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Case Study – Delivery of Difficult Conversations Training for Carnival UK 
 
Client: Carnival UK 
Carnival Corporation & plc is a global cruise company and one of the largest vacation 
companies in the world. Its portfolio of leading cruise brands includes Carnival Cruise Lines, 
P&O Cruises, and Cunard Line in the United Kingdom. Combined, its vacation companies 
attract 8.5 million guests annually across the fleet of 100 cruise ships. 
 
Context: 
Carnival UK contacted Globis Mediation Group to provide a fully comprehensive training 
package to enhance the ability to tackle difficult conversations within staff both onboard ships 
and the top 150 managers based at head office. The training needed to deliver results that 
would be part of a culture change within the organisation.  
 
Project: 
We spent some time with the commissioners at Carnival UK to unsure that we fully 
understood their needs in order to produce a comprehensive training course that was able to 
deliver exactly what was needed.   
 
The difficult conversations, 10 steps to becoming a tackler not a dodger training course was 
developed to include bespoke case studies based on real life situations. We utilised business 
actors to optimise the learning opportunity of the case studies. Although delegates can often 
be initially a little reluctant to participate fully in case studies, the use of actors added an extra 
dimension to the training experience and produced a fantastic learning experience. The actors 
enabled the delegates to explore the techniques that delegates had been exposed to on the 
course and really hone their skills whilst receiving pragmatic guidance from the expert 
facilitator. In addition to the case studies, the delegates also worked through the ten steps 
that are vital to understand in order to go from being a dodger to a tackler which include get 
advice and keep going.  
 
All delegates received a copy of the handbook which has featured in The Sunday Times and a 
desktop reminder of the ten steps covered in the course to embed the learning and to support 
them in actioning their new skills.  
 
Results:  
Delegates gave the following feedback:  
 
‘Course was pitched at the right level; role play was a valuable experience with great quality 
supportive material’ 

‘Excellent course, enjoyed the content and although role play uncomfortable it produced 
good learning. Content very relevant’ 

 


