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Have you ever wondered why some extremely intelligent managers fail
miserably when they try to lead? One reason may be that they have over-
emphasized cognitive intelligence (IQ) at the cost of their emotional intelligence
(EQ). EQ is in fact a major factor that determines the difference between highly
successful managers and those who are less successful. In “Working with
Emotional Intelligence,” Goleman (1998) suggests that the most important factor
that distinguishes effective leaders is not their 1Q but their Emotional Intelligence
Quotient (EQ).

Depending on the size of your organization, your leaders may influence the
actions of hundreds, even thousands of employees. Little can compare to the
value of outstanding leadership. Outstanding leaders, who inspire trust and high
performance even in difficult or changing times, are fundamental to transforming
your organization from good to great. However, in the present global economic
crisis, leadership effectiveness may just determine the survival of your
organization.
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Emotional intelligence (EQ) is the ability to use emotions effectively. Since the Claimable
publication of the initial research in 1990, innovative organizations have begun
testing how to integrate EQ into training and hiring to gain competitive
advantage. It is becoming increasingly clear that these skills are the foundation
for high-performing and profitable organizations. The evidence is increasingly
compelling. The measurable, learnable skills of emotional intelligence (EQ) s m———
make a significant impact on organizational performance. EQ may be essential SPECiGI High“ghts: \
to differentiating world-class organizations in an increasingly complex and
competitive marketplace.

EQ Self-Assessment
Self-development in
EQ based on the
K.A.B EQ Model

o Understand how
Character Qualities
act as Enablers for EQ
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Companies have demonstrated that using EQ in training and organizational
climate change can reduce costs associated with turnover, absenteeism, and
low performance. Research has provided clear evidence that emotionally
intelligent leaders are more successful. Many of these studies yield bottom-line
results:
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» At PepsiCo, executives selected for EQ competencies

generated 10% more productivity. Development
«  High EQ sales people at L’Oreal brought in $2.5 million more in Learr} the steps in
sales. creating a High EQ
Culture within the
* An EQ initiative at Sheraton Studio City Hotel helped increase organisation
market share by 24%, increased customer satisfaction by 8% Emotions. Stress and
and reduction in staff turnover by 20%. © ’
Anger Management

o Learnthe E.F.T

Method to resolve
emotional issues

o Experience personal

life renewal and
restoration Y

Today, top notch organisations need to take the initiative to develop their
managers into High EQ Leaders, who will in turn foster a High EQ workplace
climate conducive to high performance. These workplaces will yield significantly
higher productivity, staff retention, and profitability. This is how an organisation

change from GOOD to GR EAT!
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Defining Emotional Intelligence (EQ)

+ Emotional Intelligence: A Definition

* Understanding Emotional Intelligence (EQ) vs
Cognitive Intelligence (1Q)

» 25 years of research findings on EQ
Competencies in relation to Personal Success,
Leadership Effectiveness and Organisational
Success

» K-A-B Model of Emotional Intelligence

The Science behind Emotional Intelligence

* Evolution of the Brain: Three Functional Layers

* What the Three Brain Layers Do

* Research on Emotional Intelligence
(Neuroscience/Medical/Psychology)

* Management Science and Leadership Studies

Assessing Emotional Intelligence

» Rating EQ: Self-Assessment and Interpretation

+ Rating EQ: Leadership Assessment and
Interpretation

» Setting Personal Goals

The Fundamentals of Emotional Intelligence

» Self Fundamentals: Understanding and
Accepting Ourselves
» Social Fundamentals: Social Interaction

The Role of Self-Awareness in Emotional
Intelligence

* The Language of Feelings

* The Energy Model of Emotions

* How Emotions Manifest Themselves?
» Tips for Increasing Self-Awareness

The Role of Self-Confidence in Emotional
Intelligence

» Confidence or Arrogance? What About Over
Confidence?
» Tips for Overcoming Low Self-Esteem

Character Qualities + EQ
*  Whatis Character?
* Character qualities to enable EQ development

The Role of Self-Control in Emotional
Intelligence

Destructive emotions have toxic effects on the body and
result in a wide range of serious illnesses — hypertension,
arthritis, multiple sclerosis, diabetes and even some types
of cancer. Destructive emotions can be in the form of
anger, hostility, resentment, bitterness, unforgiveness,
self-hatred, anxiety and repressed anger. If left
unchecked, these destructive emotions will rob us of our
physical health, our finances, our career and finally, even
our lives. Destructive emotions will definitely affect the
performance of employees and ultimately the
organisation.

* Understanding Damaging and Destructive
Emotions

* The path from Damaging Emotions to Deadly
Diseases

* Turn off Stress Hormones

» Danger of worry, guilt, shame, fear and
depression

» Making the Choice for Health

* 4 Essential areas to emotional well-being — truth,
forgiveness, joy and peace

++++++++++ A+
The Role of Empathy in Emotional Intelligence

» Developing the Ability to Empathise
» Tips for Improving Listening Effectiveness
» Reading Social Cues: Listening With Your Eyes

Motivation and Emotional Intelligence

* Importance of Meaning and Defining of Your
Purpose

» Tips for Increasing Motivation and Optimism

» Tips for Increasing Creativity

* The Power of Difficulties

Social Competency and Emotional
Intelligence

* Levels of Relationships

* The ‘RULES” of Social Interactions

» Tips for Developing Social Skills and Deeper
Relationships

» Persuasion and Influence — Not Manipulation

+ Case study by Teams
« Team Presentation

When you take care of Your customers, they will take care of your business!




High EQ Leadership Development

Day 1 and 2 is dedicated to the personal EQ development of every participant . Change begins with ourselves.
Organisational change will take place when every leader begins to realise that change begins with them. It is actually a
very personal matter. In Day 3, participants will then learn how to begin the process to transform their team into a High
EQ Team comprising of High EQ people, and their organisation into a High EQ Organisation (HEQO). This task involves
know-how, skill, a strong belief in the life-transformational power of EQ and a passion to see positive change taking

place in people’s lives.

Creating a High EQ Organisation

We believe that everything rises and falls on
leadership. High EQ Leaders are an essential factor
to the successful transformation of an organisation
into a High EQ Organisation.

5 Steps to Creating a High EQ Culture

Promoting Emotional Intelligence in Others:
Developing People

* The 5 Golden Rules

» Using Feedback to Develop an Employee
» Helping Employees Deal With Anger

» Tips for Positive Confrontations

Putting Emotional Intelligence To Work:
The TEAM

* The Leader’s Role with Teams

» Using Participation and Empowerment

» Dealing With and Resolving Team Conflicts

» Tips for Dealing With Personality and Diversity
Conflicts

EQ Development Activities (selected)

* To develop Communicational Skills

* To develop Team Spirit

* To develop Interpersonal Skills

* To develop Leaders/Managers/Supervisors

Trust, Emotional Intelligence
| (EQ) and Leadership
I
L — Hallmarks of Success —

Managing Anger in the Workplace

Do you work with angry people? Do you know why
they are angry? Do you know how to deal with
them?

The workplace is an environment likely to provoke
feelings of anger and the consequences of poorly
managed anger in the workplace can range from
increased staff turnover, lowering of staff morale and
reduced productivity, to property damage and
physical injury or worse. At the same time, if
managed effectively, anger can be a positive and
productive emotion producing valuable data, as well
as considerable motivation.

Anger in the workplace

The costs of anger in the workplace

The benefits of anger in the workplace
Using the NOVACO Anger Inventory: Self-

assessment on Degree of Annoyance or
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Anger

Diagnosing anger

Focus on the source

Dealing with your OWN anger
Dealing with the angry individual

0O 000D

Dealing with anger in your Organisation or

Team

FINALE: Hands-on Practical Session

0 Learnthe Emotional Freedom Technique
(EFT) to resolve emotional issues, that have
a negative effect on behaviour, work
performance, family life and health

o Balloon Ceremony

When you take care of Your customers, they will take care of your business!




Your Workshop Leader

DR. ALLEN TEH KEAT BENG

Dr. Allen Teh is the founder and Chief Executive Officer for the Centre for Customer
Care (CCC) Malaysia. He has conducted extensive worldwide research on customer
service as well as on customer behaviour related to business. His latest research was on
Emotional Intelligence (EQ) and how that impacts business profitability through
employees’ work performance. His on-going research is related to Wellness, Emotions,
Stress and Anger Management at the Workplace. Dr. Allen Teh is also promoting EQ
Development for youths as well as for parents.

Dr. Allen Teh has more than 29 years of work experience in service operations as well as
Human Resource Management, Management Consultancy and Training. He is an
experienced Customer Service Consultant. Human Resource Consultant. Human
Resource Professional as well as Executive Search Consultant. He has held senior
managerial positions in diverse industries namely food and beverage, entertainment,
manufacturing, property development and construction. insurance. oil-palm plantations
and biotechnology. Dr. Allen Teh was also the Managing Consultant with
Pricewaterhouse for a period of time as well as Regional Human Resource Manager
(Asia-Pacific) for Syngenta, a Swiss agrobusiness conglomerate.

As a trainer and consultant, Dr. Allen Teh has trained for banks, governmental bodies,
healthcare organisations, insurance companies, security firms, travel and tour agencies,
vacation clubs, direct selling, property development, fast-food restaurants as well as call
centres. Some of the more recent companies that have engaged Allen Teh for
training/consultancy programmes are Malaysian Assurance Alliance (MAA), Berjaya
Group, Kurnia Insurance, Interpacific Securities, Interpacific Travels, Easycall, Kentucky
Fried Chicken, Pizza Hut, Pantai Group, Pantai Medivest, Aquawalk, Human Resources
Development Council (HRDC), Maybank Group, Trisystem, Tay Ibrahim & Associates,
DIGI, TRICOR Hongkong, Sinar Jernih, Western Digital, Fairchild Semiconductor,
Hospital Pantai Mutiara, Hewlett Packard, Nestle, SEGI College, ExxonMobil, UMW
Toyota, B Braun Medical Industries, Pelangi Berhad, BESTA Corporation, Retail
Association Malaysia (REHDA), Sarawak Economic Development Corporation (SEDC),
Intel Malaysia (Penang), TAR College Centre for Continuing Professional Education,
Venture Group, Petronas and Jimisar Corporation.

Driven by an intense passion in customer service excellence and being a firm believer
that customer service makes all the difference in business, Dr. Allen Teh is actively
promoting and propagating this passion for customer service excellence in Malaysia and
regionally. He welcomes everyone and anyone to join his crusade.

Dr. Allen Teh holds a Doctorate Degree in Business Administration from Southern Cross
University, Australia and MBA from the University of Dubuque. lowa. USA.

When you take care of Your customers, they will take care of your business!



High EQ Leadership Development: 25 — 27 March 2010

From Good to Great Organisations Armada Hotel, Petaling Jaya, Malaysia

Yes! Please register the following delegate(s) for this course

To Register

12t Delsgate MiMisis 03-7710315214752 (Ming Ming
rAllen le
(Name):
Job title: Department: =
Fax: 03-77100684
Telephone: _ Fax:
Email;
‘@ ming.ming@centreforcustomercare.com
2nd Delegate Mr/Mrs/Ms allen.teh@centreforcustomercare.com
(Name):
b g Department. ah Suite 3-1, Level 3, The Place, No 1 JIn
Telephone: i Fax:___ PJU8/5G, Bandar Damansara Perdana,
Email: 47820 Petaling Jaya, Malaysia

3rd Delegate Mr/Mrs/Ms
PAYMENT METHODS: CHEQUE/BANK

ihane) = DRAFT
Job title:_ B Department: -

Please cross cheque or bank draft made payable to TOP
Telephone: Fax:. . RANK QUALITY SDN BHD and mail your payment
Email: together with this registration to Suite 3-1, Level 3, The

o Place, No 1 JIn PJU8/5G, Bandar Damansara Perdana,

& e : - N 47820 Petaling Jaya, Malaysia
Booking Contact (Approving Manager) Mr/Mrs/Ms:

kil Department! CANCELLATIONS & TRANSFERS
Telephone: Fax: If you are unable to attend, a substitute delegate is
. ' welcomed at no extra charge. Please provide the name
Email: . and the title of the substitute delegate at least 2 working
Organisation: ) days_ _prior_ to the Cou_rse. A refund less RM5_OO
administration charge will be made for cancellation
Address: - § ] g received in writing on or before 18 March 2010.
st s Regrettably, no refund can be made for cancellation
\_ ) = T ) received after this date. A complete set of
] documentation will however be sent to you.
. i . . The Organiser reserves the right to make any
Your investment for attending this programme is: amendments, cancel and/or change the programme,
speaker, date or venue if warranted by circumstances
(| “Early Bird” fee: RM2,500 beyond its control. In the unlikely event of programme
Sievieee e qll t d el cancellation by the Centre for Customer Care (CCC)
( FOYI e at full payment and registration are Malaysia, then a full refund of the fee payment will be
received by 7 March 2010) made but CCC disclaims any further liability.
O | Regular fee: RM2,800
HOTEL ACCOMMODATION
o Group Discount: Enjoy a group discount of 10% For room bookings and rates, kindly contact:
for 3 or more delegates booked at the same time Armada Hotel, Petaling Jaya  TEL: +603-79546888
from the same organisation and of the same
billing source
Important Notice: FOR OFFICIAL USE BY CCC

v' Payments are required with registration and must be
received prior to the Course to guarantee your place

v Course fees includes lunch, teabreaks and course

NAME OF CCC ASSOCIATE

materials. A beautiful Certificate and Classy Velvet FEE RECEIVED RM
Folder shall be presented to all delegates. REGISTRATION DATE
REMARKS

When you take care of Your customers, they will take care of your business!




