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Course Introduction FFHE /1

‘Difficult people’ is a term synonymous with ‘Problem people’, and difficult people are often problematic. They could
be your colleagues, friends, clients, customers or even yourself. While most people do not deliberately set out to be
difficult or problematic, sometimes, they are unable to control their emotions or inner self. Learning the skills to deal
with these people will certainly make working more effective, pleasurable and satisfying for you, decreasing your stress
level and the stress level of the people around you for we sometimes “dump” our emotions on others, creating a vicious
circle.

During the workshop, you will also learn about yourself and your possible role in complicating these situations. More
importantly you will learn the art of managing such people while learning how not to allow other people’s emotions or
unreasonable behavior to affect you.

Course OutlineFFE 5

Understanding Behaviour and Its Effect

B Behaviours and Why Some People are ‘Difficult’
B Example of ‘Difficult’ or ‘Problem’ People

B Are You Part of the Problem?

How to Cope with Difficult People and Situations
Accentuate, Eliminate, Neutralise Strategies
Use Feedback with Very Difficult People
Understand Non-verbal Signals
How to Respond
Examples of Difficult People and Situations

€ Hidden Sarcasm

€ Condescending or Rude

@ Silent Judges —Unresponsive Behaviour

@ Information Keepers

@ Idlers

@ Perfectionists

@ I|dea-Destroyers

¢ Know-It-All ....... Etc.

Learning Objectives F¥25F I8

By the end of the workshop, participants will be able to:

B Understand why some people are “difficult’ or ‘problematic’, and to identify the
associated behaviour and circumstances

B Analyse and take responsibility for your own actions

W Acquire the skills and techniques needed for coping with difficult people

Target Audience ¥f54 Managers, Supervisors, Executives, Technical Staff, Anyone interested in self-development;
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Instructor TS Weelan HO  [F &Rl | 42
Principal and Director of PGA Consulting Limited
Director of Ascent Global Services Pty Ltd (Australia)
Accredited Myers-Briggs Facilitator
Certified Trainer



About Weelan Ho
Weelan graduated from the University of London with BSc (Econ), and a Master degree in Business Analysis with

the University of Lancaster in England. She has always worked internationally, bringing with her 20+years of
experience helping clients improve organisational productivity, efficiency, quality, service and bottom-line results
through consulting, training, coaching and organisation development

Weelan works closely with all levels of management as they are the pillars of the organisation. Her in-depth
knowledge of operations, processes, human performance, and behaviours makes her uniquely suitable to be a good
coach and effective facilitator.

Currently, as the Principal for PGA Consulting Limited, she works with a variety of clients including multinationals,
SMEs, family-owned enterprises (FOE) across Asia Pacific in multiple industries, as well as collaborating with
institutes such as the Hong Kong Management Association, in addition to conducting open training programs for
PGA Consulting Limited.

Weelan writes articles relating to leadership, change management, talent management, customer service, learning and
personal development that are published in T/Dialogue and E-news for the Hong Kong Institute of Accredited
Accounting Technicians (HKIAAT). She reads, writes and speaks a few languages including English, Cantonese,
Putonghua and the Malay Language in addition to speaking other Chinese dialects.

Medium of Instruction }%“z%‘i?ﬁ?, English and Supplemented with Cantonese and Putonghua depending on the
needs, requirements and preference of the participants. Course material will
be in English unless specifically requested for customized in-house training.
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Venue f%ifﬁ%i!r Alameda Dr. Carlos D Assumpg&o 335-341, Hotline Centre, 10/F, Macau
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Course date & time |13
| 11 Nov, 2013 | Mon  09:30 to 18:00 | (Total hrs: 7.5) |

Tuition Fee FFEHTYYE] MOP 2,200 Class Size &% €% 15 people
All fees are non-refundable and non-transferable. (The school has full right to withdraw any course anytime).
Therefore, student is advised to consider carefully about the course time and personal situations before application.
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Enquiries 7 Tel: 8796 1999 / 8796 1998 Email: scs@must.edu.mo

Website: http://www.must.edu.mo/scs-tw/admission/diploma-certificate-programs/news

The School of Continuing Studies develops life-long learning opportunities. Should you wish to receive information on our
programs / courses, please send us an email (to scs@must.edu.mo) stating your email address in your email and “Join the
mailing list” in the Subject line.
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We also offer in-house training for corporations/Government Departments/schools, tailor-made with respect to your
choices of topics, time, place, and group of attendees. Please contact us for more information.
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