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YES!  Please register me / us for:
Workshop A: 23 - 24 September 2002
                     Using NLP to Deal with Difficult Customers
                     Using NLP in Service Recovery
Workshop B: 25 - 26 September 2002
                  	 Using NLP in Successful Negotiations
                	 Using NLP in Conflict Management

Group discount is available for a team of at least 3 persons, contact us for more details.	

       Name of Delegates	                                                               Designation			    Workshop (Please Tick)    

1. 
2.
3.

Approving Manager

Name:        Designation: 	  	                                   Email: 
Organization: 				         Address: 		

     Postal Code: 	                         Country:                              Tel: 	                                Fax:

    Payment by cheque 

    (payable to Partners Conference and Event Management) and mail to 2 Flora Drive, #08-36, Singapore 507025	

    Payment by bank transfer – Bank transfer should be made to:	

Account Name	 : PARTNERS Conference & Event Management	
Account No	 : 651-320426-001 (Bank code: 7339)	
Bank	 : OCBC Bank Ltd (Swift code: OCBCSGSG)	
Branch	 : Cecil Street

REGISTRATION FORM

Workshop Fee S$1,495 nett

To register, contact                      at 
Tel: (65) 6786 7363, Fax: (65) 6786 3282, Email: enquiries@partners-conference.com

A        or B

v i s i t  u s  a t  w w w. p a r t n e r s - c o n f e r e n c e . c o m

A        or B
A        or B

James Malroy Morgan Jr., Co-founder of MotivaCorp - 
a world-wide training and consulting organization headquartered in Singapore, is a very 
experienced international consultant and trainer.  He has created and presented training 
programmes, motivational talks and team building courses to numerous organizations and 
businesses over the past 20 years.  Mal speaks and trains using a variety of communication 
skills and dramatically impacts organizations in the areas of leading people, managing systems 
and supervising behavior.  With his entertaining style and humorous delivery, he captures 
the attention of participants as he shares his innovative strategies for success.

Mal specializes in Leadership, Customer Service Management, Team Learning and Human 
Resource Development and is a Master Practitioner of Neuro-Linguistic Programming (NLP).  For the past 20 years, he 
has been a member of, and served on the boards of numerous professional organizations including the American Society 
for Training and Development, the National Speakers’ Association, the Chamber and others. 

Since 1980, Mal has trained and consulted in 42 states in the USA.  For the past seven years, Mal has conducted both public 
and in-house training programmes in Singapore, Malaysia and China.  

Mal has been trained in NLP at the South Central Institute of NLP where he received his practitioner and master practitioner 
certifications.  He then went on to get his certification as a Train-the-Trainer from the NLP University at the University of 
Southern California in Santa Cruz, California.  His teachers there were Robert Dilts, Judith Delozier and Joseph O’Conner 
among others.  He is also certified in Extended DISC Behaviour Profiling and is a certified Challenge Course Instructor.

About our Workshop Leader



“Neuro-Linguistic Programming is the gathering of information to make models.  The word neuro refers to an understanding 
of the brain and its functioning.  Linguistic relates to the communication aspects (both verbal and non-verbal) of our 
information processing.  Programming is the behavioral and thinking patterns that we all go through.  

There is a relationship between perceptions, thinking, and behavior that is neuro-linguistic in nature.  The relationship is operating 
all the time, no matter what we are doing, and it can be studied by exploring our internal or subjective experience.  The formal 
definition of neuro-linguistic programming is “the study of the structure of subjective experience.” 												

          – Sid Jacobson, PhD

1.	 Using NLP to Understand Yourself Better	
• 	 State management	
• 	 Stress management	
• 	 Accessing resources	
• 	 Time management	
• 	 Habit interruption and change	
• 	 New belief generator

2.	 Using NLP to Understand Others Better	
• 	 Rapport management	
• 	 Behavior management	
• 	 Stress management	
• 	 Anchoring resourceful states of mind

Have you ever wondered … …

•	 Why and how do some people get along so well with everyone? 
•	 What are the strategies necessary for effective communications, successful negotiations and rapport building?
•	 What are the thinking patterns that effective and productive people have at work?

If any of your answers to these questions is “YES!” and you would like to have the skills that make excellence possible, 
then these training sessions are just for you.  Explore for yourself the principles behind the NLP Presupposition: 

"If one human being can do something, then anyone can."

“The greatest revolution in our generation is the discovery that human beings, by changing the inner attitudes of their 
minds, can change the outer aspects of their lives.” - William James

NLP is a proven technology for personal achievement which helps people to understand themselves and those around 

them more fully, in such a way as to maximize personal growth and excellence. 

“I had always thought that we used language to describe the world – now I was seeing that is not the case.  To the contrary, it is 
through language that we create the world, because it’s nothing until we describe it.  And when we describe it, we create distinctions 
that govern our actions.  To put it another way, we do not describe the world we see, but we see the world we describe.”

“… we all bring basic assumptions with us, our own mental maps, about the meaning of life, how the world operates, our own 
self-interest, our country’s interest, our religious interest, and so forth.  Our basic assumptions are developed from our early days, 
our teachers, our family, what we read.  We hold these assumptions so deeply that we become identified with them, and when 
these assumptions are challenged, we defend them with great emotion.  Quite often, we do this unconsciously.”  				

           Joseph Jaworski, Author of “Synchronicity - The Inner Path of Leadership”

Definitions of 
Neuro-Linguistic Programming

Workshop A: 
23 – 24 September 2002
Using NLP to Deal with Difficult Customers 
Using NLP in Service Recovery

Good customer care depends on the attitudes and skills of the 
individual employees.  Without it, few businesses succeed. 

This comprehensive and engaging two-day workshop will teach you 
to understand how communication works from the customer's 
perspective and to get an understanding of the best way to approach 
individual customers.  

Key Benefits of Attending this Workshop

Learn how to successfully:
•	 Build rapport and lead the customer to a win/win situation;
•	 Understand the customer's thinking and some of the 			

differences between different customers; 
•	 Recognize these different patterns, utilize them and so improve 	

customer relationships;
•	 Deal with difficult customers and situations;
•	 Improve and enhance on service recovery. 

This workshop will introduce you to the basic building blocks of 
NLP.  You will learn how you create your individual experience of 
your world.  You will learn about the five representational systems 
that collect data for your mind and how that gets stored to create 
memories and programmes for present and future behavior.  You will 
also learn how others process information and how best to establish 
rapport with them.  Through the study of the NLP presuppositions, 
you will also be invited to make up or discover your own internal 
criteria by which you make decisions and choices.

During the second day, you will build on your understanding of 
NLP and you will further develop your skills as a communicator.  
You will learn how to build rapport with different people and how 
to improve your sensory acuity.  You will also learn how to calibrate 
the deeper structure in another person and how to determine their 
primary representation system.  You will learn how to manage your 
states of mind, especially those states having to do with stress and 
the effects of stress.  You will also understand how the presuppositions 
play an important role in maintaining the integrity of NLP and its 
continued development.

Who will Benefit from Attending this Workshop

These two days will be most useful to anyone who wants better skills 
in dealing with difficult customers and difficult situations.  We will 
also show how these skills can be used for service recovery and 
customer relationship management.

Workshop B: 
25 – 26 September 2002
Using NLP in Successful Negotiations
Using NLP in Conflict Management

How many times have you negotiated for something only to find you 
could have had so much more?  Instead of negotiating for what you 
want, learn to use negotiation as a means of finding out and obtaining 
what is there to be gotten. 

Move beyond single outcomes and hierarchies of criteria to the 
underlying elements of every negotiation.  Experience that you always 
have options and the means of increasing your leverage. 

Key Benefits of Attending this Workshop

Discover how you can:
•	 Rapidly and easily establish a "connection" with others;
•	 Understand yourself so you are not easily influenced or 			

manipulated;
•	 Resolve conflict more easily and build effective, aligned teams; 
•	 Negotiate the best deals and increase business sales;
•	 Maximize the elements of leverage present in every negotiation.

This workshop will cover some of the early models discovered and 
organized by the NLP pioneers in the 1970’s.  You will also learn 
some advanced uses of these models that have been developed only 
over the last few years.  You will understand how to use anchoring in 
specific and creative ways to effect behavior and change states.  You 
will learn how to help yourself and others access internal resources 
and model resources found in others.  You will be exposed to exercises 
that investigate the deep structure of thinking, i.e. sub-modalities and 
meta-programs.

During this second day, you will learn how to make changes that 
continue to generate new behaviors and thinking patterns.  The 
information gathered in these two days can be used for self-improvement 
or to help others develop new behaviors and ways of thinking.  You 
will learn advanced techniques of calibration for individual one-to-
one communications or for work with groups, e.g. psycho-geography. 
You will learn how to test your communication or your training by 
using the TOTE model for strategy evaluation.  You will learn about 
time lines and how to use the powerful techniques of reframing and 
re-imprinting together with time line processing.

This powerful presentation will teach participants how to influence 
and deal with tough negotiators to produce win-win outcomes.  Mal 
will demonstrate to participants the power of NLP in influencing 
people through verbal and non-verbal behaviors.  

Who will Benefit from Attending this Workshop

These two days is especially relevant and beneficial for anyone who 
wants to improve his/her skills in conflict management and to also 
become better in successful negotiations.

“What makes something difficult is the lack of appropriate choices.  These courses give us more appropriate choices.” 											
                          – Mal Morgan

Motivacorp provides corporate training solutions that bring out the 
best in your people.  For more information on our services, please 
visit www.motivacorp.com.

Workshop Schedule
Registration:	 08:15 – 09:00 hours
Workshop	 09:00 – 17:00 hours

Buffet lunch, morning and afternoon tea-breaks will be provided 
for at the workshop.

-professional corporate trainers-
ORPMOTIVACSupported by

Here are Some Useful Applications of NLP that will be Covered during the Workshops

	• 	 Developing curiosity and intervention skills	
• 	 Tolerating differences	
• 	 Handling difficult people and situations	
• 	 Systems thinking

3.	 Using NLP to Understand Systems Better	
• 	 Pattern identification	
• 	 Unpacking and modelling strategies	
• 	 Employees vs. systems	
• 	 Rewarding behavior and rewarding results	
• 	 Consequences as the best teacher	
• 	 Logical level alignment, vision and motivation	
• 	 Parable of the porpoise and relationships


