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IDealing|with,
IDifficult/People(@Work(Workshop

Date: 27" & 28" February 2012
Venue: ATCEN Learning Centre, Damansara Perdana PJ

Workshop Description

In any organization, it is common that there would be a certain individuals or group who would be challenging to
deal with. This poses a challenge to most people as there are only two ways most people deal with this
predicament — ignore them or fight head on. Both ways, the situation is never pleasant and more often than not

it leaves one or both parties unhappy.

This is particularly true when the situation becomes hostile and when strong feelings become involved.
Resolving such situations can be mentally and physically exhausting and emotionally draining. Some people

prefer to avoid it all together and sweep all these under the carpet.

This 2-day workshop introduces you to skills needed to manage yourself and the “difficult person” better.

morkshop Objectives \ mho Should Attend? \

¢ Understand conflict its relation with professionalism; e Managers

e Understand one’s behavior personality; e Executives

e Demonstrate professionalism when interacting with ¢ Anyone who needs to deal with
staff and peers; difficult people

¢ Enhance self-confidence in challenging situations;
¢ Differentiate assertive and aggressive behavior;

e Appreciate the benefits of being assertive;

o Apply assertiveness skills in ‘real-life’ situations;

¢ Learn techniques to handle various difficult

\ AN /
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Dealing with Difficult People @ Work Modules

Module 1: Difficult People —Who are they?

» 5 most common difficult people we meet at work

» Conflict in the W orkplace, where it starts
» The Need to Practice Professionalism at
Work- The Roles
Activity: Conflict At Work- What Happens?

Module 2: Difficult People and Me

» Our Belief System and How W e Behave

= How We View Ourselves and Conflict

* Remodeling Our Belief and Changing Our
View of Conflict

Exercise: Belief Re-Modeling

Module 3: Managing Ourself and Others

= Examining Our Personality Profile and That Of
Others

e Understand The Strength And W eakness Of
Your Personality

and  Submissive

» Assertive, Aggressive

Behaviors

Activity: Adopting Assertive Body Language and
Others

Module 4: Conflict Management

e Conflict in the Work Place — Cause and
Consequence

» Handling Conflict, Confrontation and

Aggression

The Training Methodology will be based on the
ATCEN PEAK methodology. This will include:

e High Impact Short Lectures

e Lively Activities and Exercises

e Numerous Presentations and Discussions

e Continuous Real Time Feedback from Facilitator

Module 5:

Techniques

Assertive and Influencing

= The Three Steps To Assertive Behavior

« Saying 'No' To Unreasonable/Unrealistic
Demands

» Telling Others What You Want - Asking
For Things

= Expressing Opinions Effectively - Getting
People To Listen

Exercise: The Win-Win Focus

Module 6: Confronting Others

= To Confront Or Not to Confront

» Things We Must be Certain Before A
Confrontation

* The Steps and Plan to Confront

= Confrontation for Disciplinary Issues

Activity: Role Plays on Confrontation

Module 7: The Way Forward — Building
Assertive Behaviors

« Continuous Development Of Attitude And
Habit In Assertiveness

* Personal Action Plan: Developing A

Personal Assertive Development

Workshop Chronology

0830 Registration

0900 Workshop Begin

1030 — 1045 Morning Refreshment
1300 — 1400 Lunch

1530 — 1545 Afternoon Refreshment
1700 End of Workshop
Chronology applies for Day 1 and Day 2
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Facilitator Profile

Roshini Visvananthan
Training Consultant

Roshini is a Training Consultant with the ATCEN Group. She graduated with honors from the University of
Malaya and since then has had the opportunity of working with several national and international
organizations. Prior to joining ATCEN, Roshini has worked in the Insurance, Banking as well as Technology
industry

Coming from a corporate management environment, Roshini has extensive experience leading teams in
projects involving process improvement in areas such as Customer Service as well as Service Quality

Management.

Having had experience in the many facets of customer service including face to face customer interaction,
Complaints and Escalation management via the phone as well as emails, Roshini is well versed with the
technicalities and skills needed to handle today’s customers. She also has good experience managing people

from very diverse cultures, backgrounds and countries.

Furthermore having dealth with many difficult customer situations, she is very experienced in training first level

as well as second level customer support staff to better see the techniques in handling complicated cases.

As a trainer Roshini has conducted trainings and workshops in many different areas. This includes Managing
Difficult Customers, The Total Customer Experience, Telephone Etiquette, Negotiation Skills, Process
Improvement, Effective Communication Skills, Delivering Resolutions to Customers, Telesales skills,
Presentation skills as well as Quality Improvement. Roshini has also undertaken task related to change
management and Needs Based Selling.

Roshini is a highly motivated individual that truly believes in the potential of people. She is actively involved
several NGO related to the development of young adults. Her dynamic personality has many a time been
described by people to be contagious. Roshini passionately believes that, “ The end of Education is Character”

and with the right Character , Anyone can Achieve Success.

Some of the companies she has worked with include Hewlett- Packard, CIMB, MAA, ASTRO, Perodua,
Mesiniaga, Bank Negara, Bank Rakyat, Alfa Laval, Century Software, CSC Malaysia, KWSP, Khazanah
Nasional Berhad, Tanjong Offshore, Prometric Technology, Taylors University College.
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Companies that have attended ATCEN’s public workshops

Advance International Freight Sdn Bhd
Affin Bank Berhad

Aims Data Centre Sdn Bhd

Airfoil Services Sdn Bhd

Ajinomoto (M) Bhd

Alcan Packaging Malaysia
AlcateldLucent Malaysia Sdn Bhd
Alliance Banking Group

Allianz Life Insurance Malaysia Berhad
ALSTOM Asia Pacific Sdn Bhd

Amanah Raya Berhad

AmBank (Malaysia) Berhad

AmG Insurance Bhd

AmLife Insurance Berhad

Amway (M) Sdn Bhd

Arachem Tech Training Centre
Autoliv Hirotako SRS Sdn Bhd
Automobiles Peugeot

AXA Affin General Insurance Bhd
Axon Solutions Sdn Bhd

Bank Islam Malaysia Bhd

Bank Muamalat

Bank Negara Malaysia

Bank Rakyat

Beaufour Ipsen International
BlueScope Steel (M) Sdn Bhd

BMW Malaysia Sdn Bhd

Boustead Petroleum Marketing Sdn Bhd
Business Information Technology
Byte Craft Sdn Bhd

Canon Marketing (M) Sdn Bhd
Celcom (M) Sdn Bhd

Central Forwarding Agency Sdn Bhd
Century Total Logistics Sdn Bhd
Chemopharm Sdn Bhd

CIMB Bank Berhad

CL Computers (M) Sdn Bhd

CMCM Perniagaan Sdn Bhd

CNI Enterprise (M) Sdn Bhd
Colgate-Palmolive (M) Sdn Bhd
Computer Systems Advisers (M) Berhad
Credit Guarantee Corporation (M) Bhd
CSC Malaysia

D G Kom Sdn Bhd

Dagang Net Technologies Sdn Bhd
Datacom South East Asia (M) Sdn Bhd
Datacraft Advanced Network Services Sdn Bhd
Dell Global Business Center Sdn Bhd
DHL Express (Malaysia) Sdn Bhd
Dialog Telekom Limited

Diethelm (M) Sdn Bhd

DiGi Telecommunications Sdn Bhd
Dumex (M) Sdn Bhd

East of Suez Holdings Sdn Bhd

ECM Libra Investment Bank Berhad
ECS Pericomp Sdn Bhd

Edaran Tan Chong Motor Sdn Bhd
e-Genting Sdn Bhd

Entellium Technologies Sdn Bhd

EON Bank Berhad

EPF Social Security Training Institute (ESSET)
EPIC-I Sdn Bhd

EPS Computer Systems Sdn Bhd
Ericsson Malaysia

Etiga Insurance Bhd

Etiga Takaful Bhd

Euratech (Malaysia) Sdn Bhd

Formis Software Dynamics Sdn Bhd
Fresenius Medical Care Malaysia Sdn Bhd
Frontline Technologies Malaysia Sdn Bhd
FSBM Mantissa (M) Sdn Bhd
FujiXerox Asia Pacific Pte. Ltd

Fujitsu (Malaysia) Sdn Bhd

Gagasan Carriers Sdn Bhd

Gapuma Technologies Sdn Bhd
Genting Information Knowledge Enterprise Sdn Bhd
Global Transit Communications Sdn Bhd
Group Associated (C&L) Sdn Bhd
Grundfos Pumps Sdn Bhd

Gucci (Malaysia) Sdn Bhd

Guinness Anchor Berhad

HeiTech Padu Bhd

Hewlett-Packard Sales (M) Sdn Bhd
Hilton Petaling Jaya

Honda Malaysia Sdn Bhd

ICI Paints (Malaysia) Sdn Bhd

IITC Global Technology Sdn Bhd

IMU Education Sdn Bhd

InfoConnect Sdn Bhd

ING Insurance Bhd

interTouch (Malaysia) Sdn Bhd
iPerintis Sdn Bhd

Islamic Bankingand Finance Institute Malaysia Sdn Bhd
ISS Consulting (M) Sdn Bhd

IT-365 Malaysia Sdn Bhd

ITApps Sdn Bhd

Jabatan Pengangkutan Jalan
JabatanPentadbiran Latihan

Jebsen & Jessen Communication Solutions (M) Sdn Bhd
Johnson Controls (M) Sdn Bhd

Kannal Solutions Sdn Bhd

Keretapi Tanah Melayu Berhad
Khazanah Nasional Berhad

Kolej Yayasan UEM

Kualiti Alam Sdn Bhd

Kumia Insurance (M) Bhd

Lafarge Cement Sdn Bhd

Majlis Amanah Rakyat (MARA)
Malayan Banking Berhad

Malayan Cement Industries Sdn Bhd
Malaysia National Insurance Berhad
Malaysian Assurance Alliance Berhad
Maxfame Technologies Sdn Bhd
Mayban Fortis Holdings Berhad
Mayban General Assurance Berhad
MBF Cards (M) Sdn Bhd

McKinnon & Clarke Sdn Bhd

MEASAT Satellite Systems Sdn Bhd
Media Prima Berhad

MEPS (1997) Sdn Bhd

Mesiniaga Bhd

Mexter MSC Sdn Bhd

Mid Valley City Sdn Bhd

MISC Berhad

Mitsui-Soko (M) Sdn Bhd
MnEBay (M) Sdn Bhd

MNRB Holdings Berhad

Modipalm Engineering Sdn Bhd
MOHR

Malaysian Life Reinsurance Group Bhd
Multimedia College

N2N Connect Berhad

NCH Corporation (M) Sdn Bhd

NEC Corporation of Malaysia Sdn Bhd

Netstar Advanced Systems Sdn Bhd
OCBC Bank (M) Bhd

OMD (M) Sdn Bhd

Optimal Chemicals (M) Sdn Bhd
Oracle Corporation (M) Sdn Bhd

P& O Global Technologies Sdn Bhd
PanGlobal Insurance Berhad
Paradigm Systems Berhad
Pembangunan Sumber Manusia Berhad
Perbadanan Bekalan Air Pulau Pinang
Pemec Corporation Berhad
Pharmaniaga Logistics Sdn Bhd

Plus Expressways Berhad

Power Innovations Sdn Bhd

Premier Lubricants (M) Sdn Bhd
Prometric Technology Sdn Bhd
Proton Edar Sdn Bhd

Prudential Services Asia Sdn Bhd
Rangkaian Segar Sdn Bhd

REDtone Telecommunications Sdn Bhd
Rentwise Sdn Bhd

RHB Bank Berhad

Ricoh (Malaysia) Sdn Bhd
Rohas-Euco Industries Bhd

SAINS Sdn Bhd

Samsung Malaysia Electronics (M) Sdn Bhd
Sapura Research Sdn Bhd

Sarawak Information Systems Sdn Bhd
SCAN Associates Berhad

Scope International (M) Sdn Bhd
Shangri-La Hotels Marketing Sdn Bhd
Shell IT International Sdn Bhd

Shell Malaysia Trading Sdn Bhd
Signature Manufacturing Sdn Bhd
Skynet Worldwide (M) Sdn Bhd

SnT Global Services Sdn Bhd

Sony BMG Music Entertainment
Southern Bank Berhad

Standard Chartered Bank

Star Publications (Malaysia) Berhad
Sumiso (M) Sdn Bhd

Sun Media Corporation Sdn Bhd
Sunway Holdings Bhd

Sunway Pyramid Sdn Bhd
Suruhanjaya Syarikat Malaysia
Takaful Ikhlas Sdn Bhd

Taylor's College Sdn Bhd

Teknicast Sdn Bhd

Teknik Janakuasa Sdn Bhd

Teledirect Telecommerce Sdn Bhd
Telekom Sales & Services Sdn Bhd
Telekom Smart School Sdn Bhd
Telshine Sdn Bhd

Tenaga Nasional Berhad

The Media Shoppe Bhd

The Nielsen Company (Malaysia) Sdn Bhd
TIME dotCom Bhd

TM Asia Life (Malaysia) Berhad

Tokio Marine Insurans (M) Bhd

TT dotCom Sdn Bhd

Tyco Fire, Security & Services Sdn Bhd
UCB Pharma Asia Pacific Sdn Bhd
UEM Academy Sdn Bhd

United Overseas Bank (M) Berhad
University of Malaya

VADS Berhad

ViewPoint Research Corporation Sdn Bhd
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Dealing with Difficult People @ Work
Workshop

27" — 28" February 2012

ATCEN Learning Centre, Damansara Perdana,
Petaling Jaya

TO REGISTER OR FOR MORE INFORMATION:
Kindly call us at 03-77282623 or email us at

pw@atcen.com
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