Built for teams that can
hold their ground.

lift confidence

Manage your emotional state
during stressful interactions.

stay composed

Be present to the customer
and their needs while staying
calm and composed.

strengthen wellbeing

Strengthen team wellbeing,
resilience and recovery after
incidents.

safety matters

Show your people that safety,
support and service standards
maltter.

Find out more!

Head to the website to find out
more about how you can join
the program today.

WHEN RETAIL GETS
TENSE, CONFIDENCE
COUNTS.

Retail is fast-moving, public and often
unpredictable. One difficult customer
interaction can throw a team member off
balance, disrupt the shop floor and affect the
entire customer experience.

Frontline Confidence gives your people
practical skills to manage challenging
customer behaviour, protect their wellbeing
and respond with professionalism when the
pressure is on.

It is designed for retail businesses that want
more than a generic training module. It is a
smart, practical way to help frontline staff feel
safer, stronger and more confident in
customer-facing roles.




Ready to build a
stronger frontline?

If you want a team that
can handle difficult
customer moments with
confidence, care and
professionalism, this is
the training to back
them up.

Book a conversation to
explore rollout options
for your venue, group or
franchise.

TWO POWERFUL PROGRAMS.
ONE SHARP FRONTLINE SOLUTION.

In retail, confidence is contagious. When staff know how to respond
to pressure, customers feel it, service standards remain strong, and
managers spend less time stepping in to control difficult moments.
This program helps you build a frontline team that is calmer, more
capable and better prepared for the realities of customer-facing
work.

This bundled training combines two of our most popular short
courses - Managing Challenging & Aggressive Behaviours with
Inspiring Resilience to give frontline staff the tools they need in the
moment and afterwards. That means practical de-escalation, calm
communication and clear boundaries, paired with emotional
regulation, self-awareness and strategies for staying steady under
stress. The result is a team that is better equipped to respond well,
recover faster and keep delivering great service.

Learning outcomes for participants:
* Recognise early warning signs of escalating behaviour
* Respond calmly and confidently to challenging customer interactions
* Apply practical de-escalation techniques that prioritise staff safety
* Set clear boundaries while maintaining professionalism
* Manage stress and emotional impact following incidents
¢ Build habits that support wellbeing, resilience and recovery
¢ Feel more confident and supported at work

Flexible delivery that works in the real world
* The program is delivered together as one integrated solution online via The Bounce Academy.
e Access anytime, anywhere, on any device
* Engaging videos, practical tools and editable digital workbooks included
* Certificate provided on completion
e Optional live delivery for teams via Teams or face-to-face to suit your business needs
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