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Act Twe Secene Three

Shirley was walking down the corridor heading for her desk. Keeping
her head low, she was trying to avoid Michael. "Where IS he?”, she
wondered. Round the corridor, he strode out. "Just the person 1
needed to see. Shirley, could you come in to my room for 10

minutes please?”.

Michael - Just read the status report. | don't understand...
its nowwhere close o the largets we set. What's happening here?

Shirey - Look, ket me explain, Michael. [visibly anxious]

Michael - Shirley, please, | don’t want you to spend your time crafting excuses
and reasons for why this is not happening,. Youw know what 1. [leans back in
his chair, look of exasperation on his face]

Shirey - Yes Michael,  understand. But vou need to understand
that..... [palms sweaty, stammering]

Michael - I don't need to understand. You dol Shirley, we need o make those
targets. You are way off the mark here. What's the plan going forward? [leans

forward, raises his voice]

Shirey - Yes but the project started late first off, we already knew we were going
to have to deal with this, at some point. | really am doing the best | can, but we are
now down one since Lim left. And Lo top it off, the budget has been slashed again.
Mo one runs this past me and now you're coming up to me , demanding all these
results, Uh.. .. T really want to make this happen bul vou need to be realistic about
whal we can do here, okay? [stands up, hands in the air, giving up]

Michael - Realistic? Realistic? | don’t want you to tell me the reasons why this isn't

happening - 1just need vou to do it Do what vou're paid to do. Bottom line - if you

cant do this, people up the top will see that | cant do my job and 1 won't let that
happen.... 5o, 'm hoping you're not telling me that this is the best you can muster
right nowe..... 1 really hope so.....

Shirley switches off. Michael really sucks. He has no due. And it's the same old
thing, over and over. Nothing changes. All that talk about listening to your people
wis nonsense. Hey, I'm not being listened to. He's talking down to me vet again.
I'm just going to agree. It works every time, everyone calms down and we go back
to the game ...

[ Familiar scene in any
workplace. Just switch the
names, places and industry.
While we may desire to be
bettar managers and leadars,
we cannot expect different
results when we keep on the
same trajectory, wondering
why things are not
matarialising the way it
should.

When you find yourself
wanting more from yourself,
from others, perhaps it may
be time for a
transformation. A renewal.
B fresh take.

Let us help to get you to
where you want to be.
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About this Summit

eadership and execution are well-worn phrases, are they not?

Bandied about in corporate hallways and discussed at
performance reviews, they mark how you are judged by your peers,
your subordinates and yvour superiors. And then, there's that idea
that talent can be managed. Talent management, human capital,
pecple management. .. You are either looking for new talent, figuring
out o Lo retain talent or Lrying o maximise the talent vou have in
your fold.
We bring you the 3C Contact Centre Leadership Summit this
February, the second one to dale. You are going Lo come away with a
grealer senses of achievement. Why? Because it's a resulls oriented
format and focus,

The focus — Results-oriented leadership. Building leaders swho

understand your message, vour goals, who make vour goals theirs, who [ monEY BACK GUARANTEE
are aligned o your enterprise-wide objectives and who can see the big This is an unprecedented
picture. Building leaders who are pro-active and solution-oriented. farmat and focus that we are

proud to showcase.

We guarantee you will come
away with ideas and a better
way to approach your work.

Leaders who will do what it takes and execute. To do so, vou will first
need to identify your weak arcas, the areas yvou seek improvement and
then identify where your end-target lies. Whether it be more pro-active

leaders or greater profitability, higher returns on investment or even all of If you are not happy with what
the above. We give vou the plan for getting there. you've seen in these two days,
The formut -- W's NOT your stock standard five or six one hour kecture contact us fora FULL REFUND.

style segments. We have interactive learning, story telling, group dialogue,
live interviews, scemario learning and facilitated roundtables. All with one
aim in mind : for you to take away at least ONE thing. A tip, an action plan,
an idea o brainstorm or develop.

Bookmark these dates in your diary -- 24 « 25 February 2009, Segmented
into two streams each dedicated to a particular role model, the Team Lesder
and the Contact Cenbre Munager, we uncover different ways of approaching
your issues, different view points and more in-depth discussion. The focus is
on solutions. 5o, be prepared to gel involved, participate and share. You

will come away refocused and brimming with ideas, feeling that

this was time well sp

REowena Morai
Programme Dird
ronoraisilip-side biz
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At A Glance

| Team Leader Stream 24 Feb | |Cunta[‘.t Centre Manager Stream 25 Feb

Session 1 Session 1

"You're just not listening ! Why can't1 Leading Transformation. Regenerating

get you to do what I need you to do?” Mental Models

Morning Tea Morning Tea

Session 2 Session 2

"A good coach will make his players How Do I Get What [ Need?

see what they can be rather than what

they are.”

Session 3 Session 3

"I need to drive results. How and what How am I developing Leaders in my

can I do to make this happen?” Organisation - what are the Issues and
Opportunities?

Metworking Luncheon Metworking Luncheon

Session 4

A very effective approach to problem Session 4 .

-solving : Learn how to ask the right How do I align my team-mates’ goals

question, Part I with the enterprise goals to drive better
execution of plans?

Session §

A very effective approach to problem T"“If'l" s :

-solving : Learn how to ask the right 1 will Beat my Fear!

question. Part II

Session &

Every day is a good day.

www.flip-side.hiz 4
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Team Leader Stream | 24 Feb

Question, execute, assess, validate and repeat.
Accomplishing goals through execution, assessment and self-learning

Get effective tips on improving the way in which you communicate your message. Take
control of your conversation. Get a first-hand view of what coaching is really all about.
Hear how leading players are delivering on their promises and driving results.

Question : How are they making this happen? Rethink your decision making process - is
it working for you and could it be better? Could you use some help building on these
skilla? All manner of people, all manner of management. Find out different ways 1o
handle different people with differing objectives. Wrap this all up by repositioning on
posilive psychology with the aim of building a resilient and engaged team.

9.00-915 Opening Remarks by Chair

2.15- 1015 “You're just not listening ! Why
can’t 1 get vou to do what I need you to do?”
Session Description. Using a scenario learming format,
we examing hoiw you can communicate better than
before. A dialogue presentation between an agent and a
Team Leader leads the way. This i lacilitated by an
expert Communications Consultant with the aim of
providing blow-by-blow guidance and Lips as to how Lo
take the conversation o the place you want il to be at as
well as to provide you, the audience, a chance 1o get
behind the scenes as the Communications Consultant
explains his cholce of advice and lips as what doesn't
work, how Lo re-position and take control and listen
more effectively.
Session Objectives. Learn how Lo really really
communicate : what's effective, what's not. Understand
howe you can lake control of your conversation! Gel 3
tips on how o use emotional quotient (ECY) more
effectively. Discover steps you can take o listen more
effectively and very importantly, discover how to get
people toe do what you want them to do as a resull.

DR ALLEN TEH, FOUNDER & CHIEF

EXECUTIVE, CENTRE FOR CUSTOMER

CARE (COC) MALAYSLA

1015 - 1020 Pre Break Anncuncement
Inwvitation to participate in our Lucky Draw
Enter the 3C Survey to be in the Draw for
an iPod Nano

1020 - 1050 Moming Tea
Omne on One Expert Chat : How to be a Better

Coach ! [Free Quick Tips]

Chne speaker booth will be set up in the pre-conference
fover. Five minute one-on-one sessions are available 1o
you, with the speaker, 1o give you the chance Lo ask very
specific questions relating Lo vour business of
circumstance. Based on first come first served basis, this
session is limited to the first four attendees due to

time constrainls.

1050 - 1150 "A good coach will make his
players see what they can be rather than what
they are.” - a quote from Ara Parasheghian
Session Description. Using a real-time facilitation
formal, this is an actual coaching session in action. Cn
stage, will be lwo volunteers participating in a
partly-scripted role-play session where you see first hand
how “coach’ and "coachee’ act during a coaching session.
An expert Coach however, will be al hand - the real deal.
This Coach will facilitate and guide the “coach’ throughout
his session, giving you an unprecedented look into this
process. This expert Coach will also provide commentary
and analysis direct to you, the audience, so that you are
aware of why the expert Coach is suggesting a particular
course of action.
Session Objectives. Learn how coaching should
tra nspire, what's said and how things need to be
phrased. Lok al what vou should not do in any
coaching exercise. Understand how you need to respond
to coachee questions or remarks. Learn how to get the
coachee to find the answers themselves - how to tum an
apparently unworkable situation into one where oplions
may present themselves, Get a frst-hand idea of how
coaching involves leading. not directing,
CLIVIA QHLEM, COUNSELLING
PSYCHOLOGIST & CORPORATE COACH

www.flip-side.hiz
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Team Leader Stream | 24 Feb

Question, execute, assess, validate and repeat.
Accomplishing goals through execution, assessment and self-learning

1150 - 1200 Temperature Check . Quick Poll

12.00 - 1315 Metworking Lunch

13.15- 14.15 "I need to drive results. How and

what can I do to make this happen?”

Session Description. Using a live interview formal, we
talk o a leading contact centre manager about his oawn
insights into driving performance. In a candid chal, we
learn about the kind of issues he deals with on a daily
basis, we understand where his pricrities are and how
he makes the leap from prioritising whal he needs 1o
achieve to making it happen with the people he has in
his fald.

Session Objectives. Learn about the capabilities he
has in place in terms of his milestones and tearmn work.
We'll understand how much concentration is paid to
coaching and assessment of people and results. We see
howe he makes the move from Plan A to Plan B when
things don’l progress accordingly. We gel an idea of
how this manager communicates his key messages, wow
he lobbies for both individual and team commitment
and how this is articulated. You get an insight into the
safeguards he's pul in place.

LOLLITA SUFFIAN, SITE DIRECTOR
MALAYSLA OPERATIONS, TELETECH

14.15 - 1420 Lucky Draw Winner Announcement

14.20- 1520 A very effective approach to
problem-solving : Learn how to ask the right

question. Part [

Session Descriplion. In this extended case study and
facilitated discussion, we'll begin firstly, by
understanding the importance of a svstematic process
and approach in problem-solving, You will then be
given an opportunity o understand your current
approach o problem-solving by working through

A CASE eNercise.

Session Objectives. By reviewing our approach, we
will betler understand the importance of a systematic
approach Lo finding rool cause. We can see what
proactive steps we can lake lo make cerlain changes

for improvement.
SUM TUCK WAH, PFARTNER, DIRECTOR
TECHMOLOGY PRACTICE, KEPNER-
TREGOE ASIA PACIFIC

15.20 - 1540 Afternoon Tea

One on One Expert Chat : How to Make Good
Decisions [Free Quick Tips]

Chne speaker booth will be sel up in the pre-conference
foyer. Five minute one-on-one sessions are available Lo
you, with the speaker, 1o give you the chance Lo ask very
specific questions relating to vour business or
circumstance. Based on first come first served basis, this
session is limited to the first four attendees due o time
ComELraints,

1545- 1645 A very effective approach to
problem-solving : Learn how to ask the right

question. Part 11
Session Description. In this extended case study and
facilitated discussion, we will understand the missing
elements to effective problem-solving. We will also learn
the best practice approach Lo transforming your team
to become good problem-solvers, hence increasing
customer satisfaction.
Session Objectives. You will examine the exercises you
have worked through in the previous session wilh the
aimn of -
L. understanding what effective questioning is about
2. leamning how to begin to ask the right question
3. learning Lthe best practice approach Lo transforming
your leam bo become great problem-solvers
4. showcase some of the results achieved

SUM TUCK WAH, PARTNER, DIRECTOR

TECHMOLOGY PRACTICE, KEI'NER-
. TREGOE ASLA PACIFIC
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Team Leader Stream | 24 Feb

Question, execute, assess, validate and repeat.
Accomplishing goals through execution, assessment and self-learning

16.45-17.30  Every day is a good day.
Session Description. In this facilitated session , you will
take your mind through a joumey of reflection and seli-
discovery with Sulynn Choong to find oul where
your heart and mind are when vou are at work, at home
and at play. You will find out how much of your life
satisfaction is influenced by the world cutside and how
much contrel vou have over your own wellbeing. Get a
new angle on the immeasurable good that people who
work at Contact Centres bring into the lives of their
customers. Engage in a facilitated session of positive
intervention and communication to add 1o your sense of
accom plishment and contribution to the wider
community from the work that vou do. "Those who bring
sunshine Lo the lives of others cannot keep it from
themselves" (James Barrie) - and contact centre people
have the opportunity to do soin every call.
Session Objectives. You will begin to recognise that every
day is a Present and you will leam to savour the good in
each. Discover how o thrive and growees a tesolt s daily
stress and challenge. You will realise that "if vou don't
mind, it doesn't matter” is generally true. And vou will
discover ways o make every day a good day?

SULY MM CHOOMG, PFOSITIVE CHANGE
| COMSULTANT / COACH, HUMAN CAPITAL
¥ PERSPECTIVES AND FOUMDER, CHIEF

ENGAGEMENT OFFICER, ASIAN CENTER
FOR APPLIED POSITIVE PSYCHOLOGY {ACAPF)

17.30 - 17.35 Closing Fermnarks from Chair and
End Day One Summit

Sofa image permithed by Nazrethostook.scing
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Contact Centre Manager Stream | 25 Feb

Ask the right question to get the right answer.
What questions are you asking 7

Getl an update on the latest insights in the contact centre industry. Spend some time
brainstorming with other managers on getting your people to do what's needed of them.
Consider that the way forward may also involve some element of transformation from
within. Hear how others are manifesting change in their teams and across the enterprise.
You will alzo zpend some time in an ideation session, discovering new ways o drive the
execution of your initiatives. Highlight of the day is your chance to undergo a
transformation exercize directly and eliminate your fears!

00 -9.15  Opening Remarks by Chair 10.50- 1150 How Do I Get What | Need ?

Session Description. In this seice-over presentation +
#.15-10.15 Leading Transformation : facilitated dialogue, the session starts with a story. A
Regenerating Mental Models sad story of the experiences of a deeply troubled but
Session Objectives. This will be an experience based and committed Team Leader. Why he's upsed with his
insightiul session on leading transformation. The managers, wiy be thinks they've failed him and what
facilitator will guide you through a short visualisation he really thinks aboul them, This is the backdrop to a
experience of creating an alternate reality. You will facilitated dialogue with three panelists on how managers
understand the process of leading transformation by can get the resulls they want and need from their people.
shaping new mental models in the workplace, Session Objectives. Three panelists from the contact
Session Objectives. Learn how Lo aller mental models of centre industry come forward o share with us their
those you have Lo lead. Understand swhat constitutes a insights in this area. You will come away with a better
mental model and how they hinder the transformation grip onhow you can ensure thal your leams understand
process. Decode how anchors of past competence prevent whal you need from them, how you can be clearer about
you from creating an impact in the future, This exactly what you want Lo get from them and jusl as
presentation combines cutting edge knowledge of innporlantly, oo you can truly gauge whal your
contemporary neurc-sciences with insights from the subordinates are really saying Lo you.

AMN EPPS, AF CERTIFIED FROFESSION AL
FACILITATOR & ASSESSOR, LENS
INTERMATIOMAL MALAYSIA

wisdom and traditions of the past.
DR DEBASHIS CHATTER]JEE, DEAN OF
LEADERSHIP CENTRE AT SF JAIN CENTRE
MANAGEMENT, SINGAPORE
AUTHOR OF SEVERAL INTERNATIONALLY

PUBLISHED BOOIES 1150 - 1200 Temperature Check @ Quick Poll

10015 - 1030 Pre Break Announcement 12.00-13.15 Networking Lunch

Inwvitation to participate in our LuckyDraw

Enter the 3C Survey to be in the Draw for 13.15- 1445 How am I developing Leaders in

an iPod Mao. J my Organisation - what are the Issues and

L QOpportunities?
10.20 - 10.50° Morning Tea Session Description. Are you interested to hear from
Speed Networking others about their personal experiences in developing
Srall high tables placed in the pre-conference foyer leaders in their teams? The struggles they've faced, what
will enable two per table for speed networking sessions. isswes they've had o deal with, how they've overcome
Get acquainted with other Summit participants, in a their problems. If so, this session will provide that
fast-paced and energetic environment. Chat for 3 minutes platform. It will be a chance o talk aboul what matters o
at which point a bell rings and you move tables. yord, o listen and to share with other contact centre
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