the more I practice 

the better I will get.  -- Cindy Ross, Sales Consultant, Rand-Air Part of the Atlas Copco Group  
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Thanks for unleashing my potential. It is the first time I have attended such valuable training. I managed to 

discover my weaknesses and found my way to deal with it.   

 -- Petrus Moraba, Entyce, AVI  

 

Great experience, I really liked the way Sharon integrated NLP into the workshop and presented in a 

manner that was easy for everyone (not just those versed in NLP) to understand. Thank you for a no.1 

experience.  -- Belinda James, Training Manager, Bidvest First for Service  

 

I have learnt so much about myself and how to be more aware and consciously build rapport. Thank you, 

Sharon, may you be blessed in a very special way. 

-- Boitumelo Mahlangu, HR Division, Sandvik Mining and Construction  

 

Thank you so much Sharon! I wish we’d had more days.  It was such an informative course.  KEEP IT UP!   

-- Lindiwe Nhlapo, HR Recruitment, Sandvik Mining and Construction 

 

I have personally learned a lot from the 2-day training that was provided to us. I see life in different way, 

I’m more positive, more importantly I believe in myself and I see the shyness in me is slowly fading away . 

My boss even saw the change and commented on, “I like the new you Mitch”. I have also given all the Heads 

in my company positive feedback on the course and what a great facilitator you are, I have recommended 

that they send anyone who needs improvement, you will be hearing from Credit Suisse again very soon. -- 

Mitchelle Meyers, Analyst & Equity Sales Assistant, Credit Suisse Standard Securities  

 

This workshop has provided me with information I can use at home and work.  Thank you, Sharon.  I feel 

honored to meet someone who is so passionate about what they do.  Thank you to Fraser for giving me 

this opportunity to develop myself.  I look forward to attending other courses with you. 

-- Kabelo M Malesa, Shift Supervisor, Fraser Alexander  

 

Thank you for a valuable workshop.  I learnt so much about rapport and body language.  I have gained 

the skills and confidence to correct my mistakes.  I recommend all Fraser employees attend. 

-- Joseph Mthimkhulu, Senior Supervisor, Fraser Alexander  

 

My biggest eye-opener on this workshop was learning how to step into another’s shoes and think before 

communicating.  The information you shared made me so much more aware and I can apply it to my 

everyday life.  This experience was really helpful and I feel more capable going back to handle situations.  

Thank you.  -- Melissa van Tonder, Sales Co-Ordinator, Barloworld  

 

The best thing about this workshop was that I felt comfortable and not overwhelmed.  I learnt how to open 

my eyes and see how I can improve my communication skills and ability to handle challenging situations at 

work and home. Thank you Sharon.  -- Lesley Sequeira, Personal Assistant, Cadbury SA  

 

I extremely enjoyed this course as your facilitation was very open. It equipped me well with an 

understanding of communication and conflict. -- Lawerence Maledimo, AVI - Entryce  
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About Dr Sharon King Gabrielides 

Sharon is a dynamic facilitator, speaker and executive coach with over 20 years’ experience in leadership and 

organisational development and transformation. She is a registered Education, Training and Development 

Practitioner (ETDP), holds an Honours degree in Psychology and practices as an NLP master practitioner. She 

is also one of only three women in South Africa to hold the title of Certified Speaking Professional 

(CSP) – it’s the Oscar of the speaking business. Sharon is also a qualified Modern Classroom 

Certified Trainer (MCCT™) and accredited Global Virtual Speaker. 

 

Sharon’s PhD thesis contributed a framework for holistic and sustainable leadership 

development that has been published by Rutgers University in the USA. She is faculty of 

Henley Business School and highly sought-after by leading corporates because she 

works hand-in-hand with them to create sustainable results and long-term success. 

Sharon has become known for her practical approach, useful tools and genuinely caring 

manner. She is really looking forward to working with you and taking Key Steps to  

‘be the difference that makes the difference.’ 

 

More About Key Steps 

We are a niche training and coaching consultancy that pride ourselves on offering flexible face-to-face and virtual solutions that 

really get results. We are BEE Level 2, Services and MICT SETA Accredited (#2257) and have 20 years’ experience making a difference. 

We are unique in our ability to strategically analyse your specific and diverse needs and create “Key  Steps” to 

meet your objectives, offering optimal return on your investment (ROI). Recent research shows that our 

development programmes are 28% more effective than most! 

Our programmes are rooted in many cognitive behavioural methodologies, scientific practices and structured 

theories and frameworks. These include Neuro-Linguistic Programming (NLP), coaching, dialogue education 

principles and various psychological and philosophical principles. We blend current research, modern 

training techniques, tools, stories, theories, case studies, practical exercises (including much peer 

interaction and team building) to create an experience that inspires individuals and teams to take their 

learning out of the classroom and make it count! 

Our founder and CEO, Dr Sharon King Gabrielides, is faculty at Henley Business School and GIBS, where 

she develops and facilitates modules of their leadership development programmes. We also work with 

leading corporates, including, including ABB, Absa, ACSA, Adcock, Aon Group, Atlas Copco, Auditor 

General SA,  AVI, AVIZ Laboratories, Barloworld, BASF, Bateman, Bayer, BCG, Bidvest, BMG, BMW, 

Bombela, Bühler, Bytes, CAMAF, Caterpillar, Citibank, Clover, Colgate, Daimler, Dimension Data, EY, Epiroc, 

Eskom, First Rand, Flight Centre, FNB, Fraser Alexander, Hogan Lovells, Hollard, Hytech, IBM, Imperial, 

Investec, Kaefer, Kraft Foods, Krones, Mc Cain, Mercedes-Benz, Merchants, Mondelez, Mondi, National Brands, 

Nedbank, NEF, Nestlé, Openserve, Primedia, REEF Insurance, Refinitiv, RMB, Sandvik, Servest, Sibanye-Stillwater, 

Siemens, SKF, Standard Bank, Stanlib, Sun International, Telkom, Tenova, Thomson Reuters, UCS, UTi and VW. 

 
We look forward to the possibility of working with you. Please contact Sharon or Collette if you have any questions.  

Namaste,  

 

 

Sharon, it is great having  
you on board with Henley – 
we value your wonderful 
inputs. You are such a 
professional – talented, 
interesting and well received 
by all. Thanks for that which 
you bring to our success.  
-- Linda Buckley,  
Exec Education Director,  
Henley Business School -- 

 

You are – by far – 
one of the best 
speakers and 

facilitators I have 
ever worked with. 

-- VP, ABSA 

https://www.youtube.com/watch?time_continue=1&v=rcCQIAbNHYw

