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Dealing With Difficult People

A 2-Day Workshop

One of the key elements of performance based management in government is the
ability to get results through other people. This practical, skills-oriented program
provides insights into human behavior at work, improves communication skills so people
respond positively, and enhances the motivational tools associated with top
performance. Participative leadership concepts are integrated into current issues such
as working with the problem employee, gaining buy-in for change, conflict resolution
skills, and holding effective meetings. Communication models emphasizing personal
understanding and consensus agreements are used along with exercises and
simulations for integrative learning.

Learning Objectives:

e Understand Personality Types and Their Impact on People and the Organization
o ldentify Causes And Solutions to Communications Breakdowns

« How to Develop Solutions that Work for Both Sides

e How to Gain Buy-In for Change and Minimize Conflict

« How to Plan for and Manage Effective Meetings

Topics Covered in this Workshop:

e Personality styles and their impact on people

e Avoiding communication games—a language audit

e Communication breakdowns—causes and solutions

e Why good people act irrationally—getting back on track

¢ Personal engagement—effective techniques

e Turning unpleasant conversations into constructive interaction
e Environmental factors that create behavior problems

e Developing solutions that work for both sides

Additional Information

CPE Credits: 13.0

CEU Credits: 1.1

Suggested Program
Prerequisites: None
Advanced Preparation: None
NASBA Program Level: Basic
NASBA Field of Study:
Communications
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Additional Information
Delivery Method: Group Live — Classroom

SPONSORS

Refund/Cancellation Policy: TMS has a 2 week cancellation policy. Courses cancelled 2 weeks prior to the
program start date will receive a full refund. Courses cancelled within 2 weeks from the program start date will
not receive a refund for the program. | Complaint Policy: For more information regarding administrative
policies, such as complains, please contact Stacey Kruse at stacey@tmsworkshops.com | Official National
Registry of CPE Sponsor's Statement: Technical Management Services (TMS) is registered with the
National Association of State Boards of Accountancy (NASBA) as a sponsor of continuing professional
education on the National Registry of CPE Sponsors. State boards of accountancy have final authority on the
acceptance of individual courses for CPE credit. Complaints regarding registered sponsors may be submitted
to the National Registry of CPE Sponsors through its website: www.NASBARegistry.org.

In order to be awarded the full credit hours, you must be present, registering your attendance and departure on the
attendance sheets.
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