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Introduction
Welcome to the latest edition of the Inovra CPD Training Catalogue.
As in previous editions, the Catalogue is split into two main sections:
• Course Categories, including the Reference Table
•

Course Details

The Course Categories explains the main training topics we offer courses for, and the
Reference Table allows you to identify which courses fall into the Categories (with many
falling into multiple categories at the same time).
The Course Details is an A-Z list of all the courses we offer, with details of duration,
topics covered, and who should attend.
All the courses listed are CPD accredited, and CPD Certificates are available for
attendees (please see Inovra Training Price List for more details).
If you have any feedback on the catalogue, please contact marketing@inovra.co.uk

About Inovra Group
Inovra is a Business Consultancy based in London, UK.
It focuses on helping small businesses develop their internal processes and skills to enable them to grow
and reach their long-term goals.
With a range of services including a wide portfolio of training courses, consultancy to help businesses
achieve external certification and recognition, Inovra is ideally placed to help your business achieve your
goals.
Get in touch today to see how we can work together to help you achieve success.
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Course Categories
Inovra delivers courses in five areas:
•

Business Development

•

Customer Service & Communication

•

Health & Safety

•

Human Resources

•

Personal Development & Leadership

Absence Management
Accident Investigation
Account Management
Achieving Sales on the Telephone
Anger Management
Appreciative Inquiry
Asking for Business
Assertiveness in Action
Body Language Training
Brainstorming Techniques
Building Better Work Habits
Building Relationships
Bullying and Harassment
Business Etiquette
Business Networking
Business Presentations
Coaching at Work
Coaching Essentials
Coaching Skills for Managers
Commerciality - Business Planning
Communicating Difficult Messages
Complaint Handling

Personal Development
& Leadership

Human Resources

Health & Safety

Customer Service &
Communication

Duration
(Days)
1
1
1
1
1
1
½
1
1
1
1
1
½
1
1
1
1
1
1
1
1
1
6

Business Development

Reference Table

X
X
X
X

X

X

X
X

X
X

X
X
X

X
X
X
X
X

X

X
X
X
X

X
X
X
X
X
X

X
X
X
X

X
X
X

X
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X
X

Personal Development
& Leadership

Human Resources

Health & Safety

Customer Service &
Communication

Business Development

Duration
(Days)
Conflict Handling
1
Creative Thinking
1
Crisis Management
1
Critical Thinking
1
Customer Care on the Telephone
1
Customer Service Excellence
1
Dealing with Challenging People
1
Dealing with Phone Rage
1
Dealing with Redundancy
1
Decision-Making
1
Developing Resilience
1
Discipline in the Workplace
1
Effective Communication Skills
1
Effective Customer Care
1
Effective Sales Planning
½
Emotional Intelligence at Work
1
Employee Engagement
1
Essential Management Skills
1
Essentials of Project Management
1
Event Management
1
Executive Presence
1
Facilitation Skills
1
Finance for Non-Financial Managers
1
Fire Awareness
½
Great Leadership
1
Health and Safety
½
High Performing Teams
1
Human Smoothie
1
Influencing Skills
1
Informal Resolution
1
Interpersonal Skills
1
Interview Skills
1 or 2
Leading Effective Teams
1
Leading Meetings
1
Listening Skills
½
Managing a Virtual Team
1
Managing Difficult Behaviours
1

X
X

X
X

X
X
X
X
X

X
X

X
X

X
X

X
X

X
X

X

X
X

X
X
X
X
X
X
X
X

X
X
X
X

X
X
X
X

X
X
X
X

X
X
X
X
X

X

X
X
X
X

X
X
X
X

Managing Performance
Managing Upwards
Manual Handling
Marketing Essentials
Mentor Training
Minute Taking
NLP – An Introduction
One Minute Managing
Performance Management
Planning for Change
Practical Sales Skills
Preparing for Job Interviews
Presentation Skills
Presenting Technical Information
Project Management
Quality Management
Questioning Skills
Recruitment Skills
Report Writing
Risk Assessment Training
Root Cause Analysis
Self-Development for Managers
Stakeholder Management
Strategic Thinking
Stress Management
Stress Risk Assessments
Success with Change
Talent Management
Team Building Training
The Art of Negotiation
The Power of Influence
Time Management
Train the Trainer
Wellness
Workplace Reflective Practice
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Personal Development
& Leadership

Human Resources

Health & Safety

Customer Service &
Communication

Business Development

Duration
(Days)
1
1
½
1
1
1
1
1
1
1
1½
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
2
1
1
1
1
3
1
1

X
X
X
X

X
X
X
X
X

X
X
X
X

X
X

X
X
X
X

X
X
X

X
X
X
X

X
X
X
X

X
X
X

X

X

X
X

X
X
X
X

X
X
X

X
X

X
X
X
X

X
X
X

X
X
X
X

X
X

X
X
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Course Details
Absence Management
Overview
Duration: One Day
This course has been created to help safely navigate attendees through the minefield of
absence management, paying attention to issues of systems, procedures, and
organisational culture along the way. Using a selection of exercises, activities and
sample documents, the course examines some traditional methods of management as
well as some more contemporary and innovative ways of keeping a lid on casual
absence. Attendees will take away several practical tools and ideas to enable them to
target performance improvement when back at their desks.
Description
It is estimated that absence from work costs the UK economy over £13 billion per year,
with the ‘average’ employee taking around seven days off sick annually. The need for
managers, HR people and leaders to control absenteeism is critical if a company is to
survive and prosper.
But just what is ‘absence’? And how do we go about managing it and reducing it
wherever we can, without falling foul of employment law?
As well as the usual training material, attendees on this course also receive several useful
handouts and exercises relating to absence management.
Topics covered:
• An Absence Management Model – this section identifies a simple model for
managers to apply when dealing with absenteeism
•

Defining Absence – the textbook definition will help learners clearly understand
what is meant by absence

•

Types of Absence – unravelling the different types of absence and distinguishing
between absence and leave

•

Classifying Absence – by classifying types of absence, the learner can begin to get
a steer on how to manage it

•

Statistics – identifying the real cost of absence and looking at regional and sector
differences

•

Reasons for Absence – considering the high-level issues that have an impact on
absence, like culture and job design

•

Causes of Sickness – here the national league tables of sickness causes are
discussed, giving the learner the chance to reflect on their own team or company
10

•

Absence Management – Stage 1 – contracts, policies, procedures and legal
entitlements are all examined here, to allow learners to get a grasp of what they
have to know

•

Absence Management – Stage 2 – record keeping, costing absence and
benchmarking provide the chance for analysis and understanding in the context
of the learner’s own organisation

•

Absence Management – Stage 3 – setting out the skills and interventions that
managers need to apply in the effective management of absence, including
communication, professional advice, workplace issues and return to work
interviews

•

Traditional Approaches – an examination of performance management, sick pay,
discipline, recruitment and selection and how these can lend themselves to
effective absence management

•

Reducing Absenteeism – through less traditional approaches, looking at ‘carrots
and sticks’, targets, employee assistance, unusual initiatives and organisational
culture.

•

Recent Developments – considering the impact of ‘fit notes’ and potential
pandemics.

Who Should Attend?
This course has been designed for anyone that deals with absence or needs to have an
awareness of the absence management process. This could include team leaders,
supervisors, managers, HR professionals and anyone else involved in the management
of people or organisations.
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Accident Investigation
Overview
Duration: One Day
This course will give participants the necessary information and skills to enable them to
carry out a thorough and effective accident investigation.
Description
This course will provide attendees with the necessary information and skills, to reach the
right conclusions, make effective, practical recommendations and thereby make a
significant contribution to improving workplace health and safety.
Topics covered:
• Accidents & Accident Causation – If an organisation does not properly control
risks, the outcome of an accident often depends on chance. Because the outcome
of an accident cannot be accurately predicted, the only way to effectively reduce
accidents is by controlling the underlying causes of all the different accident
types.
•

Accident Reporting Process – Reporting of Injuries, Diseases & Dangerous
Occurrences Regulations 1995 (RIDDOR)

•

The Process – You have 2 top priorities when you are first notified of an accident.
The first is to the injured person to ensure that appropriate medical attention is
available. The second priority is then to ensure that the area is made safe to
ensure no other persons are injured

•

Accident Investigation – Every employer has a Moral, Legal & Economic
obligation to protect the health and safety of employees while at work

•

The Cause of Accidents – During an accident investigation you will be looking for
the unsafe acts and the unsafe conditions which contributed to the accident. If
you carry out the investigation effectively, then you will find the root cause or
causes of the accident

•

Facts to be Collated – When you conduct an accident investigation you should be
seeking to obtain information on unsafe acts, unsafe conditions, immediate
failures and latent failures. To find out these various elements of the accident you
need to ask the questions who, where, when, and what, which will give you details
of the event

•

Reaching Conclusion – Identifying all the failure modes, satisfy all the answers to
what, where, why, who etc., and thus identify all the causes of the accident

•

Review of Session – Creating an action plan to embed learning.
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Who Should Attend?
Managers, leaders, trainers, health and safety officers and anyone involved in health and
safety training and/or procedures.
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Account Management
Overview
Duration: One Day
Account Management is an important role within any organisation. Account Managers
are responsible for nurturing customer relationships and increasing sales with their
organisation’s key customers.
The Account Manager will usually act as a first point of contact for clients; responding to
complaints, purchases, project requests and any general queries. Their approach should
help maintain client relationships to ensure that they continue to use the company for
business. This course can help them learn the key skills they need.
Description
The role of account manager is both important and demanding. The account manager
acts as the ‘face’ of the business and should professionally represent the business by
creating a strategy for success and delivering a high level of customer service. Account
managers need to be effective communicators, needing to both engage with the client
and also develop internal relationships to ensure promises are delivered upon. Another
key responsibility of the account manager is to identify business opportunities and help
drive business results for their company.
Account Management can be a very challenging role depending on the number of
clients, the range of industries the clients represent, and the nature and attitude of the
client. The main focus of the role is to provide continual client service to clients, this
may include quarterly or annual business reviews, additions to the account in terms of
extra services supplied plus face-to-face and online meetings regularly.
The Account Manager will also be responsible for delivering high levels of client service
to ensure that clients do not leave, and will need to create a strategy around this. This
strategy will depend on the type of client in terms of size of the business commitment,
Key Performance Indicators plus contractual agreements which may dictate the
framework for the relationship.
Building a personal relationship as well as a business one is key to becoming an effective
Account Manager. After all, “It is easier to fire a business associate or employee than it is
to fire a friend”.
Why should people attend this training course?

Well, just imagine if your employees were better able to:
• Build effective business relationships with clients and help drive sales
performance.
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•

Add value to clients and help ensure their requirements are met or exceeded.

•

Measure the performance of their key accounts and adapt their approach
accordingly.

•

Understand the key attributes required for success and work on developing them.

•

Set a strategy for sales success and create action plans for pre-defined goals.

•

Monitor and measure their own performance and set their own targets.

Ultimately, this training course will help employees to focus on what is required to
succeed in the role of account manager, building a strategy with clear actions and
helping the organisation to business success.
Who Should Attend?
This training course is for anyone who works in an account management role or relevant
sales function and will assist the participants in improving their working practices,
developing customer relationships and in turn increasing business performance and
sales success.
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Achieving Sales on the Telephone
Overview
Duration: One Day
This course is designed for anyone that deals with telephone sales in either an inbound
or outbound call environment.
Description
The telephone has become a critical tool in obtaining sales in today’s competitive
market, and yet it is often an area we pay little attention to, and consequently, it
becomes a negative aspect of our business rather than the highly positive one it can be.
This course sets out to enable the attendees to sell effectively over the phone. The tools
that are covered will help generate sales and whether they take inbound or receive
outbound calls they will find that if they apply the techniques in this session, their
success rate will increase immensely.
Topics covered:
• Advantages and Disadvantages – A look at how the phone can work for and
against us in a sales environment.
•

An Introduction to Selling on the Telephone – Understanding the key points that
encourage a customer to purchase from us.

•

Structuring and the Sales Process – Defining a set process for structuring a sales
call with a chance to demonstrate understanding.

•

Why People Buy – A look at the reasoning behind people’s purchasing decisions.

•

How People Buy – An insight into the emotional factors behind how people arrive
at purchasing decisions.

•

Turning Inbound Calls into Sales – Gauging the level of interest of a caller to
establish the likelihood of a sale.

•

Making Effective Outbound Calls – A set process of ensuring you gain the best
advantage with this type of call.

•

Getting Past the Gatekeeper – Understanding the role of the gatekeeper and
developing methods of dealing with them to speak to the decision maker. Using
scripts and techniques that are proven and effective.

•

Sounds Interesting? – Studying three key communication factors when
projecting the voice over the phone. Including a chance to review how the
participant's voice comes across over the phone.

•

Methods of Improving the Way You Sound – 10 key tips on vocal improvement.
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•

Telephone Questioning Techniques – Giving the delegates the chance to fully
understand the different questioning techniques that can be used during a sales
call.

•

Features and Benefits – How to practically apply them in a sales scenario.

•

Logical and Emotional Purchasing – A further look at the reasons we buy.

•

Overcoming Objections – Practical use of a set process and ways to apply it in the
workplace.

•

Closing the Sale – Clear methodology with a chance to practice the skills in a fun
way.

•

Post-course Assignment – A method of carrying the learning into the workplace
and ensure continual review.

Who Should Attend?
Anyone who handles inbound or outbound sales calls over the telephone.
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Anger Management
Overview
Duration: One Day
This Anger Management training has been developed to help attendees understand and
identify anger. They will learn the psychology of anger and explore and understand their
own. It will also provide them with tools and techniques to safely manage their stress
levels and avoid triggers that can cause feelings of anger.
Description
Anger is a completely normal, usually healthy, human emotion. But when it gets out of
control and turns destructive, it can lead to problems, problems at work, in your
personal relationships, and in the overall quality of your life. It can also make you feel
as though you’re at the mercy of an unpredictable and powerful emotion.
Some of us handle our anger better than others. While one person might be a bit
unhappy when someone cuts him off in traffic, another is so angry that he shouts and
swears, and starts driving aggressively himself. How can the same event cause such
different reactions? And how can you make sure that your reaction is the calm one,
instead of the wild one?
What we really want to do is to understand our anger more deeply and to create a new
type of relationship with our emotions, a relationship where we manage them rather
than letting them manage us. Many of us are alarmed at how anger is controlling our
lives. However, anger is a learned response, and the anger response can, with
commitment and effort, be unlearned.
This training course aims to give attendees an understanding of how anger affects them
and others. It will provide tools and techniques for managing anger and help ensure
their natural emotional response is the correct one.
Topics covered:
• Introduction, Objectives and Expectations – An introduction to the subject, an
opportunity to review the course objectives and identify any personal objectives
and expectations of the group. Includes a review of the definitions of anger, to
help set the scene for the training.
•

The Physiology of Anger – Understanding how anger affects us physically and
mentally and the impact this can have on us. Includes a YouTube video that talks
about anger and loss of control. The participants are encouraged to summarise
the feelings that their own anger is affected by.

•

Internal and External Triggers – Identifying the different things that can trigger
negative emotions. Includes a questionnaire that the participants complete to see
18

what ‘pushes their buttons’. Understanding if anger is provoked by external or
internal influences and using ABC Belief Monitoring to review their experiences.
•

Thinking Errors – Using Cognitive Behaviour Therapy techniques to explore the
irrational patterns of thinking that can both cause anger, and be caused by anger.
Looking at actions that can help correct these errors.

•

The Effects of Anger – Reviewing the positive and negative effects of anger. Using
a case study to look in-depth at how anger scenarios can be improved and
managed.

•

Anger Management Techniques – Presenting the key techniques that are then
covered in more detail.

•

Self-Awareness – Developing an awareness of the effect our actions have on
others.

•

Cognitive Restructuring – Changing the way we think; replacing emotionally
charged thoughts with more rational ones; and using positive words.

•

Assertive Communication – Exploring how assertive communication works, with
techniques and tools. Learning to rephrase emotionally charged words with
balanced words.

•

Self-Talk – Understanding that self-talk has a huge influence on our feelings and
can make us feel better or worse about any given situation. If our self-talk tends
to be negative, we will probably spend a lot more time feeling angry than
someone whose self-talk is positive. Creating positive self-talk phrases.

•

Lifestyle Choices – Appreciating that looking after our wellbeing more generally
could help us feel calmer and more in control when things happen that make us
feel angry. Identifying lifestyle choices that could be made.

•

Relaxation Techniques – Practising several relaxation techniques to help improve
our general feeling of positivity and wellbeing.

•

Thought Records – Creating a thought record, which is a tool that can be used to
record events and situations that cause us to feel angry, stressed, or anxious and
learn to overcome them.

•

Summary and Action Plan – A summarising activity and referral to action plans.

Who Should Attend?
Anyone who wants to better understand anger and instigate changes for the long-term
benefit of both themselves and their organisation.
Anyone who wants help managing their emotions and to use positive self-talk to
strengthen their relationships and how they interact with the world around them.
19

Appreciative Inquiry
Overview
Duration: One Day
Appreciative Inquiry is a form of action research that collects people’s stories of best
practices. We can use these best practices as a way to initiate organisational change.
This course will guide attendees through the process of Appreciative Inquiry (AI) and
give them the techniques to succeed in using the AI system. This course will benefit
anyone who leads change and wants to create positive dialogue that leads to
improvements within their organisation.
Description
David Cooperrider, Suresh Srivastva, and their colleagues at Case Western Reserve
University developed AI in the 1980s. According to them, the aim of Appreciative Inquiry
is to help the organisation in:
• Envisioning a collectively desired future
•

Realising that vision in ways that successfully translate intention into reality and
beliefs into practices

The AI approach can be applied in almost all groups of people and once the process
starts, the change is put in motion. The appreciative approach works in individual
conversations among colleagues, managers and employees.
AI consultants around the world are increasingly using an appreciative approach to
bring about collaborative and strengths-based change.
This course will provide attendees with the means to effectively develop the skills of
managers for the benefit of their organisation. They will be taken through the full
process of appreciative inquiry; developing a wide understanding of the tools and
techniques required to effectively improve communication and affect change.
What can Appreciative Inquiry achieve?
Well, just imagine you were better able to:
• Solve problems within an organisation in a positive and forward-thinking way.
•

Be more curious and excited about the challenges faced within the business.

•

Ask unconditional, positive questions to strengthen the organisation’s capacity to
increase potential.

•

Approach change in an affirmative mindset.
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•

Use questions to create movement and change within the company.

•

Simply apply core communication skills, for overall organisational success

Topics covered:
• What is Appreciative Inquiry? – A review of the subject with an activity that helps
embed understanding and a case study that explains the process in action.
•

Benefits of Appreciative Inquiry to the Organisation – Establishing how AI can
aid and improve the way an organisation works and how people communicate
within it. Exploring how specific organisational issues can be viewed positively.

•

Appreciative Inquiry Questions – Understanding how questions can be used to
identify positive organisational improvements and refocus our approach to
business issues.

•

Appreciative Inquiry Interviews – A set process for performing AI interviews and
framing consultations to get the best out of those involved. A chance to practice
the given approach and hone personal skills.

•

The 4D Model – An overview of the AI 4D Model (Discovery, Dream, Design,
Destiny) and how it is applied.

•

The 4D Model: Topic – Demonstrating how selecting the topic is the beginning of
the 4D model process. Choosing the participants own topic to work on
throughout the training.

•

The 4D Model: Discovery – Showing how positive discussions are kick-started at
this stage and taking a chance to look at, ‘the best there is and what has been’.

•

The 4D Model: Dream – ‘Thinking big and beyond what they have in the past’.
Creating an outstanding and positive vision for the future.

•

The 4D Model: Design – Laying the foundation with a design of the vision,
principles, and set of propositions that describe the ideal end state. Defining the
desired state by creating a hierarchy and blueprint for success.

•

The 4D Model: Destiny – Defining clear actions that will help the organisation
and individuals achieve what they have set out to. The output is the selfreinforcing nature of using positive and affirmative inquiry to improve the
business.

•

The 4D Model: Summary Task – Review of learning and knowledge check.

•

The Change Process – Exploring Dr. Kotter’s 8-step change process and how it
can support the AI approach.

•

Rooms of Change – Understanding feelings and attitudes to change, using this
interesting and memorable model. Using an activity to help participants consider
their own ‘change position’ and what this might mean for them.
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•

Strategies for Managing Change – A simple set of skills to help overcome the
challenges faced by people trying to implement change. Applying these strategies
to the 4D Model and Appreciative Inquiry.

•

Recall Quiz – A chance to review learning in an engaging way.

•

Summary – Developing actions and key points to take away.

Who Should Attend?
Managers who want to learn about and practice the Appreciative Inquiry approach to
drive positive changes.
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Asking for Business
Overview
Duration: Half Day
People that work in a sales environment and are required to manage accounts and gain
business directly with customers would benefit from this training course. It can be used
as a stand-alone training course or as part of a modular program.
Description
This course covers the following topics:
• Setting the Scene – Establishing the four ways a business can hope to grow and be
successful.
•

Developing Opportunities – Demonstrating the danger of becoming too
comfortable with our customers and allowing this to restrict the amount of
business we develop.

•

Cross-selling – A simple trick, so often missed – Appreciating the opportunities
we have to develop sales through our existing customer base.

•

The Magic Matrix – A tool for identifying gaps in our sales approach.

•

Referrals – Developing ideas on asking for referrals and overcoming issues and
concerns that may arise

•

Developing Opportunities Exercise – Setting out a game plan to take advantage
of identified opportunities and a commitment to action.

Who Should Attend?
Anyone who works in sales, and wants to learn how to:
• Explain the four ways a business can grow sales
•

Demonstrate what happens when you gain growth in these key areas

•

Use a tool which provides them with an in-depth understanding of the customers
they have cross-sold to and, more importantly, those they have not

•

Explain the positive effects of gaining referrals from their customers

•

Follow a set plan to exploit the opportunities identified
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Assertiveness in Action
Overview
Duration: One Day
This course will provide guidance on how to become more assertive and build selfconfidence, which in-turn will help your attendees to achieve greater work effectiveness
and productivity, whilst putting them in control of their daily activities and making them
more able to overcome stressful work and life situations.
Description
Being assertive is being able to express yourself with confidence without having to resort
to passive, aggressive or manipulative behaviour.
By developing assertiveness and becoming aware of our strengths and weaknesses, we
can modify our behaviour for greater effectiveness in social and business interactions.
Topics covered:
• What is Assertiveness? – A series of activities relating to what assertiveness means
and, perhaps more importantly, what it means to the participants.
•

My Assertiveness Goals – A chance for the participants to review what they want
to get out of the session and where they would like to end up regarding their
approach to assertiveness.

•

How Assertiveness Works – A look at human reactions and the reasoning behind
them culminating in an activity that looks at the participants own observations
relating to assertive behaviour.

•

My Assertive Rights – A review of the rights we have as individuals followed by a
commitment to the rights by the participants.

•

Taking a Positive Approach – Looking at key methodology, including:
o Giving and Receiving Compliments
A review of typical responses to compliments and their negative
consequences, followed by an opportunity to develop new, positive
responses.
o Improving Self-Esteem
An in-depth review of each individual’s positive aspects.
o New Challenges
A set of challenges to take participants out of their comfort-zone and into
the realm of possibilities.
o Effective Communication
A look at what makes effective communication, with some modelling of
behaviours.
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o Approaching Assertiveness – A look at the four cornerstones of being
assertive with a chance to practice these behaviours.
o The Words You Use – Understanding the key areas of effective
communication. Covering the areas of; Disclosing Your Feelings, Being
Clear, Being Persistent, Empathising and Working Towards a Wise
Outcome.
o Preparing to Be Assertive – A chance to understand and practice a set
process of ‘scripting’ to develop an effective and natural approach to
assertive interactions.
o Assertive Review – An activity that solidifies the reasoning behind wanting
to become assertive, whilst demonstrating that it is not an unachievable
outcome.
Who Should Attend?
Anyone who needs to develop their assertiveness skills and improve communication
with others.
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Body Language Training
Overview
Duration: One Day
This course sets out to develop attendee’s skills in understanding their own body
language as well as being able to read the body language of others.
If we can learn to identify and appreciate non-verbal clues, we can begin to improve our
communication as a whole. This use of body language skills could impact situations
such as; sales visits, interviews, presentations and normal day-to-day interactions where
body language plays a part.
Description
Effective communication skills are critical in the development of relationships between
people and although verbal communication plays a large part in this, studies have
shown that a proportionate amount of our message comes from not what we say, but
very often the non-verbal communication behind the message. Therefore, it is clear that
body language is an important, influential aspect of communication and understanding
how it works is essential in the development of your personal communication skills.
Topics covered:
o Core Principles and the Five C’s – Exploring the subconscious effects of body
language and setting the scene by ensuring participants appreciate the rules to
interpreting body language.
o Reading Body Language – Gestures – An activity that helps participants realise
the power of body language and how important it is to communication.
o Arm Barriers – Understanding the different arm barrier gestures and crossed arm
positions and what each means.
o Palm and Handshake Gestures – Discussing the different handshakes and palm
actions, what they mean and how they are applied in real life. Includes activities
that test the theory.
o Hand and Thumb Gestures – A review of these different gestures and what they
mean.
o Hand to Face Gestures…or… How to Spot a Liar! – An exploration of different
gestures that involve the hand moving to the face. Identifying how to spot body
language that signifies lying and what to watch out for.
o Chin and Cheek Gestures – An activity that helps participants understand the
different chin and cheek gestures and how to interpret this body language.
o Eye Signals – A review of pupil dilation, directed gazes and eye accessing cues to
fully understand how eyes provide body language clues.
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o Matching & Mirroring – Looking at the technique of building rapport and
developing relationships through careful observation of body language.
o Bringing it all Together – An activity that allows participants to embed their
learning and realise how much they now understand and appreciate body
language and its effect on communication.
Who Should Attend?
Anyone who wants to gain a better understanding of their own body language, and that
of others.
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Brainstorming Techniques
Overview
Duration: One Day
This course covers the basics of brainstorming and then goes on to look at a number of
different yet highly effective techniques that can be employed.
Description
Brainstorming is probably the most well known and most widely used method for
bringing groups of people together to generate ideas about an issue or problem. This is
because it is a good way to gather many ideas rapidly. It is also a great way of bringing
people together and helping to build them as a team. Just imagine the effect on the team
and its morale if ideas that they generate are actually used. There is no doubt that people
are more likely to buy-in to the ideas that they came up with themselves.
Although brainstorming is widely used for decision-making, it is not always handled very
well. If that is the case, it can have the opposite effect to the one that is intended. Rather
than creating ideas it can stifle them and rather than motivating people it demotivates
them.
This highly interactive course will help learners to make the most of brainstorming
sessions and also provides alternative techniques to enliven any session that is
beginning to flag.
Topics covered:
o What is Brainstorming? – A discussion to help participants understand what
brainstorming is, and what it involves.
o Brainstorming rules – A brief look at the very limited rules suggested by Alex
Osborn who is generally credited with being the inventor of brainstorming.
o Preparation – Although many brainstorming sessions take place on the spur of
the moment they all require some preparation. We look at the importance of
defining the purpose of the session, selecting the right participants, and then
briefing them properly.
o Storm and Floods – This is an activity that we re-visit on several occasions to take
participants through the whole brainstorming process and to give them plenty of
practice.
o The Three R’s of Facilitation – The three R’s take you through the essential
elements of facilitating an effective brainstorming session.
o Closing the Session – Effective closing of the brainstorm may be just as important
as the session itself. We look at the essential elements that the facilitator needs to
cover.
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o Clarify and Nurture – Learners discover the importance of ensuring that all ideas
that are unclear are clarified and that ideas are nurtured. They also learn what this
involves practically.
o Alternative Techniques – There are many ways to enliven a flagging
brainstorming session, provide a fresh approach or simply build on initial ideas.
The learners are introduced to some of the most important of these.
o Brainstorming Scenarios – Learners work through up to 6 scenarios so that they
can practice the alternative techniques covered during the programme.
Who Should Attend?
Anyone who facilitates or takes part in brainstorming sessions, or wants to work with
organisational teams to develop their problem-solving abilities.
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Building Better Work Habits
Overview
Duration: One Day
This training course has been developed for everyone in your organisation who may
struggle with their own personal effectiveness. They may not have control of their own
workload or blame others as to why they’re not achieving certain tasks and projects.
Alternatively, it might be that high performers want to understand how they can
organise themselves in a new way to give themselves more stretch in their roles.
The training course will help the learners build self-awareness and will highlight the
important parts of working smarter to achieve end goals.
Description
We are all busy, and sometimes it seems we do not have enough hours in the day to
complete deadlines and projects. It can then eat into our home life, meaning we often
end up stressed, or in worst-case scenarios, unwell (both physically and mentally). The
reason behind this is often how we work day-to-day, as opposed to others giving us work
at the last minute.
These training course materials have been designed to help your participants work more
effectively for the long term. This isn’t about how to manage a diary or emails, but rather
look closely to see what are the blockers which get in the way of success. These small
changes in day-to-day work will have a dramatic impact in both productivity and
personal effectiveness.
Topics covered:
o Productivity: the science bit – A chance to explore what we mean by being
productive and how that helps us build better work habits, as well as the
opportunity to look at some science behind myths and bad habits we’ve probably
already formed. Includes a link to a YouTube video.
o Procrastination, why put off to tomorrow what we can do today! – Participants
will explore what we procrastinate about, how we procrastinate in our own lives,
and what we can do about it!
o Eat That Frog – An introduction to Brian Tracy’s book “Eat that frog” and how it
can help us improve our working habits. Includes a link to a YouTube video.
o Eat That Frog: Thinking on Paper – A chance to put into practice some of Brian
Tracy’s methods and how to use them in our real lives
o Eat That Frog: Rocks, Pebbles and Sand – Taking our goal setting further, we
explore Covey’s methodology around prioritising our tasks
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o Eat That Frog: The Pareto Principle – The final part of the “Eat that Frog” section
looks at how effective we in terms of how we spend our day
o Prioritising: how do we spend our day? – Participants explore how proactive they
are, and what the danger might be in letting a situation rule their time
o Prioritising: The Priority Matrix – Taking the Rock, Pebbles and Sand
methodology further, participants explore what truly is urgent and what is
important in our day to day
o Prioritising: Company Performance Tensions – We may know what our own
personal objectives are, however, our business objectives have certain tensions
that could impact these. How can we balance these two different objectives to
ensure we’re successful day to day?
o What’s my mindset? – Sometimes we can get in the way of our own successes and
plans due to our mindset; utilising Carol Dweck’s work, it is a chance to reflect on
our own mindsets when we’re building new work habits. Includes a link to a
YouTube video.
o What’s my mindset? Energy Cycles – Our energy can impact our mindset and
how productive we are. A chance to look at what gives us energy, and how we can
work more effectively depending on where our energy levels might be
Who Should Attend?
Anyone interested in understanding in being more effective at work.
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Building Relationships
Overview
Duration: One Day
In business today, we need to ensure that the people who work for us are motivated and
willing to give 100 percent commitment. This will only happen if a good, positive
working relationship exists.
This course will assist attendees in building positive working relationships with their
people.
Description
To effectively build relationships, your participants will benefit from analysing some of
the difficult personalities they encounter and learn how to overcome the barriers that
may exist. Your participants will learn how assertiveness impacts on relationships and
discover why trust is a crucial element and a foundation to any meaningful relationship.
Topics covered:
o What is a Relationship? – Determining what a relationship is and discussing
methods of overcoming barriers in building relationships.
o Transactional Analysis – Introducing transactional analysis and examining how
our behaviours trigger behaviours in others and vice versa.
o Betari’s Box – The link between attitude and behaviour in communication and
how a circle of negativity can easily form…or, break the link and make it positive!
o The OK Corral – Giving relationships the best chance of succeeding by exploring
personal feelings and considering others
o Building Trust – Examining how trust plays a major part in building and
maintaining relationships and where opportunities exist to build trust. How to
build trust and what approach is needed to make a relationship work.
o Using Assertive Behaviour – Studying how assertive behaviour impacts on
building relationships and identifying the difference between assertive, aggressive
and passive behaviour.
Who Should Attend?
Anyone who wants to ensure good working relationships exist in their workplace.
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Bullying and Harassment
Overview
Duration: Half Day
This course covers the sensitive and important issue of bullying & harassment and is
intended for all employees.
The consequences of not training your employees on this subject could be extremely
damaging to your organisation.
This training will help develop the awareness and understanding of bullying and
harassment for attendees.
Description
Harassment and bullying behaviour in the workplace is unpleasant and offensive. It can
affect an individual’s professional performance and psychological welfare, and can be so
destructive that the effects continue after work, devastating personal lives as well as
careers. Harassment and bullying can result in low morale, increased sickness absence
or resignations.
If a complaint is made to an Employment Tribunal, or civil proceedings taken to court,
an organisation may also suffer expensive litigation, adverse publicity and a loss of
customers. It is in everyone’s best interests to have a workplace free of harassment and
bullying.
This course sets out to answer the common questions, concerns and legal implications
of bullying and harassment in the workplace. It looks at the issue of bullying and
harassment from every perspective and help provide attendees with useful advice in
dealing with issues as the victim of harassment, the organisation, or the accused.
Topics covered:
o What is Bullying & Harassment? – Identifying the legal definition as well as what
it means to the participants
o What Actions Constitute Bullying & Harassment? – Reviewing several case
studies and interpreting whether the actions might constitute bullying and/or
harassment. Also looking at the methods used and actions which could be
interpreted as bullying and harassment
o Is it Strong Management or Bullying? – Understanding the need to be cautious in
our management approach as well as providing specific advice on how to ensure
actions are not viewed as bullying

33

o The Impacts of Bullying & Harassment – Discussing the impact of bullying on
the victim, the accused and the organisation. As well as the likely impact of false
allegations
o Manager Guidelines and Individual Responsibilities – Providing specific advice
for managers and individuals to ensure that they foster an environment that
discourages bullying and harassment
o The Law Regarding Bullying & Harassment – Focusing on the legal aspects of
harassment and how cases are brought against individuals and organisations
o Handling Allegations of Bullying & Harassment – Six key actions to ensure
that participants handle allegations in the correct manner. These will support any
policies and procedures already in place
o Dealing with Bullying & Harassment Scenarios – An examination of several case
studies and the preferred actions to take in each case. This will help participants
appreciate how to deal with cases from different perspectives, i.e. if they are
harassed, if they feel others are etc.
Who Should Attend?
Anyone who manages people.
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Business Etiquette
Overview
Duration: One Day
This course has been developed to help ensure the people in your organisation are
aware of the importance of meeting common workplace standards. Participants may not
be aware how certain behaviours affect others within the organisation, and indeed how
that affects the business as a whole. Alternatively, it might be that your people need to
have honest conversations with each other to ensure they work together collaboratively.
The session will help your attendees build self-awareness and will highlight the
important parts of business etiquette and why it is such an important topic.
Description
As our day-to-day roles move from the static office based 9-5 jobs to more flexible and
remote working practices, it is becoming more important that we focus on modern
business etiquette to ensure success. Whether it is in person or over email and
telephone, it is worth thinking about our social impact and behaviours on others to
ensure we work collaboratively and effectively.
This training course has been designed to help attendees think about how they can
successfully build professional relationships in whatever environment they work in.
Attendees are encouraged to think about how they already come across, as well as how
they can give feedback to others who perhaps might need some extra support.
Why is running this building better work habits course a good idea?
Well, just imagine if your staff were better able to:
o Understand that business etiquette isn’t a fluffy “nice to have” but an integral part
of your organisation
o Think about what the impact the words they use have – both face to face and over
email
o Combat business jargon to help keep communication clear and simple
o Experience the power of listening, and understand that multitasking is a myth
o Explore their own personal impact, and work to be present in all interactions
o Demonstrate effective meeting management to optimise time and resources
o Understand how to support others who, perhaps, may struggle with business
etiquette
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Ultimately, this course allows you to nurture a workforce that is better able to work
smarter and accomplish both personal and company objectives in an efficient and
collaborative way.
Topics covered:
o What Exactly IS Business Etiquette? – A chance to explore what business
etiquette means, as well as understand the importance of it in our organisations
o Impact of the Words We Use – We will explore how our intention can be very
different to how a recipient interprets what we say or write
o Email Etiquette – How we can use email in a smarter way, whilst avoiding the
dreaded business jargon we all use in our organisations
o The Power of Listening – A look at why we listen, and how impactful empathetic
listening really is
o Exploring our Personal Impact – An exploration of Patsy Rodenburg’s “circles of
energy”, which is linked to our own personal resilience to ensure we achieve the
personal impact we want
o Effective Meeting Management – A chance to analyse how much time we spend
in meetings, how useful that time is and how we can work smarter to ensure time
and resources are well spent
o Supporting Business Etiquette in Others – Sometimes, others might be unaware
of the impact they have on others through poor business etiquette. This section
will look at why this might be, and how we can feed back to these individuals in a
supportive way
Who Should Attend?
Anyone who wants to be more aware of the importance of meeting common workplace
standards.
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Business Networking
Overview
Duration: One Day
Networking has become a crucial factor in the modern workplace. It is the most effective
method of developing your business or career and is a key component of your personal
brand. This course will teach you how to be able to build strong business relationships,
develop a level of personal credibility and increase your network of contacts to enhance
your visibility and create opportunities for yourself and your organisation.
Description
This training course will help your participants build a professional reputation and
develop a network of connections through the two key methods available to them: faceto-face and online.
Attendees will discover how to effectively combine these two approaches and create a
strategy for networking success that will generate their own community and actively
grow their personal network. This will result in an improved performance in their
approach to networking and consequently provide opportunities and prospects that will
increase their business success.
The training provides them with the tools and techniques to both plan a successful,
strategic approach to networking and develop their personal communication skills,
which will ensure they build effective business relationships.
Topics covered:
o Why Network? – Establishing the importance of networking with some shocking
statistics and an activity that defines the importance of networking to the
individual. This is followed by some insight into the key aims of a networking
strategy, what puts people off, as well as some personal revelations about
networking.
o Increase Your Business Presence – Looking at the components of a strong
business presence, including; credibility, personal brand, visibility and social
capital.
o Developing a Networkers Attitude – An exercise that clarifies the perfect attitudes
and behaviours of great networkers and comparing the participants against this.
Thus identifying areas for development.
o Face-to-Face Networking – An overview and insight into the main types of faceto-face networking opportunities available with the benefits and pitfalls of each.
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o Online Networking – An overview of the different social media and online
networking tools and how to get the best out of them. Includes; LinkedIn, Twitter,
Facebook and online forums.
o Communication Skills for Networking Success – Ensuring a good first
impression, creating an opening sound bite and writing an online profile that
promotes and engages.
o Developing a Conversation – Building on the opening sound bite and developing
a conversation through good questioning techniques and following a selection of
key networking rules. Including an activity to test and practice the skills.
o Working a Room – A fun activity that embeds and develops learning while
encouraging practice and communication. This activity covers 10 of the main
skills required to work a room.
o Breaking into a Group – Identifying body language to spot when a group or pair is
open to new people entering the conversation or would rather not encourage
participation. Knowing how to break into a group, what to say and how to remain
professional.
o Exiting a Conversation – Developing some techniques to extricate oneself from a
conversation without causing embarrassment or rudeness.
o The Follow-Up – Using a structure to identify the most important contacts
created and establishing when and how to follow up with each group. Includes
example follow-up email and a chance to develop their own.
o Creating a Network Plan – Participants are provided with a networking action
plan to review and complete. This sets them on the journey of developing their
networking skills and ensures they have a strategy and goals to target.
Who Should Attend?
Anyone who is looking to improve their networking performance, or the networking
performance of a management or sales team.
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Business Presentations
Overview
Duration: One Day
This training course will provide attendees with the skills and knowledge required to
deliver effective and persuasive business presentations that get results. It will help the
attendees present in a style that changes the way people think about the topics they
present to them while leaving the audience with key actions to take away.
Attendees will be guided on how to prepare and deliver the message with impact and
given the tools and techniques to ensure that their audience feel engaged and influenced
by their delivery.
Description
Organisations need people that can deliver persuasive business presentations.
Business presentations are about having the skills to engage and persuade an audience
and make a change in their thinking, behaviour or attitude. It’s about preparing and
delivering a presentation with impact. As the training is about business presentations, it
is clearly aimed at making a proposition and getting that proposition acted upon.
Topics covered:
o Five Types of Presentation – Establishing the five different types of presentation
and highlighting the fact that this training focuses on ‘Persuasive’ presentations
o Common Presentation Mistakes – Identifying what goes wrong with
presentations and understanding what can be done to ensure they go right
o Planning – You and the Audience – Define your expertise by developing an
effective elevator speech. Understanding your purpose as a presenter and using
this knowledge to ensure you adapt your presentation to focus on the audience
needs
o Writing Structured Content
–

The Headline – Constructing an intriguing and interesting headline that
encourages the audience to find out more

–

Developing Your Draft – Following a clear structure that enables you to
pull together a presentation draft in no time at all. This includes:

–

The Outline – This provides an in-depth structure to follow and add
information

–

Brainstorming – This process ensures you have more than enough content

–

Presentation Notes – This provides you with an easy reference tool
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–

Tell a Story – Encouraging a storytelling approach to presenting

o Being Persuasive – Using the AIDA persuasion model to move your audience to
action
o Visual Aids – Understanding the three types of visual aids and how best to use
them. Following clear guidelines when using PowerPoint presentations to ensure
you get the most out of this common tool
o Overcoming Nerves – Clear techniques to ensure you reduce nerves and avoid
stress
o Delivering Your Presentation – Improving your communication style and
appearing charismatic and cool. Getting your pitch, pace and volume right, using
positive gestures and movement to engage with the audience and build trust
Who Should Attend?
Anyone looking to improve their own presentation performance, or that of a
management or sales team.
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Coaching at Work
Overview
Duration: One Day
Coaching skills have become an important tool in the armoury of great leaders and
people that work with developing others as they encourage empowerment and selfbelief. This course solidifies that approach and puts structure and clarity around
coaching behaviours, whilst demonstrating the ability to coach without masses of
paperwork and ‘rules’.
Description
Coaching has become a critical element of team development and yet, it is rarely
understood and often implemented poorly. These training course materials will provide
your participants with a core understanding of the methods of coaching and give
them core skills that will enable them to practically carry out coaching in the workplace.
It moves away from the viewpoint that coaching must be process-driven and
bureaucratic and will help your participants appreciate that coaching is an everyday
occurrence that, when performed correctly, can be enlightening and fun.
Topics covered:
o What coaching is about…and what it isn’t about – Exploring the important
elements of coaching as well as identifying the factors that should not be included
when coaching.
o Applications of Coaching – Discussing where coaching can be applied in the
workplace
o Coaching in Practice – An in-depth exploration of coaching through a fun
activity. The participants will experience the feelings and relevant associations
that a coachee may have during a coaching session and then discuss what this
means in a practical sense.
o Relating it Back to the Workplace – Taking the learning from the previous
activity, creating a ‘coaching model’ and applying it to a practical coaching
scenario.
o Questioning – Practising this fundamental element of coaching through
discussion, practice and examples. Includes the GROW model and how it can be
used in a practical sense.
o Active Listening – Reviewing the good and bad of listening and identifying how
important listening is to the coaching process.
o Coaching in Action – A chance to practice the key skills developed throughout the
session.
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Who Should Attend?
Anyone who coaches as part of their role, or who will be coaching in the future.
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Coaching Essentials
Overview
Duration: One Day
This training course focuses on the essential elements of coaching and will give
participants a strong grounding in the best practice requirements of coaching and
ensure they are capable at applying this critical development intervention. The materials
are required training for anyone involved in the coaching process.
Description
Coaching has become a key skill in the modern workplace and its use has become
widespread. Used by managers, leaders or even in a role specifically dedicated to the
task, coaches have become one of the foundations of any successful business.
Over the years, coaching has become an increasingly popular tool for supporting
employee development. Although coaching is now widespread among employers, there
are continuing issues about how best to manage and deliver coaching arrangements in
an organisational setting.
This course will help you address this concern, by providing all the essential elements
required to give participants a strong grounding in the core requirements of coaching. It
provides advice on best practice in the coaching world, looking at the methods used to
get the best out of those being coached and how to ensure they are challenged and set
action-focused goals.
Topics covered:
o Understanding employee support and development – Identifying the different
developmental support available to employees and establishing when best to use
each type.
o Understanding coaching – Define what coaching is, when and why it should be
used, and the core skills of an effective coach.
o Bringing about change – An identification of the different levels of change using
‘Hargroves – Masterful Coaching’, what this means during personal development
and how to implement; incremental, fundamental and transformational
coaching.
o Coaching competencies – Recognising the competencies required for effective
coaching, what the observable behaviours are and how to apply them.
o Roles and responsibilities – Establishing the roles and responsibilities of both the
coach and the client during the coaching process.
o How adults learn – Using Malcolm Knowles ‘characteristics of adult learners’ to
describe the four principles of adult learning and then reviewing how to apply this
knowledge to coaching.
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o The stages of learning – Describing the stages of learning (unconscious
incompetence, conscious incompetence, conscious competence and
unconscious competence) and using it to impact coaching sessions.
o Learning styles – Identifying the different learning styles and adapting their own
style to meet the needs of the client. Includes a learning style questionnaire to
identify their own style.
o Motivation – Describe what motivates individuals and how to find solutions to
lack of motivation (includes TED talks video clip). Case study to apply learning.
o Questioning techniques – How to use different types of questions to get the best
out of the coaching session.
o Active listening – Identifying active listening skills and then applying and
demonstrating this learning through an active listening activity.
o Giving feedback – Understand the different feedback types and how to give
effective feedback.
o The GROW model – Review this popular coaching model in preparation for
applying it to their own coaching session.
o The Benning model – Describe the stages of the coaching conversation using the
Benning model in preparation for applying it to their own coaching session.
o Coaching practice session – A chance to apply the learning from the training
course with full observation and review.
Who Should Attend?
Anyone who wants to develop their coaching skills in either a formal or informal
environment.
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Coaching Skills for Managers
Overview
Duration: One Day
This Coaching Skills for Managers course will help develop the coaching skills of
supervisors, team leaders and managers and ensure they can coach effectively.
Description
When the pressure is on to meet targets and managers are rushed off their feet, coaching
is usually the first task to get dropped. Yet coaching is essential to building successful
teams.
Coaching can even be seen as fluffy and unnecessary by ‘old school’ managers. Even if
your management team understands the importance of nurturing the best out of their
team, coaching can often be done in an unstructured and ineffective manner.
Well not any more. With this training, attendees will have the tools needed to coach
effectively. The benefits of coaching are:
o Improve the individual skill levels of their team members.
o Ensure everyone in their team is operating at equally high standards.
o Understand individual strengths and weaknesses, to help shape team dynamics.
o Get to know individual work styles, to more easily gain consensus for common
goals.
o Structure coaching efforts for maximum effect.
o Support their team members in their learning, enabling them to develop the
skills, knowledge and attitude necessary to successfully deliver their job
responsibilities and goals.
Topics covered:
o What is Coaching? – A review of what coaching is, and the key skills required of a
good coach.
o My Experience – A look at the participants own experience of having been
‘coached’ in the past. Examining their feelings and the positive and negative
aspects.
o Mine Field – A fun activity that allows participants to practice the skills of a coach
and review the learning points.
o Coaching Principles – Understanding the core principles that underline an
effective approach to coaching for a manager.
o The Manager as Coach – A look at the role of the manager and how coaching fits
into this.
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o The Fundamental Skills of Coaching – Underlining the manager's role as coach
by introducing the fundamental skills required and how this applies to them.
o The Coaching Environment – Examining the environment in which positive
coaching can take place. One where staff feel challenged and supported enough
to achieve positive results.
o A Procedure for Coaching Success – Providing participants with a set structure to
create a results-driven environment in which coaching plays an integral part.
o The Coaching Conversation – Explaining the GROW model and specific
questions based around this to enable participants to carry out effective coaching
conversations. There is also a chance to put the skills into practice.
o Questioning – Looking at different questioning methods, the advantages of each
and asking participants to provide examples.
o Whose Agenda? – Encouraging the participants to help the coachee explore issues
by encouraging rather than telling. A chance to practice their questioning in a safe
environment.
o Active Listening – Understanding what active listening is and how to ensure they
use it.
o Coaching Opportunities – Identifying what coaching opportunities there are in
the workplace and then applying the skills from the course to a coaching practice
session.
o Review of Session – Creating an action plan to embed learning.
Who Should Attend?
Managers who coach as part of their current role, or who will be coaching soon.
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Commerciality – Business Planning
Overview
Duration: One Day
This training course is aimed at anyone who is involved in developing and planning for
business. It can be used to assist people who are starting out in business or those that
are well established.
The course can also be used to help teams understand that they must think
commercially to help grow business and survive in today’s competitive market.
Description
This course has been designed to help participants develop their business by looking at
the issue of commerciality. The key drivers of commerciality are customers, the
competition and stakeholders. How they interpret these demands and respond to their
needs on an ongoing basis will determine the sustainability of their business.
Topics covered:
o Setting the scene – An exercise that gets delegates to think about how their
business is viewed, both internally and externally. What are their customers
saying about them?
o What is Commerciality? – Establishing what commerciality is and why it is
important to the success of a business.
o What does the future look like? – A follow on from the ‘setting the scene’ exercise
that gets delegates to look at how they would like their business to look in the
future.
o What’s the vision for your business? – Developing a clear understanding of what
the business is and what they want it to be using practical questions.
o My Vision – Defining their vision in a clear statement and assessing this statement
against achievability, buy-in, clarity etc.
o Developing Your Business – Establishing what makes a business successful and
identifying specific means of developing their business. Use of ‘Tesco’ as a model.
o Influencing Factors – Performing a SWOT analysis to determine the internal and
external influences on the business and creating key actions from this.
o Continuous Improvement – Viewing the Customer Experience Transition model
and understanding that ‘Exceptional’ becomes ‘Standard’. Identifying what they
can do that is exceptional.
o Innovation – Understanding the barriers to innovation, it’s importance and how
to follow a process for innovation.
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o Review – A fun exercise that brings the learning together and reviews the session.
Who Should Attend?
Managers who want to be identify the ‘vision’ for the business, and plan how
organisational goals can be achieved.
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Communicating Difficult Messages
Overview
Duration: One Day
This course has been developed to help attendees improve their abilities
in communicating difficult messages. It will help them to identify the best method of
relaying information considering the message and the individuals involved and enable
them to expand their communication skills through practical application.
There is also a focus on helping attendees to handle the communication of difficult
messages to sometimes-difficult individuals. The key aim is to ensure participants have
the confidence, knowledge and skills to effectively communicate to their teams.
Description
Everyone is required to communicate a difficult message at some point in their career.
How this message is received is dependent on several factors, and the outcome of a
poorly delivered message can be catastrophic for a business.
This course will ensure attendees are equipped to deliver difficult messages effectively
while coping with awkward behaviours within the team.
Topics covered:
o Methods of Communication and How Best to Use Them – This interactive
session looks at the different messages that the participants might be required to
deliver. The participants are then encouraged to consider the best method of
communicating that message.
o Preparing to Communicate:
–

What People Want – The five elements that the receiver of a difficult
message needs to be satisfied and how to meet them.

–

Structuring Your Message – Reviewing a set structure for delivering a
message and how it works in practice.

–

Internal Statements – Examining our internal statements and how our
thoughts affect our actions. What to do to overcome this.

–

Awkward Behaviours – Identifying why people act the way they do and
establishing methods of managing difficult personalities.

o Facilitation Skills – Playing the role of facilitator as opposed to simply
‘presenting’ information to your team. The effectiveness of this approach.
o Preparation for Communication – A chance to use the skills learnt to prepare for
communicating a difficult message.
o Communication Practice & Review – Practising communicating a difficult
message with peer review.
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Who Should Attend?
Anyone who may have to pass on difficult messages to colleagues.

50

Complaint Handling
Overview
Duration: One Day
This course will help front-line staff to deal with complaints in a straightforward and
effective way.
Our approach takes attendees through a number of activities to suit all learning styles
and to ensure that the lessons learned stick long after the course is over.
Description
Complaints are a common factor for all businesses. Customers will always demand good
value and equally effective service. Complaints can make or break an organisation,
particularly now that the internet provides such an easy forum for customers to air their
grievances. We need to ensure that our people are skilled in handling complaints. Not
only will this help to solve problems as they arise but will also help to improve our
business as a whole.
Customers are the key element of any thriving organisation, and if you don’t keep them
satisfied, they will simply go elsewhere for the products and services you provide. It’s a
simple fact, but one that is so often overlooked by organisations and the people who
work for them.
This course will provide attendees with the skills, knowledge, and awareness necessary
to display a positive approach when communicating with customers.
Topics covered:
o Why are complaints good for business? – In this activity, participants consider
why complaints are good for business and why unhappy customers should not be
discouraged from complaining.
o How to make a bad situation even worse – Participants discuss ways in which
they can ensure that they handle their complaints badly and then relate this to
their own experiences handling complaints.
o Turning Complaints Around – Participants are introduced to our complaints
handling approach called AURA. They then work through a case study to help
them apply AURA practically.
o Complaint Handling Skills – Using empathy, understanding, self-control and
listening skills to positively resolve a complaint
o Hostility – It is inevitable that some complainants will be hostile, and this session
provides participants with some tips to help them handle hostility.
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o Personal Abuse – Hostility can spill over into personal abuse. Participants learn
how to handle this professionally by listening to a situation and discussing how
they would handle it.
o Complaint Handling Practice – Participants have the chance to practice the
techniques they have learned using our simulations.
Who Should Attend?
Anyone who is customer facing and/or may receive complaints from customers.
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Conflict Handling
Overview
Duration: One Day
This conflict handling course is ideal for training anyone that must deal with conflict
regularly. But because from time to time we all have to deal with conflict, this is a course
for everyone in your organisation.
Description
Conflict can be hugely damaging to the success of your organisation. At a high level,
disputes can literally tear a company in two. But anywhere conflict arises, it creates a
tense and unproductive work environment.
Teams that can resolve conflict, are a winning combination of people. Much of business
success is about overcoming problems successfully, so why would you not want people
who resolve conflict effectively? Conflict handling is useful across a business:
o Senior leadership teams – differences of opinion here can be crippling to an
organisation, ensuring those involved in high-level strategy and decision-making
can overcome conflict is crucial to agreeing on, and achieving, organisational
goals.
o Conflict within teams – people fall out for all sorts of reasons. When you spend a
lot of time with people, its human nature to occasionally irritate one another.
Knowing how to recognise, understand and resolve conflict is vital.
o Customer-facing employees – conflict resolution is a vital skill to retain customers
and find positive solutions (sometimes in the most challenging of circumstances).
o Buyers and sellers – can secure more favourable terms by being able to handle the
sometimes confrontational nature of striking deals.
o Credit control departments – disputes about debt and money are common and
need to be positively resolved.
So, you can see that your organisation will benefit from training your people in conflict
handling, for any job role and level.
The benefits are widespread and tangible.
o People are better able to create positive relationships and a happier work
environment. Bad work relationships don’t just affect those directly involved, they
send negative ripples across teams and departments.
o People are empowered when they can rise above and resolve conflict. It creates a
sense of confidence among teams, that they’re in it together and nothing can stop
them.
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o Save money – conflict costs your business money. HR resources, management
time dealing with issues, disciplinary measures and even employment tribunals.
o Increase productivity – Workplaces that can resolve conflict are more
collaborative and unite around common goals. Besides, the amount of staff time
wasted arguing, gossiping and pulling in different directions can be very costly.
Topics covered:
o What is conflict? – Helping participants to understand and appreciate how
conflict occurs, whilst reviewing their own experiences.
o How to spot conflict – Looking at the tell-tale signs and the more predictable
behaviours inherent with conflict.
o Why conflict can be difficult to resolve – A look at the behavioural aspect of
conflict. How our desires drive our behaviour and what this means.
o Positions and Interests – A further exploration of how people focus on positions
when working on interests can produce better results. Supported by an excellent
training game.
o The stages of conflict – Plotting the typical path that a conflict follows and
relating this to participant’s own experience.
o The five methods of managing conflict – Exploring the methods individuals use
to manage conflict, which are: Avoiding, Accommodating, Forcing,
Compromising, Collaborating.
o Resolving conflicts you are involved in:
o Skills required – Identifying and discussing the key skills.
o Conflict resolution model – Following a set method of resolution.
o Personal conflict situation – Applying skills to a personal situation.
o Negative responses – Coping with typical responses.
o Practice – A chance to demonstrate and practice in a safe environment
o Resolving conflict between others – How to manage the process of helping others
resolve conflicts without becoming embroiled.
Who Should Attend?
Anyone who may face situations with conflict at work.
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Creative Thinking
Overview
Duration: One Day
This training course has been developed for everyone in your organisation who may
struggle with ideas generation. They may not have confidence in their suggestions or get
frustrated if they can’t come up with solutions for challenges on the spot. Alternatively, it
might be that high performers want to stretch themselves and find new ways to
creatively problem-solve and become innovators within your organisation.
Description
The traditional office life doesn’t always leave a lot of space for creativity – we have
deadlines, projects and meetings all vying for our attention. It sometimes feels easier to
do what we’ve always done to ensure we are hitting those KPIs or targets. However, if we
can apply creative thinking to our work, we can unlock more meaningful, efficient and
exciting results which can alleviate stress personally, whilst positively impacting the
bottom line for the company.
With this in mind, this course has been designed to equip attendees with the techniques
to solve problems creatively in the complex, hectic reality of everyday life.
Topics covered:
o What is creativity? – A chance to explore what we mean by being creative, and
the difference between convergent and divergent thinking. Includes YouTube
video.
o Where are you at your most creative? – We all have common places where we
have our most creative thoughts, but we may not notice the patterns. A chance for
participants to explore this in depth.
o How our brain works – Our brains receive an inordinate amount of information
each second. Participants will explore this, and the best “brain state” to aid
creative thinking.
o The paper-clip test – An enjoyable exploration of how much divergent thinking
participants possess.
o Convergent thinking – what river am I in? – Exploration of just how easy we fall
into convergent thinking patterns, and how we can use simple tools to break
these.
o Different roles in creativity – We need different types of thinking to help us
formulate a creative idea – a chance for participant to practice this.
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o Mindsets – Sometimes, we are stuck in convergent thinking patterns due to our
mindset; utilising Carol Dweck’s work, it is a chance to reflect on our own
mindsets and how they affect our creativity. Includes YouTube video.
o The Marshmallow Challenge – A chance to put together everything participants
have learnt in the ultimate creative test! Includes YouTube video.
o Action planning – Putting together a plan for future improvement.
Who Should Attend?
Anyone who wants to learn how to apply creative techniques and become more
innovative in their thinking.

56

Crisis Management
Overview
Duration: One Day
A good crisis management process will help identify threats to an organisation, its
stakeholders and customers as well as providing structure to deal with a crisis when it
does occur. This course will teach attendees how to manage a crisis effectively to help
ensure that any damage to an organisation is limited and that in post crisis the business
can develop and grow.
Description
This course is designed for anyone that might have to deal with or be prepared for a
crisis within their organisation. This could mean members of the crisis management
team or simply managers within the organisation that should have a strong awareness of
the process and requirements for dealing with a crisis.
A crisis is defined as any situation that threatens to harm a person or property, disrupt
business, negatively impact an organisation or damage its reputation. The role of crisis
management is to help manage these situations when they occur, or where possible,
avoid them happening altogether.
Topics covered:
o Types of Crisis – An examination of the types of crisis that can befall an
organisation with an activity that begins to identify the crisis that could be
specific to the participant’s organisation. This is an excellent starting point to help
participants understand the potential for crisis within their organisation and what
vulnerabilities there are.
o Stakeholder Identification & Analysis – Crisis management is all about keeping
stakeholders informed and engaged while mitigating the impact of the crisis on
them. This session helps identify who the stakeholders are, how they need to be
kept informed during a crisis and mapping the relationship.
o Crisis Prevention – The best way to manage a crisis is to avoid it altogether. This
section covers the different audit reviews an organisation should make. It also
provides a structured audit review checklist document and allows the participants
to practice its use. Where an audit review document already exists, the
participants will be encouraged to review their own version.
o Crisis Planning – Participants are provided with a structured list of the contents
of a full crisis planning document, which explains each requirement, what should
be included and why. They are also tested on this knowledge through key
questions aimed at their understanding.
57

o Crisis Strategy Checklist – This is a key document that should be included in with
the crisis planning documentation. We provide this and review how to use it and
what the benefits are.
o Crisis Response – When a crisis occurs, it’s imperative that employees know how
to respond. This session looks at the key elements to an effective crisis response.
o Demonstrating Credibility – Using a simple process to identify what to say and
how to say it.
o Dealing with the Media – A key set of considerations to make when dealing with
the media and a review of the alternatives to talking to the media.
o Internal Communication – A key element that is often overlooked. Employees are
a key stakeholder and should be kept informed during a crisis. Here we explain
how.
o Creating a Crisis Message – Providing a full description of the methodology
behind formulating a crisis message, followed by a chance to create their own
crisis message and review its effectiveness.
o Crisis Recovery – What to do after the crisis has abated. Identifying the damage,
knowing what steps to take next, and taking a post-crisis review. This document is
provided and participants get the chance to review and practice with this.
o Online Reputation Management – Managing damaging information provided
over the internet, dealing with social media and its influence, and managing
online threats to your organisation.
o Crisis Practice – Case Study – Bringing all the skills together in an exploration of
the crisis management process through the eyes of an organisation that went
through this. A chance for participants to test their knowledge, consider their
approach and practice ideas in a safe environment.
Who Should Attend?
Managers or leaders looking to implement a crisis management process, or anyone who
wants a background in crisis management.
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Critical Thinking
Overview
Duration: One Day
This course has been developed for everyone in your organisation who may need time to
stop, take stock and develop more rational, critical thought before jumping into tasks
and projects. They may only rely on gut instinct or be affected by assumptions in the
workplace. Alternatively, it will help others who already have some critical thinking skills
but may need to develop new tools to make them even stronger.
The training course will build self-awareness and will highlight the important parts of
critical thinking and why we need it.
Description
Critical thinking is becoming one of the top skills employers look for in their workforce.
However, we live in a digital age where our expectation is that we have all the answers
we want at our fingertips twenty-four hours a day, seven days a week. Because of this
Google mentality, many of us no longer need (or indeed have the patience) to step back
and just think. This ability, to think critically, is a skill that many employees currently
lack and as such, can often be the reason why many businesses fail.
This training course has been designed to help attendees to start to hone their critical
thinking skills. The course will explore the characteristics of great critical thinkers, whilst
providing simple tools which will enhance their thought process to ensure assumptions
aren’t the only perspective they are working from.
Imagine if your staff were better able to:
o Realise the importance of critical thinking, and define what it means
o Measure how they stand against characteristics of critical thinking, and look at
how they can develop these
o Combat assumptions and biases that could be holding them back
o Break down and clarify business briefs, so they get it right, first time
o Use Bloom’s Taxonomy to structure their thoughts, tasks and projects for
business success
o Ultimately, this course allows you to nurture a workforce that is better able to
work smarter and accomplish both personal and company objectives in an
efficient and collaborative way.
Topics covered:
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o I’m already a critical thinker…right? – A chance to explore what we mean by
critical thinking, and a deep dive into the characteristics that form great critical
thinkers
o What gets in the way of our thinking – An exploration of the blockers for critical
thinking, with a focus on the assumptions we make, and why we make them using
neuroscience
o Bloom’s Taxonomy – An introduction to Bloom’s Taxonomy and why it is
important for critical thinking
o The first skill – can I even remember it? (Remembering) – A look at how we
remember, as well as a simple tool to help aid this when reading or listening
o I’ve remembered, but do I get it? (Understanding) – An experiential session to
put the power of understanding to the test!
o Let’s get experimental! (Applying) – A chance to apply and experiment with
something we have learned, and a look at why this is important
o Taking a closer look (Analysis) – An exploration into Root Cause Analysis, and
how it can help us in the workplace
o Evaluating what we know (Evaluating) – Using SWOT and PEST Analysis
methods, a chance to evaluate their own business challenges against the current
climate
o Let’s create a masterpiece! (Creating) – Another experiential session, utilising
everything they have learned today
Who Should Attend?
This course has been developed for everyone in your organisation who may need time to
stop, take stock and develop more rational, critical thought before jumping into tasks
and projects.
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Customer Care on the Telephone
Overview
Duration: One Day
This course will help develop the customer service skills of any telephone-based team.
They work well with…
o Anyone who communicates with customers on the phone.
o Particularly effective for workers in a call centre environment.
o Those involved with negotiation or conflict resolution on the phone.
This customer care training has many applications and can be used to develop scenarios
where people need to speak to customers on the telephone.
Description
Do you sometimes hear your staff or customer service teams on the telephone dealing
with unhappy customers and cringe a little, wishing they had handled the situation
better?
Customer service is vital to a company’s reputation. It’s not just a question of reacting to
customers, it’s about understanding and defining what they really want – even when
they’re not sure themselves.
By attending this course, attendees will develop the outstanding customer service
standards modern customers expect. You can sit back with the peace of mind knowing
your delegates are treating customers with the very best of care, and that can only be
positive for your reputation.
Topics covered:
o Customer Service in Business – Here we look at the benefits of being customercentred. Focusing on how we perceive customers now to understand the
importance of customers for the business.
o Understanding Customer Needs – Service is a very personal thing, and our
opinions about the service we receive are individual to us. To be in with any
chance of succeeding, we at least need to know what our customers expect from
us.
o How We View Things – Understanding that everyone’s reality is different.
Responding to the needs of our customers without letting our emotions cloud our
judgement.
o Being Assertive – Focusing on how assertive we are and recognising that being
assertive is the key to dealing with customer situations. Looking at five steps to
assertiveness.
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o Three Key Communication Skills:
o Rapport – Identifying how to build and maintain it.
o Active Listening – What are the barriers? How do we overcome them? Testing our
ability with a fun exercise.
o Effective Questioning – Moving away from Open/Closed and looking at four key
questioning methods.
o Voice and Language – Looking at ways to improve our tone of voice over the
phone.
o Words and Recognition – Identifying ‘Negative’ statements we use and hear dayto-day and reframing them.
o Different Types of Customer – A chance to look within ourselves and examine
our behaviour with customers and adapt it to improve communications.
o Meeting Customer Needs – Using the three steps to recommendation.
o Not Another Complaint – Examining the reasoning behind complaints through
discussions.
o A Pig of a Complaint! – A fun exercise with an important message. This part of the
session is summarised with a specific process for dealing with complaints.

Who Should Attend?
Anyone in a customer-facing role.
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Customer Service Excellence
Overview
Duration: One Day
This training course has been designed to enhance your organisation's customer service
offering and focuses on tangible actions that participants can take back to the workplace
and implement quickly and easily.
Description
The methods contained within the training course materials are easy to work with, no
matter what type of organisation participants work for, or their level within it. It’s about
going from good to great.
Topics covered:
o Reverse Brainstorm Icebreaker – Focuses on the customer’s experience of
customer service in a light-hearted way that warms them to the topic and
identifies initial gripes that can be addressed.
o Measuring Customer Service – Using a clear development tool to measure
current standards of customer service and identifying areas for improvement.
This tool is also provided in a format that can be taken back to the workplace for
further customer service measuring and improvements.
o My Customer Service Brand – Establishing what level of service each individual
would like to offer and what they would like customers to say about them,
followed by actions to make this happen.
o The Customer Service Journey – Detailing the customer’s journey within each
participant's organisation and identifying touchpoints where service can be
improved, altered or adapted. The key challenge here being ‘how are you going to
do that?’
o Managing Customer Expectations – Understanding customer service expectation
levels and focusing on the five key areas of customer service; Reliability,
Assurance, Tangibles, Empathy and Response.
o Customer Complaints – Establishing why they occur, what can be done about
them, and how we can stop them from happening in the first place. Supported
with a clear process for dealing with customer complaints.
o Difficult Customers – Looking at why customers can seem difficult, what can be
done about it and the behaviours we should display when dealing with difficult
customers.
o Gremlin in the Works – A fun activity that brings together the key learning points
and challenges participants to identify and resolve issues in a customer process
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simulation. These can then be applied to the individual's work processes and
used to create actions.
o Excellent Actions – A collection of the key things that customers consider to be
important in customer service and how participants can apply them to their
behaviours and take the actions back to the workplace. This activity leaves
participants with ideas buzzing round their head as the session closes out.
Who Should Attend?
Anyone who wants to learn how to:
o Clearly identify the do’s and don’ts of customer service and measure themselves
against them
o Describe the important part that being customer-focused plays in ensuring the
success of their organisation
o Build their customer brand, fill gaps in service and develop methods of creating a
great customer experience
o Follow clear techniques to help manage difficult customer issues effectively, and
even clearer techniques for avoiding them in the first place.
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Dealing with Challenging People
Overview
Duration: One Day
This course has been developed for everyone in your organisation who may face difficult
working relationships. It provides the knowledge and awareness to help participants
work positively with those around them, whilst also ensuring they keep calm and in
control if things heat up.
The training course will help build self-awareness and will highlight the important
elements of creating positive workplace relationships.
Description
Innately, humans are social beings. However, it is only natural that we sometimes
struggle to get along with everyone around us, especially in the workplace. What we
tend to forget is that we are assigned work colleagues – we don’t ordinarily have the
opportunity to choose them as we can in our personal life. Thus, we have to find ways of
working together.
This course has been designed to give attendees the skills to work with those people that
may be considered a “challenging person”. The skills are mainly aimed at workplace
relationships, but they will have the added advantage of helping with personal
experiences. The participants will also be given the opportunity to look in the mirror; is
that person REALLY challenging, or is their mindset closed to the possibilities of what
the person has to offer. How is their behaviour exacerbating a potentially toxic
relationship cycle?
Dealing with challenging people is something we all have to do at some point in our
working life, but it is often difficult to know how to go about managing the situation in
such a way that problems do not escalate beyond our control. This course has been
developed to help take the guesswork out of navigating workplace relationships.
Topics covered:
o Judgements – Starting with Us – This session gives participants the opportunity
to look into how readily we judge people on a day-to-day basis, what the danger
of this is and how we can overcome it. This also includes a focus on unconscious
bias and how it can influence us without us even knowing. TED Talk video used.
o Building Trust – Trust is integral in all our relationships. Here we look at the
facets of what makes up trust, and how we can improve upon these in certain
relationships. Includes ‘The Trust Equation’ that helps focus on elements of trust
that may be missing in relationships.
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o Emotional Bank Balance – Using this popular approach to understanding
relationships, we will explore what do we need to do to make sure we’re “crediting
our bank balances” with others.
o Empathy – Not Such a Soft Skill – We will explore what we mean by empathy and
why it is important in ALL of our interactions. Includes a video from NOVA
scienceNOW and several activities to embed the learning.
o Whose Agenda is it Anyway? – Sometimes the situation we are in can erupt into
conflict. Here we will look at how it may arise and what we can do about it.
o Back to Balance – Sometimes in the heat of the moment in a challenging
situation with a “difficult” person, emotions run high and looking at the situation
rationally and with empathy is nearly impossible. Here, we will explore practical
tips on how we can ensure we stay calm in these situations.
Who Should Attend?
Everyone in a customer-facing role.
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Dealing with Phone Rage
Overview
Duration: One Day
This course on phone rage will help develop the customer service skills of any
telephone-based team and helps the participants learn how to deal with and handle
difficult telephone calls.
Description
The majority of calls that are taken by call centres, helpdesks and businesses in general
will pass without incident. However, there are occasions when a call may become
difficult, and it may be necessary to deal with a caller that has become angry for
whatever reason.
In these situations, it is important to utilise skills that will help defuse the emotion from
the call and eventually move it towards resolution. When badly handled, anger can turn
into rage with devastating consequences.
This course will help attendees to review the reasons why callers may become difficult
and provide practical methods of overcoming these challenging telephone scenarios in a
professional and courteous way.
Topics covered:
o Crossing the Line – Anger Vs. Rage – Personal experiences of anger and when this
spills over into rage
o Causes of Rage – What causes rage in general and over the phone. Including the
top ten phone rage triggers
o Dealing with the Angry Caller, A.L.E.R.T. – A simple process to improve call
effectiveness and eventual customer satisfaction
o Acknowledge the Anger – Using empathy techniques to subdue the caller and
move the call on to a stage where it can be dealt with
o Listen – Gaining understanding for the customers concerns through active
listening and allowing them the opportunity to air their emotions
o Establish the Facts – Identifying the key points behind a callers concerns
and removing the emotional element to resolve the issue
o Recap – Summarising the customers points in a way that establishes a sense of
purpose and allows them to acknowledge their feelings and realise that you are
there to assist them
o Take Action – Realising that you have a big part to play in moving callers to a
positive solution and that it is up to you to take responsibility
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o Turn Negatives into Positives – Focusing on the statements we make and what
might cause a customer to get angry. How can we alter our language?
o Attitude – Accepting that we have a responsibility to display the right attitude
from the start, and it is only through demonstrating this that we will effectively
improve our conversations
o Personal Coping Techniques – Methods of managing our own stress levels and
ensuring we do not become too affected by the raging caller
o Enough is Enough – Realising that there is a time when we must give up on a
caller and providing specific techniques for managing this
o Benefits of Dealing with Rage – Focusing on the positive effects that handling
difficult callers effectively has on the individual and the organisation
All content is designed in such a way as to make it interactive and inclusive throughout.
Who Should Attend?
Anyone who communicates with customers over the phone.
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Dealing with Redundancy
Overview
Duration: One Day
Many employers are facing the hard commercial reality of job cuts to their workforce.
This course affords organisations the ability to provide an affordable post redundancy
support service through the delivery of practical, contemporary and constructive
materials.
Description
These training course materials have been designed to first address the emotional
impact of redundancy on the individual before moving on to introduce a planning and
problem-solving model for easy application by any participant. With these foundations
in place, the practicalities of job searching, applications, CV’s and interviews are tackled
before the training course concludes with some motivational and supportive guidance
and useful references.
As well as the usual training material documents, this course provides several useful
handouts and exercises relating to dealing with redundancy, such as CV template, cover
letter and application samples etc.
Topics covered:
o Looking After Number 1 – Reacting to News of Redundancy – in this opening
section we consider the external factors that affect how individuals react to the
news of redundancy with a view to rationalising matters and providing focus
o Looking After Number 1 – How Does it Feel? – moving on from the first section,
here we examine the emotional aspects of redundancy, addressing them
appropriately and clearing the way ahead to deal with future practicalities
o Planning – Where are you Now? – we take a simple but practical planning tool to
begin assessing finances, career achievements and responsibilities
o Planning – Where do you want to be? – now we move on to outline aspirations
and needs for the future, identifying blocks and applying an effective problemsolving technique to achieve progress
o Planning – How Will you get There? – this section completes the planning model
by established the practical steps that are needed to put into place the plans made
in the previous 2 planning sections
o Job Searching – we consider all the appropriate options for maximising results
when seeking employment Applications – the ‘nuts and bolts’ of job applications
are assembled here, including application packs, application forms, job
descriptions, person specifications and covering letters
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o CV Preparation – here we consider how to create an effective and high-impact CV
o Networking – we look briefly here at the types and merits of networking to
achieve progress after redundancy
o Interviews – this section de-mystifies the format and types of interviews that a
prospective employer might use
o Interview Skills – a practical session geared towards thinking things through from
a creative perspective and with a view to building confidence
o A New Direction? – re-training, qualifications, voluntary work and working for
yourself are all discussed here for those who may be considering a post
redundancy change of direction
o Staying Focused – our closing session provides motivational and practical tips on
keeping things together and being realistic about the future.
Who Should Attend?
Anyone dealing with redundancy, or who will support a group of people who are dealing
with redundancy.
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Decision Making
Overview
Duration: One Day
Decision-making is one of the most important skills to have in business, regardless of
your position at work because it is only through making decisions that there can be any
change, improvement, development, or enhancement of people, processes, products
and outcomes.
Therefore, this training course is suitable to develop people in a variety of different roles.
Description
Decision-making plays a fundamental role in both our business and personal lives. At
work, it is a key component of problem-solving which is a challenge that is constantly
faced. Those employees who can master the skill of making decisions are the very people
who take the business forward and, in doing so, develop their career.
Decision-making is regarded as a combination of thought processes that result in the
selection of one course of action from several possible alternatives. Some decisions are
so routine that you make them without even thinking about it. But difficult or
challenging decisions demand more attention, consideration, and a more formalised
approach. There are processes, tools, and techniques that can be used to improve your
decision-making process. These decision-making training course materials will help
participants to define decisions, explore alternatives, and give them the skills needed to
make decisions competently and confidently.
Topics covered:
o Introduction, Objectives and Expectations – Setting the scene for the training
intervention, understanding the needs and wants of the participants and using an
activity to better understand the types of decisions participants need to make and
get to know each other better.
o Classifying Decisions – Using different systems to classify the different types of
decision we make and prioritising them accordingly.
o The Decision-Making Process – Identifying a decision, and evaluating
alternatives before selecting the ‘best’ option. Following a set route to decisionmaking, which can be followed in part or completely, depending on the type of
decision to be made.
o Deciding How to Decide – Exploring the Vroom-Yetton-Jago Decision Model,
which provides a useful framework for identifying the best decision-making
approach to use in different situations. Do you make the decision yourself? Or
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include others? If involving others, how should you approach the task? Uses a
case study to help embed the learning and practice skills.
o Evaluating Alternatives: Plus-Minus-Implication – Evaluating alternative
decisions and establishing which decision is best to take based on key facts and
information. PMI is an important decision-making tool, and this section explores
the model and provides an opportunity to practice.
o Evaluating Alternatives: Paired Comparison – Similar to Plus-MinusImplication, Paired Comparison Analysis involves working out the relative
importance of different options. The tool provides a framework for comparing
each option against all others, and helps to show the difference in importance
between different factors. Again, this section provides information and an
opportunity to practice.
o Team Decision-Making – Exploring how to make effective decisions as a team,
ensuring that the process runs smoothly and decisions and agreements are found
in a constructive way.
o Decision-Making Traps – Identifying the common pitfalls to decision-making
and what can be done to avoid them.
o Decisions and Outcomes – Establishing the difference between decisions and
outcomes and highlighting that a good decision does not always mean a good
outcome and vice versa. This section uses popular examples to emphasise the
point.
o Reviewing Decisions – Considering the results of decision-making and the
outcomes, and evaluating whether it has resolved the need identified at the start
of the decision-making process.
o Summary and Action Plan – A summarising activity and referral to action plans.
Who Should Attend?
Anyone with responsibility for making decision in the workplace.
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Developing Resilience
Overview
Duration: One Day
Resilience is now recognised as an essential competence to demonstrate in the
workplace. In the increasingly complex context of today’s working environment, the
resilience of individuals, and organisations becomes critical for business success.
Therefore, this course is suitable for all employees.
Description
Resilience is the ability to cope with the challenges, problems and set-backs we face in
life, and to become stronger because of them. It relies on different skills and draws on
various sources of help, including rational thinking skills, physical and emotional health,
and an individual's relationship with those around them.
Developing resilience means overcoming and developing from workplace setbacks. It
allows an individual to focus on their wellbeing by taking a positive mindset and
avoiding getting overwhelmed by issues when they arise. The aim is to be able to bounce
back from adversity and accept the challenges that the workplace can bring. We all have
the ability to develop personal resilience, and this course aims to help attendees tap into
the skills required.
Topics covered:
o Why is Resilience Important? – Exploring why resilience is important to us as
individuals and the attributes of resilient people. Identifying the participant's own
resilience levels and how they currently cope with workplace challenges.
o Positive Vs. Negative Thinking – Reviewing a case study that explores how
negative thinking can impact on how a negative reaction to a minor setback could
escalate negative feelings and affect how work is approached. Completing a
questionnaire to establish what type of thinker the participant is.
o The Three Dimensions – Understanding; Permanence, Pervasiveness and
Personalisation and the individual’s ability to ‘bounce-back’. This links back to
the previous questionnaire and poses several questions that help the participant
to focus on areas of improvement for the future.
o Overcoming Negative Thinking – The ABC Technique – Looking at; Adversity,
Beliefs and Consequences and how understanding this process can help someone
overcome negativity. Introducing an exercise that encourages participants to turn
negative thoughts into positives.
o The Ladder of Inference – This model identifies our natural tendency to react to
situations based on our experiences and beliefs. So here, participants are
73

encouraged to use this model to focus on the facts of a situation and avoid adding
their interpretation. Includes the chance to both explore the approach and
identify with personal experiences.
o Locus of Control – This model explores the idea that individuals perceive issues
either from an internal or external perspective (things happen to them, or
because of them). The model is introduced and participants explore an exercise
that identifies their outlook and the effect this might have on them. Includes tips
on being more internally driven.
o Levels of Resilience – Exploring the relationship between individual and
organisational resilience and where there might be some crossover.
o The Resilience Grid – Several examples of the resilience grid for individuals and
organisations and the chance to complete a grid to define what they can do to
improve resilience in both areas.
o Developing Emotional Intelligence – A look at some key areas of emotional
intelligence that can gain ‘quick wins’ for personal communication and resilient
behaviour. In-depth exploration of five key skills of emotional intelligence that
can improve personal performance.
o Helping Others to Become Resilient – An activity that explores the opportunities
to help to encourage others to increase their personal resilience.
Who Should Attend?
Anyone who wants to better understand resilience and its benefits in the workplace.
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Discipline in the Workplace
Overview
Duration: One Day
The content of this course is suitable for anyone who is required to deal with disciplinary
procedures at work.
The training will break down the various elements of the processes from informal to
formal right through to appeals and will provide clear guidelines on how to approach the
difficult subject of discipline in the workplace
Description
Discipline in the workplace has a pivotal role to play in any organisation. Used correctly
and fairly, where appropriate, discipline can ensure that employers, customers,
suppliers and employees are protected from any misconduct that may occur within the
workplace.
This course sets out to look at how to identify where disciplinary procedures and rules
help with employee relations and promote fairness and consistency in the treatment of
individuals. They will provide clear guidance on the procedures that should be followed,
whilst ensuring participants understand best practice and how to resolve issues early
and effectively to minimise the impact poor discipline can have on a business.
Topics covered:
o ACAS Code of Practice & Setting and Maintaining Standards – Statutory
requirements relating to discipline within the workplace. What constitutes
reasonable behaviour, along with the importance of setting and maintaining
standards. Looking at the difference between Capability and Culpability
o Informal or Formal Approach? – Discussing unsatisfactory behaviour with the
employee concerned. Deciding on the best approach with the overriding aim
of taking corrective, early action
o Informal Approach – Minor misconduct can usually be dealt with informally, the
materials will look at counselling: definition, usage and stages to use.
o Formal Approach – Corrective/Formal areas of the process. When it is considered
that an employee’s conduct may have breached a rule or standard. The
materials look at what constitutes ‘Equity’ and the ‘5 Principles of Justice’
incorporating:
o Fact Finding Investigation – To enable a more informed and balanced decisionmaking process
o Preparing for Interview – Practical and interpersonal issues to consider before,
during and after a disciplinary interview
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o Note-Taking – During an interview to ensure objective, factual record of the
proceedings and statements, including their legal implications
o Conclusion Notes – The written explanation of the decision; why that particular
decision was reached, considerations, options and the rationale for course of
action
o Appeal Process – Ensuring fairness within a disciplinary procedure where the
result could be; revoking the decision, confirming the decision, or reducing the
penalty
o Bringing it all together – Exercise that reviews the key aspects of the end-to-end
process
o Case Study – A chance to review a disciplinary scenario from different
perspectives. This can be run as either a discussion and review activity or as a role
play. In either approach, participants will explore a disciplinary case with
guidance, advice and conclusions.
Who Should Attend?
Anyone who may have to deal with the disciplinary process at work.
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Effective Communication Skills
Overview
Duration: One Day
Effective communication skills are the cornerstone to success in the business world
today. Every job, regardless of what it is, requires excellent communication capabilities.
If you want to progress in your role, you need to be able to both express yourself clearly
and be able to listen and understand the needs, wants and intentions of others when
they communicate. Therefore, this training course is suitable for everyone in any role.
Description
Being able to communicate effectively is a cornerstone to building positive working
relationships; it will enable you to build rapport, develop relationships and feel
comfortable and confident around others. People who can communicate effectively are
great at getting others to open up and discuss feelings and emotions. They can respond
appropriately during difficult conversations and feel less pressure when communicating
with superiors and peers.
Topics covered:
o Understanding Communication – A chance for participants to establish their
view of what communication means and, perhaps more importantly, what is
means to them. Participants will then review the three main components of
communication; verbal, para verbal and non-verbal.
o Communication Styles – Participants will explore their own communication
styles and establish the positive and negative aspects of these preferences and
what that means when communicating.
o Communication Attitude – Reviewing the aspects of communication attitudes
that can be portrayed – aggressive, assertive, passive and passive-aggressive.
o Communicate Confidently – Focusing on what makes people confident
communicators, understanding what their own communication strengths are and
acknowledging when to apply them.
o Active Listening – Identifying the benefits of active listening and practising the
skill with colleagues.
o Clarifying and Questioning – A review of the different types of questioning and
clarifying that can be used. Understanding the purpose of alternative questioning
approaches, applying them to different scenarios, and explaining how and why
they are used.
o Non-Verbal communication – Establishing the impact of non-verbal
communication. How to read it and how to improve their own. This includes,
facial expressions, body language, gestures, personal space and touching.
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o Getting Your Message Across – Helping to ensure others understand you, what
makes communication become confused and how to use the ‘headline’ approach
to structure an effective message. Looking at what they say, how they say it, and
focusing on the needs of the person receiving the message. The section closes
with a look at how to invite questions and feedback.
o Difficult Communication – A provision of clear guidelines and advice on what to
do when communication does not go smoothly, how to manage criticism and give
criticism whilst remaining constructive and positive.
o Putting it all into Practice – A chance to develop and practice the skills of
communication whilst further exploring three key topics of communication.
Who Should Attend?
Everyone in any role.
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Effective Customer Care
Overview
Duration: One Day
Attendees will learn how to create a stable and rewarding experience that makes
customers want to return time and time again.
Description
Positive customer relationships are crucial to survival in today’s competitive
marketplace. In fact, the quality of your customer care can sometimes be the only
difference between you and your competitors.
Customer care is not just about dealing with upset customers. It’s about creating a
positive experience whenever dealing with them. But with customers now less tolerant
and more demanding, it’s a huge challenge for us to meet these demands.
The course will ask attendees to examine their own thoughts and beliefs and set them on
a journey to discover the realities of that thing called, ‘customer care’.
Topics covered:
o The Importance of Customer Care – Examining why customer care is important
for businesses and the effects of poor customer care.
o What’s in it for me? – Here we look at why customer care should be important for
the individual and what poor customer care makes them feel like.
o Customer Perception – How do customers perceive the ‘brand’ of the business?
o Your Customer Brand – Exploring the participants own ‘customer brand’ and the
fact that ‘people buy people’. How they are currently perceived by customers and
what they can do to change this.
o Transactional Vs Relational – What type of service a customer expects from us
and how to change from transactional to relational service.
o Little things make a big difference – Helping participants to realise that the
smallest thing can affect a customer’s experience. Identifying what ‘little things’
irritate them as customers and changing these behaviours.
o Spotting the Gaps – What participants can do to improve their current levels of
service and how to keep this consistent.
o A Mind Map of Effective Customer Care – Consolidating their learning in a fun
way.
o Developing Your Customer Values – What are the values participants should live
by in the customer environment. Participants come up with their own values and
commit to them.
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o What’s in it for me now? – A review of the earlier session with a positive slant.
Ending the session on a high.
Who Should Attend?
Anyone that deals with customers face-to-face. It could also be easily converted for
those that deal with customers over the phone.
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Effective Sales Planning
Overview
Duration: Half Day
This training course on effective sales planning would suit participants that work in a
sales environment and are required to make sales calls and manage their time. It can be
used as a stand-alone session or as part of a modular programme.
Description
These sales planning training course materials have been used to particularly good effect
by Sales Managers that wish to introduce specific modules of training to their sales
meetings.
Topics covered:
o Sales Planning – Why planning for sales is important.
o The Sales Call Agenda – Understanding the importance of a sales call agenda and
how to use an agenda to get the best out of a sales call (there is an agenda
supplied with the material).
o Gathering Useful Data – The four steps to gathering useful data. These are:
–

Effective Questions

–

Listening

–

Taking Notes

–

Summarising

o ‘Me’ Management – Tools and techniques for managing your time in a sales
environment
Who Should Attend?
Anyone who undertakes outbound sales calls.
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Emotional Intelligence at Work
Overview
Duration: One Day
This course sets out to provide attendees with the fundamental knowledge required to
develop their awareness of Emotional Intelligence and in doing so, help them to perform
more effectively.
Description
Emotional intelligence affects us all, whether we’re constantly working together with
others or individually on projects. So, this course would be suitable for everyone in your
organisation, but particularly those that have to interact with others regularly.
With greater self-awareness of their emotions and the ability to empathise and
understand other people’s emotional state, your team will perform better in the
workplace. In other words, being emotionally intelligent makes a real difference to
performance and, therefore, profit.
Emotional intelligence training is not just a desirable ‘soft skill’. In fact, research
indicates that emotional intelligence can be a better indicator of workplace performance
than IQ. It gives you very real and concrete benefits and should be an essential element
of any staff development programme:
Managers and supervisors are better able to maintain a positive work environment.
Sales and buying staff are better able to influence outcomes in your favour, particularly
when handling difficult prospects or tough negotiations.
Customer-facing personnel are better equipped to handle conflict and to make all
customers feel like they are being listened to and understood – this has a positive effect
on customer loyalty and retention.
Staff in general are better equipped to handle the ever-increasing pressures of a modern
workplace.
Topics covered:
o What is Emotional Intelligence? – A set-up to the session, which explains what EI
is and its role in improving performance in the workplace.
o Self-Awareness – Understanding how self-aware participants currently are,
reviewing the value of self-awareness and providing an opportunity to develop
this.
o Self-Management – Appreciating that we manage ourselves based on our values,
attitudes and beliefs. Looking at methods of improving self-management and
overcoming negative ‘self-talk’.
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o Self-Motivation – A look at how personal goals drive our self-motivation, how our
beliefs, values and attitudes can affect our motivation and some valuable
techniques for personal improvement.
o Empathy – Helping participants appreciate the need for empathy and providing
the methods for doing it.
o Handling Relationships – Bringing the previous skills together to become
‘socially intelligent’. Looking at real life situations and how emotional intelligence
plays a part. Finally, reviewing ways of further improving relationships using
emotional intelligence.
Who Should Attend?
This training course would be suitable for everyone in your organisation, but particularly
those that have to interact with others regularly.
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Employee Engagement
Overview
Duration: One Day
Employee engagement is a necessary strategy for companies that want to succeed in the
marketplace. Employee engagement is not an HR initiative that managers are reminded
to do once a year. It is a key strategic driver of employee performance, accomplishment,
and continuous improvement all year long. It is the outcome of how your organisation
interacts with people to drive business results.
Description
Engagement is a heightened emotional connection that an employee feels for his
organisation, which influences them to put in greater effort. Higher engagement levels
yield higher productivity and retention rates. This makes employee engagement a
powerful factor in business success. Engaged employees are more productive, customerfocused, and profit-oriented, and organisations are more likely to retain them.
An essential part of an organisation’s talent management strategy is its focus on
employee engagement and retention. Organisations that maintain this focus create an
environment where employees have the tools, resources, and professional opportunities
to develop skills and fulfil their career goals.
This course aims to help highlight the requirements that managers and leaders have to
help improve the engagement of employees, while giving them key tools and supporting
content to ensure they are prepared to deliver on employee engagement within the
organisation.
Topics covered:
o The Current Situations – Using a PEST analysis approach to identify the current
status of employee engagement within the organisation, whilst establishing the
internal and external factors that can have an impact on employee engagement.
o Roles and Responsibilities – Establishing the different roles people have in
ensuring employee engagement and the responsibilities that we all have for
ourselves in ensuring we are motivated and engaged at work. Participants are
encouraged to consider their level of engagement, what this means and how it
can improve.
o The Four Enablers – Focusing on the Four Steps to Employee Engagement and
how organisations and the leaders within it can create the right environment for a
positive outlook to be nurtured. Includes a case study to identify key working
practices.
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o Job Design – Understanding how the implementation of a job role can affect how
the employee feels about it and the five characteristics that should be considered
to help develop a role that employees are motivated to work in. Includes a chance
to apply the five characteristics to a job role to help relate the approach to a real
scenario.
o Creating the Right Work Environment – Reviewing the big picture and the
approach that the organisation and managers should take to ensure a culture of
engagement and motivating factors. Creating an environment where employee
engagement can flourish and applying techniques to personal work experiences.
o Engagement and Retention – Establishing the importance of long-term career
growth and opportunity to engagement and how this helps develop employees
that feel valued and enjoy what they do each day. Includes a case study to identify
how the approach can be applied to real-life scenarios.
o Engagement Tactics – Developing an understanding of the tactics that can be
applied to employee engagement and prioritising the factors that are most
influential.
o Disengagement and the Six Human Needs – Identifying how employees become
disengaged and what action can be taken to turn this around. Developing
knowledge of the fundamental needs that people need to have met to make them
feel happy and motivated. Includes a case study that helps participants identify
the needs of employees in a real example, while helping them to identify issues
within their team.
o Critical Success Factors – Focusing on the engagement techniques that can be
applied in the workplace and the critical success factors that managers should
include in their strategy and how they might overcome barriers or challenges to
their approach.
Who Should Attend?
This training course is suitable for anyone who works in a management or leadership
role.
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Essential Management Skills
Overview
Duration: One Day
Every day, managers solve difficult problems, turn organisations around, and achieve
astonishing performance. To be successful, every organisation needs good
managers. This course can help your organisation develop good managers.
Description
The nature of management is to motivate and coordinate others to cope with diverse
and far-reaching challenges.
Managers set up the conditions that help other people perform well. In the past, many
managers exercised tight control over employees. But the field of management is
undergoing a revolution that asks managers to do more with less, to engage whole
employees, to see change rather than stability as natural, and to inspire vision.
These management skills training course materials will provide managers with the tools
and techniques to perform effectively in the modern business world. Helping them to
inspire their team and set engaging targets to increase their chances of ensuring success.
Why is attending this training course a good idea?
Well, just imagine if you or your staff were better able to:
o Understand their management style and use it to effectively react to team
requirements.
o Apply goals, strategy, objectives and tasks to help prioritise and meet
departmental outcomes.
o Concentrate on the important aspects of their work by delegating non-essential
tasks.
o Provide employees with timely performance feedback and achieve smart
conversations.
o Manage innovative meetings and communicate important business
requirements.
o Motivate and inspire employees to ensure business success.
o Ultimately, this training course will help managers to engage and enthuse their
team, becoming better able to adapt their approach to suit the demands of the
role and achieve results.
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Topics Covered:
o Management as a Product – Understanding the purpose of management and
how it can be improved by considering it as a product in its own right.
o Assessing Your Personal Management Style – Completing a questionnaire to
define the management style of participants, helping to identify with their
approach and noting any shortfalls. Identifying when it might be best to adapt
their style to suit an alternative approach.
o Setting Goals, Strategy, Objectives, Tasks and KPIs – Deciding the hierarchy of
the different elements and creating their own workplace examples.
o Prioritising – Using guidance from the Pareto Principle to help understand
different priorities and how tasks should be approached.
o Delegating – Establishing a structured approach to delegating and following a
case study that helps the participants apply this to a real-life scenario. Includes
examples of a delegation log and RACI for use back in the workplace.
o Giving Performance Feedback – Defining performance feedback and
understanding how to engage in smart conversations that get results. Includes a
chance to role-play expected approaches using workplace simulations.
o Managing Meetings – Learning the seven steps to successful workplace meetings.
o Having Innovative Meetings – Applying Gamification techniques to help make
meetings more engaging and motivate attendees to change behaviours, develop
skills or solve problems. Includes two key interactive activities that can be applied
to workplace meetings.
o Creating Engagement – Establishing the elements that help create engagement
for teams and how these can be used at work.
o Motivation – A review of the different approaches to motivation and how best to
include motivation techniques in your everyday working style. Use of a TEDTalks
video to look at a different approach to motivation. Includes two case studies to
help embed the learning and highlight how learnt techniques are best used in the
real world.
o Summary – A look at actions and how to move into a ‘future state’ of learning to
ensure management skills are further developed.
Who Should Attend?
The course is suitable for anyone who works in a management or leadership role.
It will provide the perfect foundation for new managers to develop and grow, while
giving existing managers the chance to review their current skills and build on their
performance.
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Essentials of Project Management
Overview
Duration: One Day
This project management training course materials will help your participants
understand the essential elements and tools of project management and will enable
learners to manage small to medium-sized projects.
Description
It is essential to adopt a structured approach to managing projects to enable accurate
planning, identification of risks and issues, select the appropriate team and have a
system in place to manage the inevitable changes that occur over a project's duration.
By using the tools contained in this course, your workplace will benefit from better
managed projects.
Topics Covered:
o Setting the scene – Establishing what a project is, what makes projects successful
and what makes them fail. Also determines the role of the project manager.
o Project People – Describes the various roles of a project team
o Phase 1 – Project Start-up – Uses the Project start-up form to gather all the
necessary information and approval for starting a project.
o Phase 2 – Initiate – Using scenarios, introduces the processes associated with
initiating a project: Milestone plan, Stakeholder Analysis form, Critical Path
Analysis, Risk log.
o Phase 3 – Deploy – The Status Report is used to capture information based on a
scenario, along with the Issue Log and Change Request form.
o Phase 4 – Handover and project closure – Describes what the end user needs to
know when the project is handed over and what should be included in a project
closure form.
o Phase 5 – Evaluation and PIR – Provides examples of what should be included in
project evaluation and Post Implementation Review

Who Should Attend?
The course is suitable for anyone who works in or wants to work in a project
management role.
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It will provide the perfect foundation for new managers to develop and grow, while
giving existing managers the chance to review their current skills and build on their
performance.
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Event Management
Overview
Duration: One Day
The event industry includes events of all sizes, from the Olympics down to business
breakfast meetings. Event management involves the application of some project
management skills and tools for the effective planning, development, and management
of events such as conferences, conventions, exhibitions, meetings, and trade shows.
This course is suitable for anyone that must manage events, large or small, as a part of
their role. This could include Event Managers, General Managers, HR Managers,
Trainers, Consultants, Leaders, PA’s or Administration Assistants.
Description
Successful event management is a continuous process that should be adaptable and
flexible. Great events are usually based on a strong concept and purpose and require a
diligent and focused approach. This course aims to provide attendees with the tools they
need to ensure the key requirements of successful events are covered.
Event Management requires many skills including project management,
communication, organisation, and creativity. It involves identifying a target audience,
developing the event concept, building the right team, and planning and coordinating
the technical aspects before launching the event.
Topics covered:
o The Event Concept – Exploring the reasons events are held, which gives an insight
into the focus that should be placed on a particular event and what the key
objectives are.
o SMART Objectives – Structuring a clear objective for the event, which will ensure
clarity of the end goal is retained and reviewed throughout the planning process.
o The Event Plan – Creating a solid event plan that helps you operate more
efficiently and effectively. Structuring the plan, considering key information such
as; target audience, strategic objectives, the event team, financial elements,
marketing, communication and risks. Includes a structured plan.
o Gantt Charts – Introducing Gantt Charts and how they can be used to effectively
manage the event planning process.
o The Event Team – Putting an event team together by identifying the various roles
you need to fill, and the skill sets required. Once identified, how best to apply the
skills of the team to the tasks ahead using a RACI Matrix.
o Event Requirements – Applying a structure to establishing the requirements of
the event and how to meet them.
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o Financial Planning and Budgeting – Ensuring that, right from the start, you set a
realistic budget with flexibility and contingencies, providing a forecast and
budgeting accordingly.
o Marketing the Event – Creating a marketing plan to establish marketing
objectives, define the marketing strategy and use specific tools to ensure
marketing effectiveness.
o Event Communications – Using an event manual and staff briefing form
to provide guidance and reference for all principal staff and advisors working on
the event itself and to provide a firm set of principles, practices and instructions
to help guide event staff in their operational roles.
o Risk Management – Using a risk assessment to identify the potential areas of risk,
the likelihood of the risk occurring, and the impact it could have on the event or
your budget. Identifying typical event risks and how to avoid, transfer, mitigate or
accept them.
o Management During the Event – Establishing the activities an event manager
should focus on during the event.
o Management Post-Event – Establishing the activities an event manager should
focus on after the event.
Who Should Attend?
Anyone who must manage events, large or small, as a part of their role. This could
include Event Managers, General Managers, HR Managers, Trainers, Consultants,
Leaders, PA’s, or Administration Assistants.
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Executive Presence
Overview
Duration: One Day
This training course has been developed for everyone in your organisation who might be
great at their jobs but are missing opportunities because they can not represent
themselves effectively. They might be lacking in confidence and unable to assert
themselves, or, they may be too forward and come across as aggressive without showing
empathy to people within their teams or project groups.
This training course will help build your attendee's self-awareness and shine a spotlight
on how they can develop an authentic personal brand which will help them succeed in
the future.
Description
As we progress through our careers, how we portray ourselves becomes more and more
critical to our success in business. We often think that executive presence is a magical
quality, and that top leaders are born with it. This is not the case, and it is a skill that can
be developed, along with the confidence to show authenticity in our leadership style.
This course has been designed to help attendees break down what exactly executive
presence means to them and their personal image, whilst they hone their personal
brand, gravitas and communication skills.
Why is running this executive presence course a good idea?
Well, just imagine if attendees were better able to:
o Define the meaning of executive presence, and measure themselves against this
o Think about and develop an effective personal brand
o Build gravitas by working on their confidence & emotional intelligence
o Understand different communication methods which will help deliver messages
in the right way
o Show assertiveness through a simple technique, and avoid passive or aggressive
behaviour
o Explore a vision which will engage their teams, allowing for success in the future
Topics covered:
o What do we mean by executive presence? – A chance to explore and define what
we mean by executive presence
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o What’s in a brand? – An exploration at both businesses and celebrities and the
opinions people hold about them. We look at why and how these brands
happened
o What does my brand say? – A personal brand is not something you are born with;
a chance to define our own and make sure it says what we want it to say
o Starting with me – my values – A look at what values we hold, and how it links in
with having business integrity
o Building confidence and emotional intelligence for gravitas – Utilising the state
triangle, an experiential session looking at what builds our confidence and
emotional intelligence
o Credibility in communication – How we communicate is just as important as
what we say. An exploration into the two main communication styles, and how
we can leverage it to our advantage
o How Assertive am I? – Being assertive is very different from being aggressive – a
chance to practice and explore with real-life scenarios
o Creating a vision – Having a vision is an integral part of leadership. We will create
a vision and start to plan how to get there.
Who Should Attend?
Anyone who wants to better develop their self-awareness and presence in situations.
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Facilitation Skills
Overview
Duration: One Day
This course will equip participants with knowledge and skills to enable them to identify
effective facilitation, where intervention is required, what tools to use and when to use
them.
Description
This course will help attendees facilitate effectively. It will focus on helping them
understand the role of a facilitator and the practical elements of performing the role as
well as helping them control their emotions and identify group dynamics, characteristics
of the individuals within the groups and dealing with difficult situations which arise.
Learning is embedded using practical sessions which will put into practice tools and
techniques learnt during the course.
Topics covered:
o What is Facilitation? – Defining facilitation and recognising challenging and
supporting behaviours
o Controlling Your Emotions As A Facilitator – Reference is made to the various
domains of emotional intelligence and challenging situations are discussed where
emotions may be difficult to control
o Group Dynamics and Audience Management – Examining the stages of group
development and recognising that groups at different stages may require different
facilitation techniques
o Identifying Characteristics of Groups – Building on the previous sessions to
establish how recognising different characteristics in a group will help with
facilitation
o Where Are You Now? – A questionnaire to help identify personal development
areas
o When to intervene – Identifying situations where intervention is required and
how to approach this
o Facilitation Tools and Techniques – A look at different methods of making your
facilitation sessions more interesting and the essential skills of questioning and
listening
o Facilitation Skills in Action – Examining a case study to help in identifying
successful facilitation
o Facilitation Skills -Application Exercises – The courses is rounded off by practice
sessions in which all members of the group are involved.
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Who Should Attend?
Anyone who is involved in facilitating groups, whether as part of a formal meeting, a
training course or general facilitation of groups of individuals in the workplace.
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Finance for Non-Financial Managers
Overview
Duration: One Day
The Finance for Non-Financial Managers training is for the modern manager, that is
looking to gain an understanding of the financial implications of their day-to-day
decisions, and the impact these may have on their business.
It is also important that managers have a solid grasp of basic financial awareness to
agree and manage budgets effectively and appreciate core finance principles.
Description
This training will help participants to understand financial concepts and the
terminology used. The materials will also enable them to translate financial reports,
write and understand budgets and use the information to help improve their success as
a manager.
Topics Covered:
o An Introduction to Finance Basics – Helping participants appreciate how their
role as manager influences and affects finance within the organisation
o Understanding Financial Terms – Addressing the barriers of financial jargon to
ensure participants feel included in discussions about finance
o Financial Statements – Providing participants with an understanding of the five
accounting groups and introducing them to the three key financial statements
o The Profit & Loss Statement (Income Statement) – A walkthrough of this
statement with a focus on net profit and gross profit and why they are important
o The Balance Sheet – Asking participants to review the balance sheet to identify
what it does and does not tell them whilst ensuring they understand capital,
assets and liabilities and the accounting equation
o Cash Flow – Identifying what cash flow is, why it’s important and how the cash
flow cycle works
o The Cash Flow Statement – Understanding how to interpret a cash flow
statement, who it’s important to and the categories within it (operating, investing,
financing)
o Working with Budgets – Helping participants to identify what a budget is and
why it’s important to the organisation and the participant as manager
o Budgets and the Operational Plan – Looking at the planning cycle, where the
budget sits and its relationship with the operational plan
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o Writing a Budget – A look at budgeting methods, the different budgeting options,
including variables, developing categories and defining budget line items
o Budget Planning Practice – A practical activity that helps participants develop an
effective budget plan
o Monitoring the Budget – The importance of monitoring the budget, checking
variables and making cash flow projections
Who Should Attend?
This course is for managers who want to develop an understanding of business finance
to help them in their current or future roles.
By the end of this training, participants will be able to:
o Explain their impact on organisational finances and interpret key facts
o Understand financial terms and confidently discuss issues that affect company
finance
o Interpret the three key financial statements – Profit & Loss, Balance Sheets and
Cash Flow
o Plan, Implement and Monitor a Budget
Requirements for Attendance
This training is aimed at any manager that would like to be more financially aware.
A sound understanding of numbers (G.C.S.E mathematics at C or above, or equivalent)
is recommended.
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Fire Awareness
Overview
Duration: Half Day
Under the Health & Safety at Work Act (1974), employers have several responsibilities to
their employees. One of which is a safe working environment and safe access and egress
(in and out of building). Fire is an integral part of this, and a business has to implement a
number of measures.
This training course is for all staff within an organisation and is critical for those that act
as fire wardens. The materials will help develop the fire awareness of attendees.
Description
Everyone has a part to play in preventing fire in the workplace. We all need to be aware
of the danger of fire so that we may recognise the threat when we see it.
Topics covered:
o Causes of Fire – Control all sources of ignition, and reduce the amount of
combustible material in your workplace, and you will greatly reduce the risk of
fire.
o Fire Prevention – Control all sources of ignition, and reduce the amount of
combustible material in your workplace, and you will greatly reduce the risk of
fire.
o Discovering a Fire – Knowing what to do when a fire is discovered. Covering the
important factors to be aware of.
o Fire Triangle – Fire is a chemical reaction between three important factors: Heat,
Oxygen and Fuel. This section will help your participants understand these in full.
o Fire Extinguishers – There are four different types of extinguisher in use. This
part of the session will introduce each and provide information on how to use.
o Safety Signs – One area of importance with regards safety is the use of safety
signs. There are several types of safety signs that you will encounter
o Review of Session – Creating an action plan to embed learning.
Who Should Attend?
All staff within an organisation and is critical for those that act as fire wardens.
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Great Leadership
Overview
Duration: One Day
Anyone in a position of leadership would benefit from this training. If someone has to
harness the skills and energy of other people to achieve a common goal, then this course
is for them.
The leadership skills training course materials will benefit participants that need to
enhance or develop their leadership skills. They will suit people who are relatively new to
leadership or need a fresh perspective to their leadership role. The content is a perfect
follow-up to our nuts and bolts leadership course, ’Leading Effective Teams‘ although
they can be used as a standalone course too.
Description
Organisations need great leaders. Modern leadership is about having the skills to unlock
the power and potential of those around you. It’s about bringing people together to
achieve great results.
This course will provide the basis on which your participants can cultivate great
leadership skills. There are three elements of leadership that the training will focus on,
these are: Personal Leadership, Team Leadership and Task Leadership.
Topics covered:
o Icebreaker – Leadership Words – Helping participants to focus on the relevant
attributes of a leader and explore their views towards leadership.
o Personal Leadership – Identifying with strengths and weaknesses and developing
a strong sense of self-awareness by reviewing the following areas:
–

Be True to Your Strengths – A self review of personal attributes and their
current effectiveness and personal actions to develop.

–

Solicit Feedback – Understanding working relationships and reviewing
which interactions are working and those that are not.

–

Ask Good Questions and Listen to the Responses – Challenging the
participants to take positive measures to become truly self-aware.

–

Commit to Lifelong Learning – Identifying valuable methods of learning
and development.

o Team Leadership – Learning to motivate and inspire teams in the face of
challenges by reviewing the following areas:
–

Be Positive – Developing a fundamental belief that you can change and
improve things.
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–

Develop a Vision – Using a clear process for developing goals and aims that
are directly related to the vision of the organisation and making them live
for the team.

–

Lead by Example – Realising that they must set an example to the team
and effectively demonstrate they have a strong work ethic.

–

Be Inclusive – Taking a questionnaire to establish their current approach
to inclusiveness. Developing a sensible approach to transformational
leadership and valuing the input of the team.

–

Manage Negativity – Exploring the impact of negativity and establishing
methods of overcoming it.

o Task Leadership – Ensuring the job gets done, and you are instrumental in
improvements that secure the future of your work area and the organisation as a
whole. Reviewing the following areas:
–

Delegation – Distributing relevant work tasks in such a way that it is seen
as motivational and effective. Following a clear and simple process.

–

Continuous Improvement – Identifying new opportunities. Regularly
reviewing business processes and methods in the drive for improvement.

–

Problem-Solving – Coping with problems as they arise and using a simple
method to explore innovative ideas and come to a reasoned solution.

Who Should Attend?
Anyone in a position of leadership.
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Health and Safety
Overview
Duration: Half Day
Health and Safety is about preventing people from being harmed by work or becoming
ill through work, and the law applies to all businesses, however large or small. This H&S
training will provide the required training for all staff members.
Description
The Health and Safety at Work Act (1974) imposes a general duty on employers, selfemployed, employees, suppliers, and owners of premises to ensure that their workplaces
are safe and offer no risk to health. These health and safety training course materials set
out to provide you with everything you need to heighten the awareness of your
participants and ensure that your employees are aware of their responsibilities where
health and safety is concerned.
Topics covered:
o Health & Safety Law – Health and safety legislation places a number of duties on
organisations, managers and employees alike. Failure to carry out these duties
can result in fines and, in extreme cases, imprisonment.
o Employers & Employees Duties – Making your workplace safe and without risks
to health, so far is as reasonably practicable. The basic principle is that every
employee must take reasonable care for the safety of themselves and of others
who may be affected by their acts or omissions.
o Risks & Hazards – A Hazard is something in the workplace that has the potential
to cause harm, damage or injury. Risk is the likelihood or severity of this
happening.
o Safety Signs – One area of importance with regards safety is the use of safety
signs. There are several types of safety signs that you will encounter.
o The Accident Investigation – ‘An accident at work is an unplanned happening or
event, with a specific cause or causes, which arises out of or in connection with
work and leads to injury’
o Review of Session – Creating an action plan to embed learning.
Who Should Attend?
All employees have a responsibility for Health and Safety.
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High Performing Teams
Overview
Duration: One Day
It’s difficult to develop high performing teams where everyone works together and
towards the same goals. If you want to harness the different skills and attributes of the
people within your organisation, it’s important to focus on helping leaders to
understand what makes a team tick and to put the effort into actions that make a real
difference. No team is the same, but the things that help make them perform better and
become a success have been explored in-depth, giving us the opportunity to focus on
the key things that will help make a difference.
This course will give attendees the knowledge and skills required to develop and nurture
their team, ensuring they are better able to meet the challenges of your organisation and
to meet business goals.
Description
Harnessing a team’s full potential can often be a daunting task, and leaders need to be
able to analyse the performance of their teams and focus on everyone’s key attributes to
ensure they are getting the best out of them. We all know that teams can achieve far
more than people working individually, and this training course will help ensure that
managers are given all the skills necessary to enhance their team’s performance and
inspire them to success.
Topics covered:
o Types of Team – Exploring the different types of teams and where the participants
fit into the structure, highlighting the importance of each area.
o Desert Survival – An interesting, engaging and thought-provoking activity that
helps participants appreciate different team roles and how they work with others.
It focuses on the issues of poor communication, poor influencing and
‘groupthink’.
o What Makes a High Performing Team? – Examining the elements that make for a
high performing team and deciding what the participant's current situation is
regarding being in an effective team.
o Why Teams Fail – Understanding the typical issues that lead to the failure of
teams and consequently impact on performance. Identifying where these issues
have led to the participant's own failures.
o Stages of Team Formation – Using Tuckman’s model to help appreciate the
development process of teams and how they progress and establish maturity.
Focusing on how the good leader can adapt their style to suit the needs of the
team during each stage.
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o Measuring Contribution – Identifying the participant's contribution to the team
in their role as leader. Using a YouTube video to highlight the methods of
adapting and utilising their skills to good effect, and finally completing an activity
to embed the learning.
o Managing Conflict – Using the Thomas-Kilmann Conflict Grid to explore how
conflicts occur and what can be done to avoid and manage them. This includes a
questionnaire, YouTube video and exercise to help drive the learning points
home.
o Communicating as a Team – Appreciating how poor communication can be the
key cause of conflict within teams and establishing how common problems can
be avoided.
o Building Effective Relationships – Discussing how best to develop effective
relationships with others and using an activity to help highlight the key learning
points.
Who Should Attend?
The training would be suitable for managers, leaders, supervisors and anyone else that
needs to work with a team.
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Human Smoothie
Overview
Duration: One Day
Human Smoothie gives you the magic formula to adapt and connect with those around
you- the ultimate map to achieving success and happiness at work and at home.
This course provides a road map to adapt and connect to all the key people and
situations in your work life using the psychological springboard provided by the work of
Carl Jung, the famous Swiss psychologist.
Description
This training course is useful for developing attendees who are interested in using ideas
from Jungian psychology to enhance their communication, personal effectiveness and
teamwork in a fresh and fruity way that is easy to remember and even easier to apply!
The fruity metaphor is a fun and simple way to understand natural preferences and to
learn about natural strengths, weaknesses and how to improve working relationships
(internal and external). It is a tool for discovery, growth and self-development.
The key aim of the course is to give your participants a road map to adapt and connect to
all the key people and situations in their life.
Topics covered:
o Background to Jung’s Personality Types – Jung’s theory suggests that we all have
different psychological preferences which determine how we behave, interact
with others and make sense of situations around us. This session will give your
participants basic knowledge of the teachings of Carl Jung that will be helpful to
clarify the philosophy behind this course
o The Fruity Approach to Your Personality – This session will help your
participants learn about their fruity concoction and natural ways of dealing with
life. It will help them understand why they excel in certain areas of life but
struggle with others, and why they can handle some people and not others. It will
also teach them how to adapt to characteristics of the less dominant fruits in their
smoothie and how to deal with each scenario in the most effective way.
o Your Fruity Relationship Map – In order for your participants to gain the most
out of their Human Smoothie they will need to look at themselves and the key
relationships within the workplace, this may include internal and external
relationships dependent upon the role. This is done by creating a relationship
map and improvement opportunities via a development plan.
o Review of Session – Creating an action plan to embed learning.
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Who Should Attend?
Anyone who wants to better understand their relationships with colleagues, family and
friends.
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Influencing Skills
Overview
Duration: One Day
Influencing other people is a crucial business skill. So, learning how to influence is an
essential development skill for any employee, regardless of what their role in the
organisation.
Description
The purpose of this course is to help attendees focus on understanding, developing and
adapting influencing styles to best suit individual situations. The course focuses on
looking at participant behaviours and influencing style, how to adapt this to different
situations and how they can approach situations where people have different styles and
different levels of commitment.
The skills and models discussed in these influencing skills training materials will help
attendees with managing workload and performance, developing those around them,
influencing people other than their team and influencing people more senior than them.
Topics covered:
o What is Influencing? – Looking at the methods and principles we use to get
others to do things. How we sometimes think we are influencing when we are not
why influencing is an important skill to develop
o Effective Influencing Behaviours – Understanding the behaviours behind
effective influencing skills and their impact on influence
o Different Influencing Styles – Being able to explain the influencing styles we use,
when is the best time to use them and why they are effective
o Trust – Why trust is a cornerstone to influencing others. What trust means in an
influencing relationship and how to develop it.
o Rapport and First Impressions – How to build rapport, develop good
relationships and set a good first impression
o Influencing Skills Practice Activity – A fun activity that examines the skills learnt
so far and judges personal approaches to influencing
o Your Influencing Style – A chance to examine the participants own influencing
style through a questionnaire followed by a set action plan to develop weaker
skills further
o Power and Influence – Identifying power bases and how they affect influencing.
Why it’s important to be aware of them and where and when they might not be
effective
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o The TUPAC Model: Influencing Stages – A set model for the five stages of
influencing, which gives participants a clear process to follow and helps them
understand where influencing mistakes occur
o Influencing in Groups – Spotting the difference with influencing groups and
recognising the difficulties they may encounter when trying to influence large
numbers
o Influencing Practice Activity 2 – A final chance to pull all of their skills together
through a fun activity. This is supported with a full group review and clear actions.
Who Should Attend?
This course is suitable for any individuals who need to regularly influence the action of
others, such as management and senior leadership teams.
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Informal Resolution
Overview
Duration: One Day
When used effectively, informal resolution is a useful process to help nip poor
performance or behavioural issues in the bud before they become insurmountable and
end in disciplinary procedures and potential removal from the workplace.
Many cases need to follow a formal process, but other issues can develop into more
serious situations where an early intervention would have prevented it from escalating.
If you can prevent an issue from escalating to a formal case, the benefits are numerous,
not least concerning financial savings and time spent on investigation. You will also
benefit from a workforce who are happy to work in a safe environment and are confident
that any such issues are dealt with promptly.
In this training course, we teach how informal resolution works and the tools to
implement the process effectively.
Description
Informal resolution is the process of a leader or manager having an informal discussion
with an employee to informally resolve a performance issue before it evolves into
something more serious. It comes from the principle that performance issues are most
effectively resolved as early as possible.
The process generally involves a manager discussing an issue with the individual or
people concerned, looking for a mutually agreeable solution that will ensure the
negative performance issues are reduced or removed in future. Sometimes informal
resolution is used to begin more formal procedures and is seen as a way of setting an
outline of the required behaviours of the individual.
This course aims to give attendees the confidence to address issues informally and the
skills to do it effectively.
Topics covered:
o Understanding Bulling and Harassment – This session underlines the
participants understanding of bullying and harassment and how informal
resolution compares to the formal process in these instances.
o Informal Resolution Investigated – In this activity-based session, participants are
asked to consider what opportunities exist for solving matters informally, what
skills are needed and what situations are appropriate for informal resolution.
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o Skills and Behaviours – In this session activities are used to emphasise the
appropriate skills and behaviours necessary to resolve issues informally and
guidance is provided on personal improvements.
o Asking Questions – Encouraging the participants to use probing questions when
confronted with a potentially volatile situation.
o Mediation Meetings – A discussion-based session on the structure of informal
mediation meetings with a clear plan for success.
o Responding to Resistance – Using typical statements participants are asked to
develop responses to where staff may be reluctant to pursue an informal
approach.
o Barriers to Informal Resolution – This session investigates what prevents some
managers from pursuing an informal resolution and includes a ‘challenging
friends’ scenario that provides a case study to review ideas.
o Guiding Principles – Participants review and discuss the positive behaviours that
should be displayed when performing informal resolution. They are also invited
to discuss situations they have experienced, which may have been handled
differently and what could have been done.
o Bystander Apathy – Using an extreme real-life example, this session examines
why we sometimes fail to act.
o Practice Sessions – Here we have an opportunity to put the learning into practice
and for participants to receive feedback using realistic scenarios.
o What Will I Do? – Participants are asked to plan what changes to their behaviour
and approach they will make because of attending the course, and are referred to
their action plans.
Who Should Attend?
Anyone who manages or leads a team.

109

Interpersonal Skills
Overview
Duration: One Day
How we interact and communicate with others is essential in determining how healthy
our relationships will be, at work and socially. Building our interpersonal skills can,
undoubtedly, strengthen our relationships. In the workplace, having good ‘people skills’
is seen as a cornerstone of business success.
This training course is suitable to develop the skills of people in a variety of different
roles.
Description
Being an effective communicator is not a skill that we are all born with. However, it is a
skill that can be developed and nurtured over time. Interpersonal skills are often referred
to as ‘people skills’ because those that have mastered the art can relate well to other
people and often do well in their careers because of this.
Interpersonal skills are also one of the key criteria interviewers look for when recruiting
for a role. The ability to be able to ‘fit in’ with a team are often just as important as a
person’s ability to do the job. This demonstrates how important communicating and
being able to relate to others is to the success of a business.
This training course will help develop your participants' ability to adapt their behaviour
and approach based on the situation and the response that they get. They’ll learn how
their behaviour affects others when they communicate and how best to overcome
barriers to effective communication.
Topics covered:
o Attitude and Behaviour – Learning how our attitude affects our behaviour and
the impact this has on people around us. Exploring our perceptions and how this
can influence how we communicate and relate to people.
o The Definitions – Reviewing different communication terminology; specifically
around Transactional Analysis.
o Transactional Analysis – An Introduction – Exploring scenarios to help
understand the theory of Transactional Analysis and how it impacts
communications.
o The Ego States – Sharing personal stories of interactions and relating these
experiences to TA theory. Taking a questionnaire to assess the current preferred
ego state of the participants. A full review of each ego state, how it works and the
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method of identifying the verbal and non-verbal clues of the different states. An
activity that helps participants identify the states.
o Types of Transaction – Strengthening interpersonal skills through the knowledge
of interpersonal skills. Role play scenarios to help embed the learning. Followed
by a full summary of the learning.
o Language Patterns – Identifying how certain words can generate a negative or
positive response from the people we are communicating with and how we can
adapt our language to ensure a more positive response.
o Rapport – Building rapport, which helps to develop mutual understanding, build
bridges and influence those around us. Using subtle techniques to help develop
this skill.
o Kipling Questions – Communicating with clarity to help the other person filter
information and get to the specifics. Getting through non-specific information by
asking the correct questions.
o Strokes – Appreciating the need to nurture relationships through positive
‘strokes’ and relating this to Transactional Analysis. Identifying how often (or not)
we provide positive strokes currently and what we can do to improve this.
o Essential Influencing Skills – They key elements that will help us influence others
through communication and how to apply them.
o The Principles of Persuasion – Providing more detail to influencing others, using
some established techniques and theories. Includes a YouTube video to cover the
key points and practice to help embed the learning.
o Summary and Action Plan – A summarising activity and referral to action plans.
Who Should Attend?
This course is suitable for all employees of an organisation.
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Interview Skills
Overview
Duration: One/Two Days
This course will help attendees to develop their selection interviewing techniques by
making use of our effective PRICE structure and Question Plan. They will also develop
many of the skills and techniques that will help them to use the structure effectively.
This course has been designed as a two-day course so that participants have the
opportunity to practice interview skills. However, it can be run as a one-day course if
interview practice is not thought to be necessary.
Description
The selection of new employees can be a long-drawn-out and expensive process. This
means that we must do everything we can to ensure that when we do decide, we choose
the right person. Having gone to all the trouble of working through a selection process,
there is nothing worse than taking on a new employee who turns out to be unsuitable.
A robust selection process will minimise the risk of this happening and, of course,
effective interviewing needs to be part of that. If you handle selection interviewing in a
logical, structured, and professional way, the risk of choosing the wrong person is much
smaller.
This course concentrates on developing interview techniques. Although we will briefly
touch on the laws of discrimination, a detailed discussion of it is outside the scope of
this programme. Similarly, the topics of Diversity and Equality of Opportunity will only
be covered briefly.
We concentrate on competence based interviewing skills in these training materials.
This is sometimes described as behavioural, situational, or job-related interviewing.
Topics covered:
o Similar Circles – This icebreaker requires some listening and questioning and
therefore provides a very relevant start to the training.
o The Selection Interview – We explain what a selection interview is about
competency base interviewing. The learners then participate in an activity to
identify the benefits and drawbacks of this approach before looking at ways to
overcome those drawbacks.
o Diversity and Equality of Opportunity – In this brief look at the topic participants
are reminded of the importance of treating job candidates fairly.
o The PRICE structure – Learners are introduced to our PRICE structure.
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o PRICE organisation – In this activity learners consider 37 action cards that
describe behaviours and techniques that may be used by interviewers. Their task
is to fit these cards within the context of the PRICE structure. This will help them
to develop a good understanding of PRICE and how they may be able to use it.
o Wrinkle Chaser – Participants conduct a short interview activity to demonstrate
the difficulty of interviewing without adequate preparation.
o The Selection Process – Learners are reminded that interviews are a part of a
selection process and do not normally stand alone
o Question Plans – Preparing a question plan is identified as key to good
preparation. Participants are encouraged to use a structured approach supported
by our Question Plan template.
o First Impressions – Learners take part in activities to help them consider both the
importance of making the right first impressions on candidates and the danger
that interviewers can be unduly influenced by their first impressions of
interviewees. We also look at rapport building at the start of the interview.
o Traffic Lights – In this activity learners consider nine different question types and
decide whether they should be used in interviews.
o Effective Listening – Learners identify barriers to effective listening and ways to
overcome those barriers.
o The Close Phase – This provides advice on what to cover with the candidate at the
end of the interview.
o The Evaluation Phase – Learners are encouraged to suspend judgement until the
interview is over. They are then taken though an approach for evaluating and
scoring the interview linked to their question plan.
o Interview Practice – Learners take part in two or three interview simulations.
They act as interviewer once and then as an interviewee and/or observer. Each of
these roles gives them a different perspective of interviewing and will help them
to apply the principles covered in this programme when they conduct real
selection interviews in the workplace.
Who Should Attend?
Anyone who currently performs interviews, or who will be undertaking them in the near
future.
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Leading Effective Teams
Overview
Duration: One Day
This training course will help you to develop anyone who leads a team or is involved in a
leadership role. It is also useful for those that are about to embark on a position of
leadership or need to develop their leadership skills.
Description
Having an effective team around you is crucial. However, it is an area that is often left to
chance, which can lead to de-motivated individuals that do not feel part of the business
and consequently do not perform. This course looks at what it takes to lead an effective
team and how you can get the best out of the people in it by understanding the role of
leader, both personally and from the perspective of the team.
Topics covered:
o Qualities of an Effective Leader – Identifying the key characteristics of effective
leaders, rating themselves against them and establishing key actions to develop
the skills.
o Leader or Manager? – Establishing the difference between the two and
comparing themselves to those qualities.
o That Vision Thing – Making the business vision ‘live’ for the team by answering
key questions.
o Developing Your Team Goals – Reviewing an action plan that develops clear
goals for their team based on the business vision.
o Motivation – Determining the ‘Why’ for their staff and developing an
understanding of emotions in a business context.
o What Motivates? – Looking at specific motivators for individuals and
understanding that everyone is motivated by different things.
o Being Consistently Different – Going against popular leadership theory and
identifying that each staff member needs to be treated differently.
o Dealing With Difficult Team Members – Understanding why team members are
difficult. Looking at different behaviour types and strategies for responding to
them. Also, realising that ‘difficult’ behaviour sometimes has its benefits.
o Coaching – Using a simple method of coaching, including action plans.
o Three Key Skills of Coaching – Looking at the skills required to be an effective
coach.
o Instant Results Coaching – Coaching in a hurry!
o Can Do Coaching Practice – Putting the learning into practice
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Who Should Attend?
Anyone in a management or leadership role.
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Leading Meetings
Overview
Duration: One Day
This course is aimed at people whose job involves leading meetings and provides them
with practical advice that they will be able to make use of straight away.
Description
Meetings do not always enjoy a particularly good reputation. In many organisations,
they are notorious time wasters and are often unproductive. The person leading the
meeting can influence that reputation and ensure that meetings are productive and
rewarding for the participants.
Topics covered:
o To Meet or Not to Meet? – Participants discuss the alternatives to meetings and
whether all meetings are necessary. We then move on to consider who should
attend their meetings.
o Objectives – We discuss why it is important to set objectives for a meeting and
then conduct a short exercise to consider what makes an objective effective
o Agendas – Participants consider their responsibilities relating to meeting agendas
and what makes an effective agenda.
o Controlling the meeting – participants complete a short questionnaire where
they consider their role in controlling the meeting function and perhaps find
some of their existing ideas are challenged. They then go on to consider basic
ground rules for the meetings they lead.
o Meeting Personalities – A short exercise where participants discuss some of the
different people who may attend these and consider how they can best work with
different types of personalities.
o Agree Actions – Participants briefly discuss the role of the leader in ensuring
positive action comes out of their meetings.
o Meeting Notes – A brief look at the different types of meeting notes and who is
responsible for them.
o Closing Meetings – Participants are encouraged to end their meetings effectively
and on a positive note.
o Meeting Obstacles – Participants close by identifying and discussing how to
handle the potential obstacles to them implementing the ideas discussed during
the workshop.
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Who Should Attend?
Anyone who is required to lead meetings.
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Listening Skills
Overview
Duration: Half Day
Being able to listen effectively is so important that it is worthy of a training session in its
own right.
This session can be used as a stand-alone programme or can be used within a wider
programme where listening skills are important. It provides participants with basic but
effective techniques to ensure that they listen effectively on a consistent basis.
Description
During this listening skills training workshop participants will be given the tools to:
o Explain why listening skills are important
o Identify key reasons why we can fail to listen effectively
o Adopt simple techniques they can always use to ensure that they listen effectively
Topics covered:
o Why are listening skills important? – Participants discuss why good listening
skills are so important.
o Hearing and Listening – We consider the difference between hearing and
listening
o Sweet Tasty Orange – Participants take part in a lively activity to help
demonstrate some key reasons why we can fail to listen effectively
o Simple Listening Technique – Participants are provided with a simple and
effective approach to effective listening.
o Types of Information – This builds on the simple listening technique by
considering the three types of information we will hear if we listen effectively.
o Listening Activity – Participants pair up and are given the opportunity to practice
the simple listening technique and receive and provide feedback to each other.
Who Should Attend?
This course is suitable for all employees.
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Managing a Virtual Team
Overview
Duration: One Day
This training course will provide attendees with the tools and techniques to overcome
the challenges of a virtual manager. They will be provided with practical tips to
help them lead effectively, communicate successfully and consequently increase the
performance of their virtual or remote team.
Description
Managing Virtual Teams has become a hot topic over the last few years. People are now
much more likely to work from home, from their car, at alternative locations, or even on
the other side of the world, which means managers might rarely see them.
Consequently, managers that are asked to lead these virtual teams not only face the
usual leadership dilemmas, but they also must be able to adapt to these challenges in an
environment where the rules have changed.
Managing virtual teams requires a different approach. It means developing new skills,
communication methodologies and techniques to get the best out of teams and improve
organisational and personal performance.
Topics covered:
o What is a Virtual Team? – Providing the scope and broad definitions of various
situations that constitute managing a virtual or remote team.
o Benefits and Challenges – Identifying the benefits and challenges that face a
manager of virtual teams and suggesting the mindset that a virtual manager needs
to develop.
o Competencies and Skills – Establishing the competencies and skills of a virtual
manager and acknowledging where there may be development opportunities.
o Virtual Team Case Study, Part One – The first part of a case study that follows
Steve on his virtual team management journey. What challenges and
opportunities are there for Steve with his new team?
o Building a Virtual Team – What does a virtual team require from their manager to
be a success, and what ground rules should be set?
o Virtual Team Case Study, Part Two – How should Steve set up his initial meeting
with his team? What should be included, and how should he approach this?
o Working on Trust – What traits build trust in a virtual team, and how can the
participants demonstrate this with their teams?
o Using Technology Effectively – Reviewing the tools available to the virtual
manager and knowing which tool is better to use for each situation.
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o Virtual Team Case Study, Part Three – How can Steve resolve the challenges that
he is facing with his virtual team? What should he do,, and how could he have
avoided them in the first place?
o Communication Skills – What is the best practice of communication with a
virtual team, and how can we ensure our communication approach is effective?
o Feedback Skills – Understanding the purpose and guiding principles of feedback
and developing an approach to feedback preparation.
o Virtual Team Case Study, Part Four – What can Steve do to resolve the problem
of a poorly performing virtual employee? How could he have avoided the problem
in the first place?
o Managing Performance from a Distance – How to monitor virtual work, set goals
and provide effective reviews without micromanaging or losing control of the
team.
o Session Recap – An activity review of the core elements of the training course
ready to feed into the personal action plan.
Who Should Attend?
Managers who have recently taken on a virtual team, or managers with existing virtual
teams who want to become more effective.
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Managing Difficult Behaviours
Overview
Duration: One Day
This course will provide attendees with both the knowledge to appreciate the reasoning
behind what we might consider difficult behaviour, and the communication tools to
manage and overcome difficult behaviours in the workplace.
The training course materials act as a great tool for self-awareness and will help develop
the communication skills of anyone that attends.
Description
The modern work environment places many demands on the Manager, not least the
need to treat ‘difficult’ employees with the same care and respect afforded to those who
are less demanding. Recognising and understanding the cause or causes of this
behaviour, and the Manager’s self-awareness of their behaviour and its impact, are vital
in the fight to create a working environment where everyone is treated equally and are
afforded the same opportunities.
Topics covered:
o Issues, Causes & Consequences of Difficult Types – A look at how issues arise
and our part in this
o Difficult Behaviour Types – A review of the different types we are likely to come
up against and how we might deal with them
o About You – Acknowledging that our behaviour plays a part in how others
respond
o Our Two Minds – A look at our rational and emotional mindsets, how they
work and how we can face an ’emotional hijack’ at times
o Stimulus & Response – Demonstrating that we do have the ability to choose our
response and ultimately influence the outcome of communication
o Attitude & Behaviour Cycle – How our attitude affects our behaviour and in
turn other peoples attitude and behaviour
o Triggers – Determining what ‘sets people off’ and how to avoid the pitfalls
o Communication – A look at the barriers to communication, whether a discussion
is based on fact or feeling and choosing the best behavioural approach to deal
with each
o Managing Expectations (Emotional Bank Account) – Building a positive basis for
relationships and so improving communication with all
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o Defusing & Calming – Looking at how situations escalate and methods of
ensuring communication takes place from a positive position
o Managing Behaviour Practice – A chance to put all the tools learnt into practice
with a full review of the approach

Although this course has been designed with Managers in mind, the content is suitable
for anyone that might have to deal with ‘difficult’ behaviours or be placed in situations
where they must influence and adapt to other people.
Who Should Attend?
Anyone who might have to face ‘difficult’ behaviours or be placed in situations where
they have to influence and adapt to other people.
Requirements for Attendees
Prior experience of difficult behaviours in a particular situation are beneficial for selfreflection, but not essential.
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Managing Performance
Overview
Duration: One Day
This course sets out to help attendees manage the performance of their workforce
through common-sense techniques that focus on the effective use of communication
and goal setting to improve productivity and increase morale and motivation.
The session will steer away from the procedural, form-filling approach to performance
management/appraisals and instead focus on the skills required to effectively cooperate with team members, develop their skills and ensure they feel incentivised to
succeed.
With the techniques outlined in this training course, attendees will feel empowered to
enhance the performance of their team and begin to collaborate with them to improve
their behaviours and ability in their role.
Description
Management is ultimately about getting things done through others. Without a
structured and clear approach to managing performance, where employees know what
is expected of them and how they should approach their role, a manager is unable to
effectively meet the level of productivity that is required. This will reflect badly on them
and can impact on their development.
Therefore, managing performance can be one of the single most important things for a
manager to get right. This requires a goal-focused, common-sense approach to working
with employees that ensures they are motivated and focused on success.
This course will provide attendees with everything they need to develop the skills and
build the confidence needed for the future performance management of their teams.
Topics covered:
o The Importance of Managing Performance – Establishing the key elements to a
managing performance approach, why this is important and the benefits it can
have for a manager.
o Making Performance Management Work – Changing current perceptions to
performance management and highlighting the key factors that will help make it a
success for managers.
o Setting Goals – Identifying what makes goal setting work and how it underpins
the entire managing performance process. Linking goal setting to record keeping
ensuring effective processes.
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o Reasons for Poor Performance – Highlighting the underlying factors behind poor
performance and individual mindsets.
o Helping Poor Performers – Focusing on behaviour and results –
translating ‘attitude’ to observed behaviours and looking to create improvement
opportunities. Activities that review specific workplace scenarios.
o Developing Average Performers – Knowing values and motivators, what drives
performers and how to get the best out of their performance whilst still
encouraging them.
o Guiding High Performers – Establishing boundaries, creating opportunities,
giving feedback and knowing when to praise.
o Managing Conflict and Discipline – Resolving conflict issues and embracing the
opportunity disagreement can provide. Looking at the key components of
discipline and following a set structure for implementation.
o The ‘DESC’ Model – Provision of a communication model that assists participants
with structuring conversations around performance issues.
o Performance Conversations – A practical activity following theoretical set-up
that allows participants to practice and review the skills of effective performance
communication.
Who Should Attend?
Any person responsible for the performance of a team of people.
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Managing Upwards
Overview
Duration: One Day
Most of us face one great challenge at work: balancing our priorities with those of our
manager. Understanding what is important to our manager and knowing how they
prefer to work and communicate allows us to work more effectively and provide a more
significant number of opportunities.
This course will provide attendees with the tools and techniques required to effectively
work with their managers. The content will help them adapt their approach to work in
such a way that they can develop a positive work relationship with their manager, which
in turn will expand their personal skills and make them a more effective employee.
Description
We all need to be able to communicate effectively with people within our organisation,
and the way we interact with peers and our employees should be no different to the way
we interact with our manager. In practice, it can sometimes seem difficult to address
your manager, and would be useful to understand the best way to approach
communication with those people in roles ‘above’ our own. Being able to influence
upwards will not only benefit your career, but it will also ensure your manager has the
support needed to ensure your organisation meets its goals.
Managing up is a skill that every employee needs to learn. Recognise that it is YOUR
responsibility to build this critical relationship. This attitude will get you the results you
want. Understand the manager’ priorities, likes and dislikes, sense of urgency and style
of communication and target your behaviour accordingly. In many ways, managing up
is simply having the right attitude and realising you can improve things .
This course will give attendees an understanding of the principle of ‘Managing Upwards’
and will equip them with the key techniques to demonstrate this skill.
Topics covered:
o Defining ‘Managing Upwards’ – Establishing what managing upwards means,
setting the tone for the training course
o Understanding Yourself – Identifying what drivers the participants have to
establish how they will best work with managers
o Personal Work Styles – Using an inventory to help understand different work
styles, reviewing the participants own styles and what this means and considering
different behavioural styles of; Analytical, Driver, Amiable and Expressive
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o The Four Behavioural Styles Explained – Exploring a case study to apply the
behavioural inventory to a real-life example
o Understanding Your Manager – Determining the management style of the
participant’s manager and comparing them to their working style to help define
the best way of collaborating
o A Manager’s Expectations – Establishing what managers want from employees
and how they expect the working relationship to evolve
o Management Styles – Identifying different management styles, what the impact
of these styles might be and how best to work with them
o The Benefits of Managing Upwards – Highlighting the benefits of managing
upwards and what it means for the manager, the organisation and the employee
o Strategies for Managing Upwards – Discussing different strategies for managing
upwards and applying this to specific workplace scenarios. A chance to apply
these strategies to a practice scenario
o Giving Feedback to Your Manager – Understanding how upward feedback works
and what is involved
o A Model for Giving Feedback – Using a set structure for approaching feedback
conversations in a constructive way with a chance to practice the skills
o Six Weapons of Influence – Identifying the underlying factors that influence
decisions and applying this to personal management scenarios
Who Should Attend?
This course is suitable for all employees.
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Manual Handling
Overview
Duration: Half Day
This manual handling skills course will provide attendees with an insight into the
importance of taking care of their body and in particular their back and neck when
lifting, pushing, or pulling objects.
They will also be provided with an understanding of the regulations surrounding manual
handling, as well as clear techniques and guidance for correct manual handling
techniques.
Description
Lifting and handling is something we do every day, most of the time we don’t actually
think about the risks and the damage that we could bring to ourselves.
Damage, injury and pain due to poor manual handling techniques is only a lift away –
even in the safety of your own home you are at risk.
It is estimated that 1.1 million people in Britain suffer from musculoskeletal disorders
(MSD) caused or worsened by their current or past work. Often the MSDs are as a result
of manual handling incidents. An estimated 12.3 million working days were lost in one
year as a result of such incidents, with each sufferer taking an average of 20 days off.
Nearly all jobs involve some form of manual handling, and the use of poor techniques to
move material is the most common cause of injury at work.
Topics covered:
o Types of accidents – An overview and statistics of the typical types of accidents
that occur in the workplace, highlighting that accidents involving manual
handling are by far the most common form of incident.
o Definition of manual handling – A clear explanation and review of what manual
handling means according to the Manual Handling Operations Regulations 1992.
o Understanding your anatomy – Explanation of the function and role of the spine.
How injuries can occur and the best working positions for the spine, including a
description of the spine as a lever.
o The Main Causes of Back Pain – Establishing what causes back pain typically to
be more aware of the issue.
o Manual Handling Regulations – An overview of the regulations surrounding
manual handling, including the employee and employer’s duties.
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o Assessment and lifting – Guidelines and demonstration on how to assess and
manage a safe load. Using the LITE technique to demonstrate this, which is Load,
Individual, Task, Environment.
o The Six Point Lift – Following this lifting technique to ensure a lift can be
performed as a smooth process placing the minimum of effort, stress and tension
on the body and helping to reduce the likelihood of a cumulative injury.
o Practical lifting examples – A practical exercise to carry out several lifting
techniques and ensure the participants understand and can carry out safe lifts.
Who Should Attend?
Anyone involved in lifting, pulling or pushing of any kind in the workplace.
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Marketing Essentials
Overview
Duration: One Day
This training course, ‘Marketing Essentials’ covers the basics of marketing and is
intended not only for people who are new to a marketing role, but just about anybody in
the organisation. A basic understanding of the subject is particularly valuable to people
in management, selling and customer service roles.
Description
Effective marketing is vital to ensure the survival and growth of any business. It does not
matter whether the business is large or small or what products or services the business
supplies, the truth is that effective marketing cannot be ignored and is essential for any
successful organisation.
The course will help attendees understand marketing concepts and how they link to the
growth strategy of the business. They will also give attendees a solid grounding in market
analysis and how marketing influences customers.
Topics covered:
o Cookies – In this activity learners are introduced to the concept of marketing by
considering how a small local business should market itself.
o What is marketing? – This short exercise helps learners to understand what
marketing is and the wide range of business activities it involves.
o Growth Strategies – Learners find out about different types of growth strategies
adopted by businesses and how important it is for marketing to align to strategy.
o The Marketing Mix – The Marketing Mix and the Extended Marketing mix are
explained to learners.
o The Marketing Triangle – Participants are provided with a logical approach to
marketing using our marketing triangle.
o The Marketing Triangle: Understand – The importance of market research is
explained, and learners find about the four elements they need to understand to
market effectively. There is also a brief introduction to the PESTEL analysis.
o The Marketing Triangle: Solve – The importance of providing solutions based on
customer requirements is explained.
o The Mystery of the British Motorcycle Industry – The British Motorcycle industry
is used as a case study to consider what can happen when products no longer
meet customer requirements.
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o The Marketing Triangle: Communicate – Learners are introduced to the
promotional mix and the various communication media available. They are then
asked to apply this information in a brief activity.
o Promotional Poster– An activity to consolidate key themes covered during the
training
Who Should Attend?
Anyone who wants to develop their understanding of marketing, whether they’re new to
marketing or want to refresh their comprehension.
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Mentor Training
Overview
Duration: One Day
This course has been designed to provide advice, support, and guidance to anyone that
may be taking on the role of mentor.
These Mentor Training course materials will help your participants to develop their skills
as a mentor, increase their awareness of the role and responsibilities as a mentor and
highlight how the role of mentor might personally benefit their development.
Description
Mentoring is a learning support mechanism where an experienced person provides
guidance, knowledge, and advice to someone who is in development or has less
experience in each topic or function.
The role of mentor is a critical one and whether the relationship is formal or informal,
the fact is that a good mentor can be instrumental in the development of not only a
mentee’s skills and knowledge, but also their behaviour, attitude, and social outlook.
Topics covered:
o Roles and Responsibilities – Exploring the part played by both mentor and
mentee in the relationship and how this works throughout the stages of a
mentoring relationship.
o Code of Practice and Confidentiality – Appreciating the need for discretion as a
mentor and the Do’s and Don’ts
o Mentoring Agreement – Identifying the need for an agreement before beginning
the mentor relationship and developing a sample agreement
o Encouraging Reflection – Looking at how reflection plays a large part in a
mentoring relationship and developing methods of encouraging reflection in a
mentee. Includes the Gibbs model of reflection as a reference
o Facilitative Vs. Directive Mentoring – Knowing when to challenge and when to
instruct getting the best results
o Using Questions – Exploring the different types of questions that you can use as a
mentor to get different effects
o Giving Feedback – Using a feedback model to define the different levels of
feedback and how to implement them
o So, you’re ready to be a mentor? – Putting the skills learnt into practice
Who Should Attend?
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Anyone who may be asked to mentor as part of their role.
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Minute Taking
Overview
Duration: One Day
Minute taking is a skill that everyone should learn. Taking minutes means effectively
recording the key elements of a meeting, either verbatim or through summarising
decisions and actions or creating a narrative. The technique of minute taking is
sometimes taken for granted, but it is a skill like any other and takes careful preparation
to perform correctly.
This course is aimed at anyone that might have to take minutes as part of their job role,
and it’s reasonable to suggest that the task could be performed by anyone within an
organisation at some time or another.
Description
Taking minutes is a skilled job because the minute taker must follow discussions and
debates that are often confusing and inarticulate, and then summarise them accurately.
Why is taking this course a good idea?
Meetings are more effective and efficient if they have well documented minutes
because:
o Decisions are recorded
o Action items and who is responsible for them are tracked
o Key points are captured, enabling those who missed the meeting to know what
happened without taking up time in subsequent meetings
Topics covered:
o The basic principles of minute taking – Participants review the different type of
minutes that can be taken, the reasoning behind each, and the function of
minutes.
o Getting prepared for the meeting – A review of the elements that should be
considered before a meeting where you are due to take minutes. Focusing on any
discussions you might need to have with relevant people and the information that
should be covered. There is also a focus on the different roles of people in the
meeting and how this relates to the minute taker.
o Agenda preparation – Understanding what makes for a well-planned,
effective agenda.
o Good listening skills – This is crucial to minute taking and so this session reviews
the listening skills of the participants, looks at what barriers there might be to
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actively listening during meetings and how to overcome these. There is also a
review of how to work back from a decision to identify the important elements to
record.
o Note-taking – A review of all the different methods of note-taking, the benefits
and pitfalls to each, and identifying the best type to use.
o Writing the minutes – A practical examination of the structure and layout of
minutes.
o The ABC of good writing – Providing a structured approach to ensuring the
minutes are written clearly and are: Accurate, Brief and Clear.
o Narrative minutes – A series of exercises to test and improve narrative writing
skills. Finally focusing on how to create an Introduction, Summary, Decision and
Action.
o Preparing for minute taking practical – A chance to prepare for the practical
simulation of a meeting where they will take minutes.
o Minute taking practical – Applying the skills they have learnt throughout the day
in a practical activity.
o Reviewing and checking the minutes – A review of the participant's progress with
suggested improvements and what worked well.
Who Should Attend?
Anyone. It’s not unreasonable for anyone to have to take minutes at some point in their
career.
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NLP – An Introduction
Overview
Duration: One Day
This course will help develop the Neurolinguistic Programming (NLP) skills of attendees,
helping attendees to understand the core principles of NLP and how to apply them.
Description
Neurolinguistic Programming (NLP) is described as the study of human excellence and
demonstrates how to communicate effectively and influence others. It was developed in
the 1970s by a group of psychologists who were studying successful people to analyse
successful behaviour.
Since then, NLP has been developed further and examines thought processes, language
patterns and human behaviour. NLP helps us to understand the connection between
human behaviour, emotions, mind, body, and actions.
Basically, it helps us to improve the effectiveness and impact of our communication.
This course will provide attendees with an understanding of the core NLP techniques
and how to use them to improve their communication and actions.
Topics covered:
o What is NLP?
o Setting your goals
o The pre-suppositions of NLP, which include:
o The map is not the territory
o People respond according to their map of the world
o There is no failure, only feedback
o The meaning of the communication is the response it elicits
o If what you are doing is not working, do something different
o You cannot not communicate
o Individuals have all the resources they need to achieve their desired outcomes
o Every behaviour has a positive intent
o People are much more than their behaviour
o The mind and body are interlinked and affect each other
o Having choice is better than not having choice
o Modelling successful performance leads to excellence
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Rapport
o Feel at ease with your actions and what you are trying to achieve in life
o Use rapport in conversations and interactions with others
o Use body language and the pace of communication to good effect
o Understand situations from the other person's perspective
Senses
o Actively use your senses: vision and sight, hearing and sound, feelings and
touch, smell and aroma, and taste
o Recognise others primary representation systems through language and eye
accessing cues
o Learn how to adapt your speech to help build rapport
o Recognise buying strategies and adapt approaches to suit
Outcomes
o Understanding our beliefs and drivers
o Re-framing
o Creating your own ‘Life Pizza’ to understand your goals
Flexibility
o Being flexible in your approach to things, creating new perspectives
o Understanding why you may interpret situations differently to others
Who Should Attend?
Anyone who wishes to develop their interpersonal skills using NLP techniques for both
the work environment and in their personal life.
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One Minute Managing
Overview
Duration: One Day
This training course is suitable for anyone in a management or leadership role.
Attending this course will help you learn that there are some simple techniques and
processes that can be followed to help make leadership simpler. It also demonstrates
that leadership is all about getting things done through people and focuses on three
main practical management techniques that will help managers get the best out of their
team.
Description
One Minute Managers can focus on getting greater results in less time. The idea focuses
on three key elements of management, which are…
o Setting one-minute goals
o Giving one minute ‘praises’
o Providing one minute ‘redirects’
One Minute Goal setting is about being aware of what is expected from the beginning.
One Minute Goal setting is so called because it should take only one minute to be able to
read the goal.
The second step in one minute management is to catch people doing something right.
This is when the One-Minute Praises are given. One Minute Praises are so called because
it hardly takes a minute for you to tell someone that he or she did a good job.
One Minute Redirects are given as soon as an employee is not meeting their goals or is
doing something wrong. One Minute Redirect has two parts. The first half includes
telling the person that what they did was wrong, how you feel about it and then let it sink
in. Then in the second half, you tell the person how much you think they are capable of
and how much you value them.
One Minute Management doesn’t really mean it will take you a minute to do all the
kinds of things you need to do as a manager. It’s just a way to say that being a manager
is not as complicated as it can seem.
Topics covered:
o Influence and Control – Establishing the elements that managers should focus on
if they want to be effective. A lot of management time is spent on things that are
not within their influence. This section helps them re-focus.
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o Traditional Management Styles – A review of traditional management and how
one minute management allows managers to use the right behaviours for the
situation.
o One Minute Managing Overview – Presenting the key elements of one minute
managing using a YouTube video to get the message across.
o One Minute Goal Setting – Providing insight and tools into developing simple,
quick yet effective goals with team members that helps them keep on track and
focus on what they need to achieve. Includes Pareto’s Principle and SMART goals.
o One Minute Praises – Demonstrating that praises include praising
employees immediately, telling them what they did right, how you feel about it
and encouraging them to do more of the same.
o One Minute Redirect – Highlighting that One Minute Redirects are highly
effective because the feedback is immediate, unlike annual reviews where you
may be discussing events that took place months ago. If a mistake is pointed out
as soon as it is made, it can easily be corrected.
o Running Game – A fun activity that reviews the key learning points and assesses
what the participants have taken on board so far.
o Positional Leadership – Understanding that we should base our style of
management on the situation and that we should use behaviours that best
support and nurture our team. Includes a questionnaire to help participants
identify the best style of management to use with different people and the
relevant scenario.
Who Should Attend?
Anyone who manages a team.
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Performance Management
Overview
Duration: One Day
This course will help develop the performance management skills of your attendees and
encourage them to deliver successful performance management in their organisations.
Description
Often treated like a box ticking exercise, effective performance management is
fundamental to achieving a successful future. Performance management is not a fixed
sequence of events, but a continuous process that constantly adapts to the needs of the
team.
These comprehensive training course gives you everything you need to deliver an
effective and results focused performance management process. The benefits of
performance management are profound:
o Improved organisational performance – staff become aligned with company
goals.
o Improved productivity – performance is benchmarked to set challenging targets.
o Improves communication – promoting open dialogue and building better
relationships.
o Clear accountabilities – a chance to recognise good performance while
improving poor.
o Saves management time and reduces conflict – making clear cost savings.
o Ensures efficiency and consistency in performance – building team spirit.
o Clarifies expectation of employees – provides a chance to establish future
objectives.
o Defines career paths and promotes job satisfaction – people feel cared about.
o Better employee retention and loyalty – feedback is crucial for personal
development.
The organisation that embraces effective performance management is creating a
strategic advantage in the marketplace.
Topics covered:
o What is Performance Management? – Developing an understanding of what
Performance Management is and how we embed it into the culture of the
organisation.
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o The Performance Management Cycle – Showing that Performance Management
is a cyclical process and demonstrating the requirements at each stage. Including
the need for ongoing reviews.
o The Key Skills of Performance Management, including:
o Objective Setting – Ensuring that objectives are clearly defined, describe
performance requirements and are SMART.
o Ability or Motivation? – A simple tool to help assess the best approach to take to
developing an individual.
o Adapting Your Leadership Style – Applying the ability/motivation tool to a
specific work-based example.
o Feedback – Identify what positive feedback is, and is not.
o Giving Difficult Feedback – Providing some key tips on this topic.
o Judgemental or Behavioural Feedback? – Ensuring that our feedback is on
specific, observable actions rather than ‘feelings’.
o Performance Reviews – Taking delegates through a six-stage process.
o Performance Reviews Practice – An opportunity to put the skills to the test.
o Using the GROW Model to Joint Problem Solve – Looking at the GROW
framework from a Performance Management perspective and providing specific
questions to aid the process. With practice.
o Managing Poor Performance – Identifying which actions to take and when, with
some key skills.
o Dealing with Poor Performance – A defined process to use.
o Ten Ways to Improve Your Team Performance – Tips for analysis and Review.
How can we implement these in the workplace?
Who Should Attend?
Anyone involved in the performance management or appraisal process. This could
include: Directors, Managers, Team Leaders, HR Professionals.
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Planning for Change
Overview
Duration: One Day
This training course has been developed to introduce participants to practical tools and
techniques that will enable them to better understand their people during the
transformation of their business. It will also provide them with clear methodologies that
will assist them in influencing the change for the organisation and the people within it.
Description
Anyone in a position of managing or leading others will benefit from the message
delivered by this Change Management training course.
The course sets out to provide attendees with a series of straightforward techniques that,
if followed correctly, will give you a different way of discussing the future changes at
your organisations, to help make them a success not only for the individuals attending
the training course, but for their teams and customers too.
The course focuses on a series of methods that can be used to help participants
understand people and teams within their organisation better. It will look at: What are
their motivations? How do they feel about work? And, how do they experience it? The
workshop will help participants place themselves ‘in their shoes’ to aid engagement with
their teams at a higher level. Each technique is quite straightforward, and together they
provide a different way of discussing the future changes within any organisation.
Topics covered:
o Change Journey – Depicting the participants journey through their professional
life, starting with first job up to the present day. This element sets the scene and
helps participants begin to appreciate their own emotions through the change
cycle.
o Future You – Organisation and Team – Exploring the organisation’s key goals,
challenges and potential changes, along with any blue sky thinking of how it
might work. Looking at the day in the life of an employee within the team in this
future state. Considering the feeling these changes may bring.
o Barriers to Change and the Characters Involved – Understanding the elements
that might get in the way of effective change programmes and using this
information to help build real-life characters that will challenge the change
message in a later activity.
o Communicating Change – Reviewing the principles of communication during
change focusing on the benefits good communication will have and creating a
strategy based on this knowledge.
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o Planning Change Activity – Planning a message about the future organisational
transformation to be delivered to the team with the aim of achieving buy-in.
Delivering the message with a visual response from the audience as to its
acceptance or not.
o Change House – This model provides an opportunity to explore the stages of
emotion we travel through during change. As we go through change house rooms
our energy levels change and therefore our productivity declines. People often get
stuck at different rooms of the house, and managers need to be able to move
people through it.
o Influencing Change – Establishing how trust and empathy will assist you in
influencing change for those around you.
o 7 Steps to Influencing Change – Following the 7 steps allows us to better control
discussions, keeping track of where we are and ensuring issues and concerns are
addressed.
o Creating a Communication Plan – This activity is structured to spend more time
looking for solutions than identifying problems. It will look at what needs to be
done to make sure the future change process works effectively
Who Should Attend?
Anyone who may be responsible for coordinating change within an organisation.
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Practical Sales Skills
Overview
Duration: One & a Half
Days
This course has been developed for salespeople or people who are required to sell as
part of their role. This course is applicable for both people relatively new to sales and
those who have a lot of experience, as the content is flexible enough to adapt to suit the
audience.
Description
The core aim of these sales skills training course materials is to provide attendees with a
set of tools that can be practicably used in their role as salespeople.
The skills provided are simply a collection of valuable methods of achieving sales. There
are many tips and techniques that will be incredibly useful and will help your
participants personally develop a successful sales approach whilst enhancing their
performance.
The skills have been produced from many years’ experience in sales and have been tried
and tested in a business environment.
Topics covered:
o Introduction, the 80:20 Rule – Why 20% of salespeople produce 80% of the
business
o The Perfect Salesperson – What makes a perfect salesperson, and how do the
participants individually compare? An exercise which helps the participants
appreciate that they need to develop further
o Goal Setting – Why and how to set personal performance goals. Followed by an
exercise on setting these goals
o Build Trust – Developing trust and rapport with a prospect and understanding
why this is crucial to their success.
o Ask the Right Questions – Developing questioning skills and realising that it is
often questions that will develop sales rather than just a good pitch. With example
questions
o Engage the Customer – Understanding the lifetime value of a customer, serving
them better and ensuring they perceive the value of the relationship
o Be Specific – Adapting their approach to suit the individual customer with an
activity related to identifying the specific benefits to the customer
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o Make Your Customer Smarter – Realising that customers are now more willing to
be educated on products and services and often have already researched before
the sales conversation, and how to deal with this with regards the participant’s
specific products/service
o Maximise Your Efficiency – Learning from missed sales and developing further
skills to overcome this
o Catch Yourself Doing it Right – You can learn from good stuff too!
o Know Your Products – An in-depth look at specific products and how to educate
themselves to maximise sales through product knowledge
o Develop a Competitive Advantage – A series of questions that will put the
participants one step ahead of the competition
o Handle Objections – Identifying typical objections and preparing responses to
them to practice until they are welcomed with open arms. Also includes set of
techniques to overcome objections
o Ask for the Business – Ensuring the participants can spot buying signals and
know how to respond to them to lead the prospect to close. Specific advice on
closing questions
o Follow Up After the Sale – Ensuring that the complete sales process is seamless,
and the participants understand their responsibilities regarding creating an
exceptional customer experience
o Apply the Skills in Your Role – A session on ensuring the learning from the
session is practically applied in the participant's role.
Who Should Attend?
Anyone in a sales role, be the new to the job, or wishing to refresh their skill set.

144

Preparing for Job Interviews
Overview
Duration: One Day
This course aims to give attendees the knowledge and skills required to improve their
chances of having that positive job interview experience, and of course, to help them get
that all important promotion or new job.
A by-product of this training is that the skills they learn are transferable and will help
develop techniques that they can use for a variety of situations at work. This
improvement in their communication skills and ability to ‘sell yourself’ will, in effect,
help to open career opportunities for them, whether they are actively seeking
employment or not.
Description
Whether looking to progress within your own organisation or searching for a new role
completely, interviews are a key element of the job finding process and will usually be
the main factor in deciding whether you get that all important job or not.
It’s a fact that people who are good at job interviews will have the opportunity to
progress their career and those that don’t, find it hard to get on. Therefore, the skills
required to perform effectively in job interviews are critical to your progression at work
and in life.
Topics covered:
The Benefits and Limitations of Interviews
Helping participants appreciate the positive and negative elements of job interviews,
what this means to them and how to ensure they overcome any shortfalls of the process,
ultimately identifying the core aim of interviews, and working towards this.
Presenting Yourself Effectively
Establishing what interviewers are looking for, how to avoid putting on an act, whilst
ensuring that the candidate makes an impression.
o Halo and Horns – Understanding the concept of halo and horns and how it
affects an interviewer's judgement.
o Setting Yourself Apart – Identifying individual style statements that could set a
candidate apart.
o Honesty, Credibility & Consistency – The importance of demonstrating a
credible professional presence.
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Preparation Before an Interview
Knowing the key things a candidate should do to prepare for an interview so that they
are relaxed and portray a positive and professional image.
o Dressing Appropriately – Not only what to wear, but how to wear it and several
key things to remember.
o Planning the Journey – Critical preparation to ensure candidates arrive on time
to interviews.
o Revisiting Your CV, Cover Letter & Application Form – Reviewing personal
information and experience to ensure consistency and prepare for interviewer
questions.
o Researching the Organisation – Identifying methods of researching the
organisation that the candidate has applied to, which helps demonstrate their
enthusiasm for the role and desire to fit in with the company.
o Understanding Your Strengths and Weaknesses – Determining the elements an
interview is likely to focus on and either mitigating weaknesses or promoting
positive aspects.
o Preparing the Key Points – Planning the key elements that the candidate wants to
get across in the interview to better sell themselves.
o Preparing Questions to Ask – Clearly establishing the questions the candidate
should ask during the interview so that they can demonstrate their interest and
establish if the role is suitable for them.
Typical Interview Questions
Focusing on typical questions that interviewers ask and perfecting a response.
o Additional Questions – A look at some ‘alternative’ questions an interview might
ask and preparing for them.
Attending Preliminary Interviews
Reviewing the challenges of preliminary interviews and how best to approach them.
Meeting the Interviewer
Establishing first impressions and perfecting a greeting, including; eye contact, a warm
smile and the handshake.
o Getting Body Language Right – Knowing how to sit, use your hands and relax into
a comfort zone.
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Closing the Interview
Developing the questions that a candidate should ask towards the end of an interview
and how to approach the close, leaving a lasting impression.
The Second Interview
What to do when invited back for the all-important second interview and knowing how
it differs to a preliminary interview.
o Your Unique Selling Points – Recognising what sets you apart and how best to
present this to the interviewer.
o Getting Feedback Before the Second Interview – Establishing feedback sources
and preparing for the second interview.
After the Interview – Not Getting the Job
How to conduct yourself after hearing the bad news and creating a plan for maintaining
visibility and putting yourself in the frame if the preferred candidate turns the role down.
After the Interview – Getting the Job
Developing a list of pros and cons to help determine if you want to take the role.
o Renegotiating Salary – Knowing how to negotiate if salary is the only stumbling
block to taking the role.
A Model for Interview Success
Bringing the learning together through a fun activity that highlights the key points from
the training.

Who Should Attend?
The course is for anyone who may be looking to strengthen their interview skills to seek
a new role, either within their current organisation, or as an external applicant.
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Presentation Skills
Overview
Duration: One Day
In a survey carried out among experienced, middle, and senior executives, designed to
determine the things that they feared most, public speaking came out as number one.
Death was eighth on the list! So, most of us would rather die than stand up and present!
This course will provide attendees with the ideas and techniques to help them feel more
confident about presenting and will help them to become an effective presenter.
Description
This Presentation Skills training course focuses on the ‘nuts and bolts’ of presentations
and provides a solid grounding in the processes and practices of effective presenting.
Topics covered:
o Problems and fears with Presentations – Looking at the past problems delegates
have felt and seen with presentations. What their fears are and their likes and
dislikes of presenting.
o Qualities of an Effective Presenter – Identifying what makes a presenter good
and analysing the skills required.
o Planning a Presentation – Key considerations when planning a presentation and
planning around the audience.
o Structuring Your Presentation – Considering the attention span of an audience
and structuring the session around this. Using the ‘Communicating to Convince’
model to structure the presentation.
o Opening Attention Grabbers – How to start a session with a bang.
o Using Visual Aids – The do’s and don’ts regarding visual aids and making them
effective.
o Presentation Models and Tools – Identifying alternatives to PowerPoint.
o Presentation style – Considering their style, including mannerisms, gestures, eye
contact, voice and nerves.
o Presentation Practice – A chance to test their presenting skills and provide
feedback in a safe environment.
Who Should Attend?
Anyone who currently presents or is due to present to small or large groups.
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Presenting Technical Information
Overview
Duration: One Day
Anyone who works in a technical field will, at different points in their career, have to
deliver presentations or speeches containing technical information. Most people would
agree that just the idea of giving a presentation can be quite daunting. This feeling can
be heightened by the presenter’s concern about whether the audience will even
understand them!
This course has been developed to help attendees plan and deliver technical
presentations.
Description
Technical information, also known as jargon, includes special words or expressions used
by a profession or group that are difficult for others to understand. When presenting this
type of information, confusion and misunderstandings can occur. These training course
materials have been designed to help participants appreciate the need to present
technical information in such a way that the message is not only understood, but also
appreciated and acted upon.
Most technical experts or managers will at some time be asked to present their ideas to
others. This can prove a particularly difficult task for people who may not be skilled in
delivering presentations in the first place. Even those people who have experience of
presenting may fall into common traps when the information they have to get across is
data-driven.
Delivering technical information to an audience that understands the detail of the topic
you are presenting is one thing, but connecting with an audience that is not technically
minded and has little understanding of your message is quite another. It’s easy to bore
an audience with a jargon-filled presentation with lots of technical PowerPoint slides
that people can barely see. How do you deliver a technical presentation that everyone
understands? How can you present data confidently and get results? This course has
been designed to address these common concerns.
Topics covered:
o What Makes Information Technical? – Establishing what differentiates technical
from non-technical information, and highlighting that what some people find
non-technical may cause confusion for others. Identifying the pattern of technical
information and the different forms it comes in.
o Types of Presentation – Exploring experiences of presenting and the different
formats it can take.
149

o Purpose Statements – Focusing on the skills and techniques that will help create
focus and understanding for the audience and add impact to presentations.
Includes a session on writing clear purpose statements to set the groundwork for
a good presentation.
o Analysing the Audience – Establishing the needs and wants of an audience and
how best to get the message across.
o Introductions – Identifying the best methods of creating an impact at the start of
a presentation with a chance to practice both writing and presenting an
introduction with impact.
o Getting the Content Right – Creating a plan for the main content of the
presentation and developing a clearly structured approach (several supplied).
Knowing what to focus on, the priorities for information and how to make sure it
is received and understood.
o Presenting Data – Choosing the best approach to suit the audience and the
message that you want to get across. Using bar charts, line charts, pie charts and
tables – how to present them to ensure clarity. Including images and pictures so
that they are clear and understood. Knowing how to introduce visuals and
communicate them to the audience so that they get the best response. Includes a
clear structure for communicating the message of the visuals and technical data.
o Techniques for Presenting Technical Information – Using personal presentation
techniques to get the most out of the technical information, including Using Your
Voice, Grice’s Conversational Maxim, Stories, The Rule of Three, Analogies,
Metaphors, Imagery and Basic Rhetorical Devices.
o Handling Questions – Covering a set of techniques for handling questions
throughout a presentation.
o The Golden Rules – Reviewing a set of clear guidelines for performing effectively
when presenting technical information.
A running theme throughout this training is for the participants to focus on a technical
presentation that they have to make in the future and work on making it effective.
Who Should Attend?
Anyone who may be required to deliver technical or detailed information to an audience
who may not be familiar with the topic being covered.
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Project Management
Overview
Duration: One Day
Project Management is at the core of much that we do. Whether managing a project at
work or managing a DIY project at home, the core essentials of Project Management
remain the same. Plan, Implement and Review.
This course is designed to be useful across a broad audience, from the Project
Management team itself all the way through to the end users.
Description
This course encourages the creation and application of a structured approach to project
management that will simplify, add transparency and is intended to shorten the project
management lifecycle.
Many companies choose to define their own “specific” approach to managing projects.
This course can be used to help design, or at a later level, refine that internal approach to
Project Management.
Therefore, this course is relevant to everyone who is involved in or will hope to benefit
from a project and provides you with the tools required to deliver a successful
introduction to project management.
Topics covered:
o Develop and manage a Case Study – Participants are encouraged to question the
project at its outset and to define and then discuss a group case study.
o Identify and avoid negative project experiences – Participants are told to focus
upon their negative experiences to avoid them occurring within their projects.
o How to apply (and why you need) Project Structure – Understanding how
Project structure can avoid a multitude of issues as well as protect the project and
it’s sponsors.
o Establish project deliverables – Definition and prioritisation of Project
Deliverables. Agreeing the definition of project success and avoiding project
failure.
o Set up communication lines within the Project – Both formal and informal
communication requirements. Highlighting issues and blockages whilst keeping
the project on track.
o Set up and manage a real project – manage timelines, budgets and multiple
work-streams.
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o Close a project – close, review and report on a completed project. Identify the
positives and negatives. Incorporate the lessons learned into a broader project
management ethos.
It is important to emphasise that this session is interactive and although some elements
of the session may come across as ‘dry’, the content is delivered in such a way that
attendees are constantly involved and active.
Who Should Attend?
Everyone who is involved in or will hope to benefit from a project.
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Quality Management
Overview
Duration: One Day
Gain a competitive advantage by developing your employees’ awareness of quality
management principles with this course.
The history of Quality Management, from a simple process of inspecting a sample of the
finished product to Total Quality Management, has led to the development of essential
processes, ideas, tools, and techniques that are central to organisational development,
change management, and the performance improvements that are generally desired for
individuals, teams, and organisations.
Businesses that do not focus on quality will quickly find that there are costs to be paid,
and the reputation of a business will quickly deteriorate because of poor quality.
Description
Quality is defined by the customer. A quality product or service is one that meets
customer requirements. The most successful organisations are those that give customers
what they want. Satisfied customers are loyal to companies they feel best understand
their requirements. As a result, they will make repeat purchases, and will recommend
the business to their friends. This course aims to raise this awareness in attendees, giving
them the tools they need to succeed.
Topics Covered:
o Introduction, Objectives and Expectations – An introduction to the subject, an
opportunity to review the course objectives and identify any personal objectives
and expectations of the group. Includes a review of quality from a personal
perspective.
o Background to Quality Management – Identifying key events in the development
of quality management, which helps to give a broader understanding of the topic
and its place within organisational development.
o Quality Management Systems – Gathering an understanding of the different
types of quality management systems, including Total Quality Management, ISO
9001 and Kaizen.
o Total Quality Management – Exploring the eight principles of TQM, comparing it
to the participant's own organisational practices and establishing how the key
principles can be applied.
o Quality Assurance and Control – Understanding the concepts of quality
assurance and control and watching a YouTube video that helps explain Quality
Management Systems that use the principles, and then finally identifying what
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aspects of Quality Assurance and Control are in place in the participants’ places of
work.
o ISO 9001 – Establishing the requirements of a quality management system that
adheres to the ISO 9001 standards. Includes a YouTube video that summarises the
impact ISO9001 standards have had.
o Putting Quality Management to Work – A fun activity that explores all the quality
management aspects covered so far and helps establish that participants can
apply the principles to a given scenario.
o Quality Measurement and Improvement – Using the Shewhart Cycle (Plan, Do,
Check, Act) to help measure and improve quality. Exploring the difference
between continuous improvement and continual improvement and how it can be
used to define how we make improvements.
o Kaizen – Another approach to continuous improvement. Understanding this
approach to quality management and its key concepts. Reviewing a YouTube
video that details Kaizen in practice and reviewing the concept based on these
outputs.
o Quality Management Tools and Techniques – Identifying and describing the
most commonly used tools and techniques for quality management and ensuring
participants can appreciate how they are applied.
o Quality Management Case Study – Exploring quality management via a case
study that explores the main concepts and allows participants to apply their
thinking to a scenario.
o Summary and Action Planning – A final activity that closes the training in an
engaging way and ensures participants leave with some key actions for workplace
improvement.
Who Should Attend?
Quality management is a discipline for ensuring that organisational processes,
procedures, systems, and practices are fit for purpose and able to deliver consistent and
continuous benefits.
This Quality Management training course is aimed at participants that would benefit
from implementing quality management principles within their organisation with an
aim to improve the working practices of the business and consequently its success.
Requirements for Attendance
Some experience of how the operational elements of a business functions is
recommended, but the topics can also be useful for those looking to apply the concepts
in non-work environments.
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Questioning Skills
Overview
Duration: One Day
Most of us have job roles that involve at least some communication with other people,
even if we never deal with people outside of our own organisation. The ability to
question effectively is therefore important to all of us.
This training course will help develop the questioning skills of attendees.
Description
This course is aimed at helping attendees question effectively. The materials cover a
range of basic techniques that can be adapted to any situation where questioning is
necessary. We take the normal Inovra approach where attendees learn through a range
of activities. There is also the opportunity to put into practice what they learn during the
day.
Topics covered:
o Don’t Ask/Not Interested – Two short activities where participants experience
what it is like when they speak and receive no feedback. This emphasises the
importance of questioning during communications.
o Yes/No – This activity demonstrates the difficulties when the person answering
questions supplies only limited answers.
o Types of Information – A brief explanation of the three main types of information
that may be uncovered during questioning.
o The Funnel Technique – An explanation of a simple and logical questioning
technique that can be applied to most situations. Participants then get the
opportunity to practice the technique on each other.
o Refining the Funnel – We consider ways of making our use of the question funnel
even more effective. We also consider whether open questions are always
necessary to encourage open answers.
o Preparing to Question – Participants are encouraged to think about the
preparation they should make before questioning someone. They are also given
the opportunity to practice this.
o Preliminaries – We look at how we can prepare the other person so that they are
encouraged to answer our questions.
o Lubricating the Question – In this short session we consider how we can
encourage the person answering to give as much information as possible. We also
briefly consider how we can control situations where the other person is talking
much more than we need.
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o The Motor Accident/The Green Eco Car – These two activities give participants
the opportunity to put into practice what they have learned.
Who Should Attend?
Anyone who wants to develop their questioning skills.
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Recruitment Skills
Overview
Duration: One Day
This course is aimed at helping hiring managers understand the concepts behind
delivering a sound recruitment campaign: What are they trying to achieve, why and
how?
Description
Recruitment is a crucial factor in the success of any business. All organisations are
defined by the employees within it, so ensuring you employ the right staff at the right
time is critical to your success. Aside from this, it is important that the people
responsible for recruiting within the business are focused on ensuring they follow
legislation and best practice to avoid any potential embarrassment or costly litigation.
This course will provide you with everything needed to effectively develop the skills of
hiring managers who attend. They will be taken through the full process of recruitment;
developing a wide understanding of the requirements of an effective recruitment
campaign to help them provide a robust approach to recruitment that helps secure the
right candidate for the role.
Topics covered:
o Aims of a Recruitment Campaign – Defining what we want to achieve from a
recruitment campaign. To ensure we identify the best candidate for the role,
minimise the time spent on recruiting, while keeping within legislation
requirements. This includes a review of the key tasks required throughout a
recruitment campaign.
o Recruitment as a Manager’s Responsibility – Identifying the challenges,
concerns and benefits of being a hiring manager. Looking at how to overcome any
issues or fears the manager may have and establishing the key components of an
effective recruitment campaign. This includes a review of a to-do list of
recruitment responsibilities.
o The Law and Best Practice – An overview of the legislation for equality, how this
affects recruitment and how to ensure individuals are neither discriminated
against nor overlooked. Ensuring the recruitment campaign is fair, robust and fit
for purpose, catering for all needs and that evidence is maintained at every stage
to demonstrate compliance. Highlighting the difference between best practice
and the law.
o Defining the Role – Starting the recruitment process off on the right foot by
effectively defining the role through the Job Description and Person Specification
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– setting the basis for making the process, fair, robust and fit for purpose.
Including our organisational values within this framework.
o A Brief History of Interviewing – A review of how recruitment has progressed.
Looking at; Recruiting for the ‘right fit’, Competency Based Recruiting and Value
Based Interviewing. Exploring the benefits and pitfalls of each and how to ensure
we use the right approach.
o Making Improvements Without Increasing Workload – Including value related
behaviours in the person specification that helps ease the recruitment process
and helps improve your ability to select the person with that best suits the role.
o Advertising – Attracting Candidates – Creating a good job advert that is tailored
to the role and the target audience. Being able to sell the role while being honest
and fair.
o Assessment and Selection – Establishing the importance of this part of the
process while identifying the best type of assessment methods for different roles.
Highlighting the importance of gathering evidence throughout assessments.
o Telephone Interview – Identifying the benefits of telephone interviews, when to
use them and how best to approach the task. Includes a telephone interview
template.
o The Interview – Determining what you want to get out of an interview. Includes
the key components below.
o Interview Preparation – The main elements to cover before running an interview
o The WASP Technique – A clear interview structure, explained in detail
o The key elements of an interview – Explaining the Role, Work History etc.
o Interview Questions – An understanding of the general questions you should ask,
moving on to structured Competency-based questions that focus on Behavioural
and Situational questions. Exploring these with an in-depth activity.
o Selling the Opportunity and the Organisation – Developing an approach to
appealing to the candidate and showing the organisation in a good light. Making
the candidate want to work for you.
o Closing Questions and Parting – Asking vital questions that will determine the
dealbreakers for the candidate and ensure both you and the candidate leave the
interview knowing all the facts.
o Capturing the Evidence – Ensuring you have delivered a fair and effective
interview by gathering relevant data and including this in your interview notes.
o Getting the Most Out of an Interview – An activity that provides participants with
the opportunity to test their ability to identify key data from an interview and
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assess a candidate’s suitability for the role, establishing any discrepancies,
contradictions, or issues during interviews with candidates.
Who Should Attend?
Any managers who are involved in hiring staff for their organisation.
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Report Writing
Overview
Duration: One Day
This training course is aimed at people who are new to report writing or who need to
strengthen their report writing skills. Attendees are expected to put into practice what
they are learning as they go through the day.
This course will help develop the report writing skills of attendees.
Description
The course is structured around four sections:
Section One – Introduction to Report Writing
This section covers the key principles of report writing and lays the foundation for the
remainder of the day’s activities. Topics covered include:
o Why a report?
o Why are some reports ineffective?
o Basic Principles of Report Writing
o Structure of Business Reports
Section Two – Plan and Prepare
This section looks at a number of techniques to help report writers prepare before
beginning the task of writing. Great emphasis is placed on planning and preparing, as we
consider this to be the key to effective report writing.
Topics Include:
o Purpose of the Report
o Knowing your Readers
o Generating Ideas
o Sources of Information
o The Extended Pyramid
o Report Outline
Section Three – Write the Report
Participants work on an actual report or develop one from a brief provided by us. This
section builds on the principles already covered, and we also cover topics such as:
o Getting Started
o Overcoming Writers Block
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o Language
Section Four – Check and Edit
In this final section, we consider the importance of checking and editing reports before
submitting. We suggest an approach that gives the best chance of ensuring that
participants present professional reports to their readers.
Participants get the opportunity to practice their checking techniques using the reports
they produced earlier.
Who Should Attend?
Anyone who may have to write reports for work.
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Risk Assessment Training
Overview
Duration: One Day
This course sets out to look at how to identify hazards within the workplace, recognise
the risk and implement a control measure.
This risk assessment training course will give participants the necessary information and
skills to enable them to carry out a thorough and effective accident investigation.
Description
The law does not expect you to eliminate all risk, but you are required to protect people
as far as ‘reasonably practicable’. We look at how to identify hazards within the
workplace, recognise the risk and implement a control measure.
The Health and Safety at Work Act (1974) imposes a general duty on employers, selfemployed, employees, suppliers and owners of premises to ensure that their workplaces
are safe and offer no risk to health.
Topics covered:
o Health & Safety Law – The law does not expect you to eliminate all risk, but you
are required to protect people as far as ‘reasonably practicable’
o Hazards, Risks & Control Measures – A Hazard is something in the workplace
that has the potential to cause harm, damage or injury. Risk is the likelihood or
severity of this happening. The hierarchy of making a workplace safe is to:
Eradicate, Reduce, Isolate, Control or Personal Protective Equipment (PPE)
o Safety Signs & Safe Systems of Work (SSOW) – One area of importance with
regards safety is the use of safety signs. There are several types of safety signs that
you will encounter. A Safe System of Work (SSOW) is the safe method of working,
designed using the results of a risk assessment.
o Accidents – You have 2 top priorities when you are first notified of an accident, to
the injured person and to make the area safe. Accidents are a good way of
identifying if your risk assessments and control measures are working
o How to Assess the Risks in Your Workplace – The 4 corners of our Risk
Assessment: Corner 1 Identify the Hazards & Who is at Risk, Corner 2 Evaluate the
Risks and Decide on Precautions, Corner 3 Record your Findings and Implement
them and Corner 4 Review your assessment (update if necessary)
o Review of Session – Creating an action plan to embed learning.
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Who Should Attend?
Managers, leaders, trainers, health and safety officers and anyone involved in health and
safety training and/or procedures.
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Root Cause Analysis
Overview
Duration: One Day
This course has been developed with the aim of improving the participants' ability to
focus on continuous improvement within their organisation.
The training is therefore effective in expanding the skills of participants at all levels. Root
Cause Analysis is a useful process to be aware of in all situations and can be adapted to
suit many requirements.
Description
Root cause analysis (RCA) is a method of problem-solving that looks at the root cause of
events rather than focusing on the initial ‘symptom’. By focusing on the root cause, it is
hoped that the likelihood of problem recurrence will be reduced or eliminated.
However, it is recognised that complete prevention of recurrence by a single
intervention is not always possible. Therefore, root cause analysis should be thought of
as a process of continuous improvement.
Root cause analysis is a series of tools and measurements rather than a single approach.
Using these tools, the user/s can identify the key to an issue and take steps to ensure that
the problem does not reoccur.
Topics covered:
o Basic Principles of Root Cause Analysis – Highlighting why we need root cause
analysis, its benefits and what it can be used for
o Pareto and Stratification – Reviewing the importance of data and how to focus
on the vital few issues that will really make an impact. This section also focuses on
how to effectively use Pareto Analysis and stratify data accordingly
o Defining the Problem, 5W1H – Using a logical analysis tool to guarantee that a
problem or topic is analysed taking a complete view of all essential aspects.
Defining a clear problem statement from the outset
o Fishbone Analysis – Helping participants identify, explore and visually display in
increasing detail the many potential causes of a problem or effect, to discover the
root cause
o 5 Why’s – Another analysis tool to get to the root cause of a problem. Using the
technique effectively will define the root cause of any non-conformances and
subsequently lead to defining effective long-term corrective actions
o Implementing Solutions – Reviewing a collection of tools and methodologies that
help participants implement actions upon defining the root cause.
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Who Should Attend?
Anyone who wants to learn how to become effective at Root Cause Analysis by using the
following tools:
o Pareto & Stratification
o 5W + 1H
o Fishbone Analysis
o 5 Why’s
Participants will also have the opportunity to apply these tools to a real issue and
identify a real performance/cost improvement. Finally, participants will look at
implementing their solutions using several new methods.
Requirements for Attendees
Able to think logically about problems.
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Self-Development for Managers
Overview
Duration: One Day
Self-development is about investing in yourself, building your skills, knowledge, and
experience. It encourages you to be proactive, set yourself objectives, and commit to
pursuing those objectives. This training course is suitable for managers that wish to
continuously develop their skills and improve their abilities as a manager.
Description
Effective managers are those that take ownership of their personal development and can
set goals and targets that will improve their competence and ability to exceed in the role.
This training course will help your managers focus on learning opportunities, giving
them a clear idea of where they are now and where they want to be in the future. It will
help encourage managers to see their own development as a lifelong commitment to
improvement through formal and informal learning activities. The main is to help
managers improve their knowledge, skills and awareness, and help them develop talents
and potential.
The training explores the skills and competencies required of highly effective
managers. It includes diagnostic tests, sets out personal goals and objectives, and allows
participants to complete a variety of activities to develop their skills and abilities.
Topics covered:
o The Philosophy of Self-Development – Understanding the philosophy of selfdevelopment and the importance of seeing it as an opportunity for continuous
development.
o Skills for Successful Management – Exploring the key skills that successful
managers possess. Identifying what managers actually do and the main functions
of their role, and then breaking this down into key tasks and the knowledge and
skills that must be developed to be able to meet these tasks.
o Assessing Your Self-Development Needs – Establishing where they are and where
they want to be. Using a series of tools to identify areas for self-development.
Includes practice and review.
o Expanding Your Knowledge – Reviewing the difference between organisational
knowledge and professional knowledge and the four sub-categories of each
(Tacit, Explicit, Generalist, Specialist). Exploring ways of expanding this
knowledge.
o Learning from Others – Identifying key people that can help support participants
with their learning.
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o Decision-Making – One of the most important skills of a manager, this session
helps provide participants with a process for decision-making that they can apply
to their personal requirements.
o Power Sources – Identifying the different power sources within the business and
how this impacts them personally.
o Emotional Awareness – Practising being more aware of personal feelings and
those of others. Putting the participants in a stronger position to build
interpersonal relationships.
o Giving and Receiving Feedback – Good feedback skills will help managers do
their job more effectively. Exploring a common approach to giving feedback – the
SBI Model. This stands for Situation, Behaviour, Impact.
o Business Models – Reviewing a series of common business models used to
develop personal skills and those of our employees.
o Setting Goals for Development – Creating areas for personal development and
setting clear goals for self-improvement towards them.
o Summary and Action Planning – Reinforcing the learning by creating actions for
the workplace and further development.
Who Should Attend?
Anyone who wants to learn about self-development, identifying their needs and deriving
their self-development plan.
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Stakeholder Management
Overview
Duration: One Day
A stakeholder can be defined, in simple terms, as any person or organisation whose
behaviour or actions will have an impact on a result.
This course aims to help attendees identify their stakeholders; learn how to establish
behavioural styles, understand the relationship between the style and their own, and use
this knowledge to build a strong working partnership that gets results.
By following a logical progression, through identification of stakeholders; initial contact;
mapping of aims and ongoing planning, increased positive results can be achieved.
The early identification of the key influencers will ensure that projects are well managed
from the start. Communication can be effectively tailored to the right people to
guarantee an easier flow of information and quicker decision-making. In the longer
term, projects will require less micromanagement as all involved will have a clear
understanding of progress and goals.
Description
Using proven techniques and methods, this course will teach a full process for the best
possible management of key Stakeholders.
Topics covered:
o Stakeholders Analysis – To get the best out of stakeholders, it must be fully
understood how they will fit into a project. Stakeholder analysis is a method of
breaking down the full picture to identify and understand the key players.
o Understanding Stakeholder Behaviour Styles – Once Stakeholders have been
identified, and prioritised, we need to look at how our own behavioural style
interacts with theirs. What style are you?
o Identifying Stakeholder Needs – Once stakeholders have been identified, and we
have examined how behavioural styles interact, the next step is to look at how to
work best with each one.
o Securing Stakeholder Agreement – Once initial meetings have taken place, and
ideas have been discussed, a progression plan can be created. The vital point of
any ongoing plan is to gain the agreement of all key Stakeholders, without which
the project stalls.
o Ongoing Stakeholder Management – The long-term success of your project will
be reliant on the long-term contentment and involvement of your stakeholders
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Who Should Attend?
Anyone in a leadership role or heading up a project that has to engage, persuade and
influence other.
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Strategic Thinking
Overview
Duration: One Day
Strategic management, and therefore strategic thinking, is a responsibility for all
managers. This responsibility is growing in importance as management is no longer
seen only as an operational function. Modern organisations exist in a complex
environment with an increasing demand for effective strategic responses. At the very
least, this requires a basic understanding of strategy; at best it requires managers who
think strategically.
This training course will help guide attendees through the strategy development and
implementation process.
Description
Strategic thinking is the ability to see the total enterprise, to spot the trends and
understand the competitive landscape, to see where the business needs to go and to lead
it into the future.
Attendees will learn key terminology and processes and will practice developing
strategic alignment. They will learn the importance of a clear strategy to an
organisation, how to create a strategy in line with the organisational vision, how to
embed strategy measures, linking strategy to organisational activities and managing the
business through strategic change.
Ultimately, this course allows you to nurture a management team that is more
strategically focused, ensuring all employees have a clear vision and consequently assist
the organisation in meeting its business goals.
Topics covered:
o Strategic Thinking – Establishing the meaning of strategic thinking and what it
means for the organisation, its managers, and employees.
o Strategic Health Check – Performing a health check to identify how well
implemented the current organisational strategy is. This looks at things from an
employee, manager and company perspective.
o The Strategy Pyramid – Reviewing how strategy fits into the big picture of the
organisation. Focusing on; Vision, Mission, Strategic Objectives, Organisational
Activities and Strategic Outcomes.
o The Golden Circle – A video presentation by Simon Sinek that reviews the how,
what and why of an organisation and the thought leadership approach and
getting to ‘why?’
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o Key Performance Questions – Innovation from the Advanced Performance
Institute that uses KPQ’s to develop questions that get to the root cause of an
issue and helps ensure the correct strategic factors are addressed.
o Setting Goals and Objectives – Taking the outputs from the KPQ’s and using the
data to develop strategic workplace objectives.
o Strategic Formulation – Identification of the key area for strategic focus:
Customer Intimacy, Operational Excellence, or Product Leadership.
o Key Performance Indicators – Using KPIs to help track progress and gain
relevant insights to help manage and improve performance. Ensuring the
strategic goals are met. These could be Financial, Operational, Customer
Satisfaction, Employee Performance.
o Managing Change – Reviewing an eight-step change process that will help ensure
the success of the strategy programme.
o Case Study – Practical application of the learning through a case study exercise
that will help embed the learning and demonstrate application to a real-world
scenario.
Who Should Attend?
Anyone who wants to develop their knowledge and awareness of business strategy.
Requirements for Attendees
Some familiarity with how businesses interact in a market, e.g. with competitors,
regulators, etc.
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Stress Management
Overview
Duration: One Day
This stress management course has been developed to help attendees identify the
causes and effects of stress and to assist them in developing the skills required to
manage stress in their life.
Description
The word ‘stress’ is used to describe the physical and/or emotional response to the
demands and pressures that modern living means we come under from time to time.
Stress can be a positive thing, which drives us on and helps us to grow, develop and be
stimulated. However, when stress reaches a certain level, it can overcome a person’s
ability to cope and can impact on their physical and mental health.
The focus is on the positive things that they can do to make changes in their life which
will reduce the impact that ‘bad’ stress places on them.
Topics covered:
o Identifying Stress – Here participants are made aware of the history of stress and
its relation to the stressors we are subjected to in the modern environment.
o How Our Body Responds to Stress – An activity which explores the physiological
and psychology aspects of stress and how this can result in illness and poor
lifestyle choices.
o The Mitchell Method of Relaxation – A chance to practice a scripted, positive
method of relaxation.
o Stress Coping Model – A clear model, which highlights the process stress follows
and the methods we can use to interrupt this process and so cope better.
o Daily Hassles – Identifying that it is often the daily hassles that result in stress.
Highlighting typical daily hassles and reviewing several methods of overcoming or
avoiding them.
o Life Events – Exploring major life events, the transitional aspect, how they can be
positive and how our perception of the situation can alter our experience.
o Positive Self-Talk – Understanding self-talk and moving away from the negative
self-talk cycle and turning it into a positive self-talk cycle.
o Prioritising to Reduce Stress – Identifying and then balancing conflicting
demands and learning to appreciate what is important.
o Stability Zones – Establishing what our stability zones are and how we can best
use them to help us reduce stress.
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o The Wheel of Strife – A useful tool for making us more aware of the stressors in
our life so that we can adopt techniques to overcome them.
o Supporting Networks – Looking at the people who currently provide support and
help us reduce stress and working on methods of positively nurturing these
relationships.
o All Stressed Out – A Fun way to review the material using ‘negative review’
methods.
o The Benson Method – A final, simple, but effective method of relaxation to leave
the participants feeling refreshed after the session.
Who Should Attend?
Anyone who thinks they are experiencing stress at work, or who want to learn how to
manage stress more effectively.
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Stress Risk Assessments
Overview
Duration: One Day
Employers have a responsibility to identify sensible measures to control risks in the
workplace and one of the key risks to an employee’s health is stress, which means that
the importance of carrying out stress risk assessments should not be overlooked.
Organisations that implement an effective strategy to deal with stress and the things that
affect it will note that the benefits are considerable.
This course will teach attendees how to perform a Stress Risk Assessment, identify
suitable measures, based on current HSE recommended practices.
Description
In these stress risk assessment training course materials, your participants will identify
stress, understand how it can be risk assessed and then, what recommendations might
be used to reduce its effects.
Using exercises, activities and sample documents, the course gives compelling reasons
for an employer to undertake this relatively inexpensive yet effective
process. Participants will take away a model stress risk assessment questionnaire as well
as a range of practical hints and information to enable them to carry out a stress risk
assessment back at work.
Topics covered:
o Understanding Stress Risk Assessments – Establishing what a stress risk
assessment is and how it helps address workplace stress.
o Why undertake a Stress Risk Assessment? – Identifying a range of reasons for the
implementation of SRA’s, including those of a health and safety and legal nature
o The Stress Risk Assessment Process – About the Health and Safety Executive’s
guidance, outlining the steps in implementing the SRA, with a checklist to refer to
for verification
o Suggested Approaches to Stress Risk Assessments – Exploring the structure
recommended by the HSE (Management Standards) for completing an SRA and
shows how this can be mapped onto an SRA questionnaire
o Who Should Undertake the Stress Risk Assessment? – Here we consider the best
person to complete the SRA process to obtain the most objective and useful
outcome
o Completing a Stress Risk Assessment Questionnaire – This provides a quick-fire
guide to the interpersonal side of the process and outlines the key skills and
format to use
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o Evaluating – Exploring the evaluation process and shows how it dovetails into the
recommendations
o Outcomes – Establishing the solutions an assessor might recommend according
to whether the cause of stress is internal or external. As well as examination of the
idea of accreditation and standards as they are relevant to stress in the workplace,
and how the issue of disability might interplay with the SRA process
o Review – Completing the picture, we discuss in this final section the need for
review to understand the effect of any recommendations made in the SRA report.
Who Should Attend?
Team leaders, supervisors, managers, HR professionals and anyone else involved in the
management of people or organisations.
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Success with Change
Overview
Duration: One Day
Change is a normal part of business life in today’s fast-paced environments. Employees
need to be open to change, and our leaders need to know how to manage this process.
This course is aimed at ensuring that attendees have all the tools they require to
effectively manage change in the workplace.
Description
Change Management techniques are very flexible in their application. They are suitable
for anyone involved in the change process in a business environment. They can be used
for leaders that need to implement change or for staff that need to appreciate the change
process.
Ultimately, the change management training materials are useful for those that need to
understand change both for themselves and for those around them, which really
includes everyone.
Topics covered:
o Leading Change – The key steps and considerations involved
o The Phases of Change – What they are, what phase we are at, where others might
be and what we can do to support them
o Rules of Change – Common thoughts on change and beliefs around them
o Marketing New Products – The thinking behind the marketing of new products
and how we can use this in a change environment
o Resistance to Change – Understanding why people are resistant to change and
knowing what we can do to overcome this
o Communicating Change – Following a set process for change communication
o The Words We Use – Adapting our language to suit the needs of the people
receiving the change message
o Change Briefing – Practising delivery of a change message
o Your Change Model – Developing your model for change to consolidate learning
Who Should Attend?
Anyone involved in the change process in a business environment.
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Talent Management
Overview
Duration: Two Days
Talent Management was initially used as an HR tool in the recruitment process. It has
since developed into an essential business wide practice, used by management to cover
many areas such as succession planning, development of the organisation and
individuals, performance enhancement and organisational capability.
This course has been designed to help attendees develop Talent Management processes
for their organisation.
Description
The issue with many companies today is that organisations put tremendous effort into
attracting employees to their company but spend little time on retaining and developing
talent.
This training sets out to look at how to identify the talent within an organisation, along
with the steps attendees can take to enhance and grow their talent and attract new talent
to their organisation/business.
Topics covered:
o The key aim of the course is: To identify the key stages to successful Talent
Management within organisations, to enable employees to drive business success
o Talent Management Definition – Those individuals who are of value to an
organisation, either considering their ‘high potential’ for the future or because
they are fulfilling business/operation-critical roles etc.
o Concept & Business Case – Recognising that Talent Management needs to be one
of your organisation’s key priorities
o Talent /management Strategy – Ensuring that the talent strategy is closely
aligned with the corporate strategy must be a priority
o Talent Management Continuum:
o Attracting Talent – Both internally and externally
o Developing Your Talent – To meet organisational and individual needs
o Managing Your Talent – Active steps taken to retain and engage talent for
the future health of the organisation and individual
o Succession Planning – Identifying and developing internal talent pools for
key/critical organisational positions
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o Evaluating Your Talent – High-level and individual evaluations to ensure
you have a robust Talent Management system in place
o Retaining Your Talent – Identifying ways to help improve retention of your
talent
o Management Policy – The key aspects of a robust Talent Management Policy
o Review of Session – Creating an action plan to embed learning.
Who Should Attend?
Leaders who want to learn how to:
o Recognise the business case for talent management and succession planning
o Identify the need to have talent management integrated into the strategy of their
organisation to retain talent
o Recognise the key steps required to implement the Talent Management
Continuum
o Draw up an action plan to address your talent management needs
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Team Building Training
Overview
Duration: One Day
Teamwork is defined as a co-operative effort by a group or team to achieve a common
goal.
This course has been put together to help develop participants’ team working skills. It
will help them define a common goal, understand how they want to work together as a
team, and create an understanding of the behaviours required to develop better team
performance. Therefore, it is relevant to all teams that require an element of team
building.
Description
During the development of this course, it was consciously decided not to attempt to
create a ‘bonding’ session nor to focus on team building as an ‘event’ that will leave
attendees feeling positive about their work colleagues and sore from climbing trees!
Instead, a pragmatic approach was taken and focused on the actions and understanding
felt to be important to help teams appreciate the benefits of a teamwork approach.
Having said this, there are plenty of activities throughout the team building session that
will engage and enlighten the participants and ensure they enjoy the experience of
learning about what makes effective teams.
Topics covered:
o Team Health Check – This is delivered initially as pre-course work and forms the
basis of the training. It helps participants focus on key areas of development
within their teams
o Purpose and Direction of the Team – Helping the team develop a clear
understanding of what it is they are trying to achieve whilst focusing on further
team improvements
o Team Leadership – Sensitively looks at the issue of leadership within the team
and what can be done to improve this area. Also highlights the importance of
supporting the leaders of the team through honesty and strong communication
o Understanding Team Differences – Helping the team to value team differences
and learn how to make the most of the skills, abilities and styles. It specifically
highlights what individuals are willing to work towards for the betterment of the
team
o Team Processes – Identifying the important team processes, where there can be
improvements and what can be done to ensure the processes are working for the
team rather than the other way around.
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o Team Communication – A challenging activity that helps the team focus on the
importance of everyone having input, being heard and being open and honest.
There is also a review of key communication skills and what makes for positive
communication.
o Relationships – A summarising session that works to apply the outputs from the
day into actionable statements that the participants commit to.
o This entire team building session revolves around developing actions and
identifying improvements for the team.
Who Should Attend?
Anyone who wants to better understand team dynamics, and how to become a more
effective team member.
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The Art of Negotiation
Overview
Duration: One Day
The ability to negotiate effectively is an important skill. It is also a skill that can easily be
developed by understanding the process involved. This negotiation skills course
is aimed at anyone who negotiates as part of their role.
Description
By adopting an approach where the parties work with each other, it is possible to reach
outcomes that satisfy all. This positive approach to negotiation will help build business
relationships that could last for years.
Topics covered:
o What is negotiation? – Examines the concept of negotiation and what we are
trying to achieve.
o Potential negotiations – Participants identify the potential negotiations
constantly surrounding them.
o Alternatives to Negotiation – Negotiation is not the only method of problemsolving. We identify some alternatives and discuss when negotiation is the best
approach.
o Negotiating Structure – Participants often identify confidence as being the main
barrier to effective negotiation. Once they can work with an effective structure,
they find that this barrier quickly disappears.
o Planning – Helps participants to understand the importance of planning before
entering into negotiations. We look at what is involved in effective planning.
Participants are given a planning template which will provide a basis for
preparing most of their negotiations.
o Laying Foundations – This important stage of negotiation is often overlooked by
inexperienced negotiators. Participants will learn to set up their discussion so that
they do not move towards agreement prematurely.
o Building – Helps participants to avoid surrendering their position without getting
something in return.
o Completing – Ensures that the negotiation is closed effectively so that all parties
leave committed to the outcomes agreed.
o Pine Furniture – An opportunity for participants to practice the processes
covered during the course.
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o I now know – Participants review the session and exchange key learning points
with each other. This consolidates the learning and helps them to identify points
to add to their action plan and learning log.
Who Should Attend?
Anyone who currently negotiations as part of their role, or anyone who wants to learn
more about this skill.
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The Power of Influence
Overview
Duration: One Day
This course is specifically designed to appeal to a wide audience. The actions have
been developed to allow scope for an array of requirements. Having said this, the
training course would work particularly well in the areas of management, sales,
marketing, business development and customer care.
Description
Each day you are influenced by the actions of others, whether you are aware of it or not,
you are manipulated and persuaded to comply with requests by people who either
naturally or through mastery have developed tools of influence. This session will help
attendees identify the methods used and equip them with an in-depth knowledge of
how to use these skills to their advantage and through this, increase their influencing
ability.
Topics covered:
o The Human Shortcut – Powerful, but imperfect – A series of examples to
demonstrate the phenomena of ‘the human shortcut’. A process our brain uses to
reduce workload, which can be used to influence.
o Expensive = Good? – An activity that explores the thinking behind the idea that
expensive must equal good and the likelihood that this is a ‘shortcut’ reaction,
with a discussion about participant's own experience.
o The Contrast Principle – Several examples of the contrast principle in action
followed by an opportunity to practice the use of contrast with an activity.
o The Six Principles of Influence
o Reciprocation – A discussion around the reciprocation principle and the
strong feelings it can invoke followed by a review of the three
characteristics of reciprocation and examples of the principle in action.
Participants must then develop a scenario that utilises this influencing
technique.
o Commitment & Consistency – A description of the principle followed by
an exercise based around specific scenarios that the participants must
complete.
o Social Proof – We work out what to believe or how to act based on those
around us. An example of social proof in action and a test of the
participants' susceptibility to it. The participants are also asked to provide
their own experience of this and to carry out an activity, which reviews how
it is used in the media.
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o Liking – We like to deal with people that we like. A review of the key factors
behind this principle. Understanding when this principle has affected our
own judgments and decisions.
o Authority – How we can often be made to do anything by a person that is
perceived to be in authority. A study of the Milgram experiment that
encouraged people to give (fake) electric shocks to people simply because
they were told to by someone dressed as a doctor, with a review of the
reasoning behind the individuals’ actions.
o Scarcity – Things become more valuable when we perceive a shortage of
them. A discussion about instances where this has been proven and how it
is used in life.
o Marooned – An activity that works on the scarcity principle and consolidates the
participants learning throughout the day. A fun method of practising the
influencing skills learnt. Followed by an in-depth review and development
actions.
Who Should Attend?
Anyone who wants to develop their influencing skills.
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Time Management
Overview
Duration: One Day
Modern life is busy. With so many distractions and demands on our attention, wasting
time is easy to do. That’s why improving time management skills has never been more
important to your success.
The benefits of attending this course in time management:
o Train your team to be proactive, not reactive.
o Get people to stop and think about their time to prevent them working in
autopilot.
o Improve your organisation’s productivity by getting people to focus on the most
important tasks and then getting them done.
o Reduce stress by coaching people to complete tasks on time and cut
procrastination.
o Improve the quality of tasks completed by ensuring your team are not always
rushing to finish projects on time.
o Improve people’s work/life balance by ensuring time is used as efficiently as
possible. No more working late simply because time was used poorly.
Description
Managing your time effectively is key to being effective at work. Attendees on this
training course will learn how to:
o Recognise what prevents them from making the best use of their time
o Make necessary long medium- and short-term plans to help schedule
and organise activities
o Manage their ‘To-Do List’ effectively
o Control interruptions so they have limited impact
o Recognise and manage common time wasters
o Identify why they procrastinate and how to manage it
Topics covered:
o What are your time bandits? – An activity that encourages participants to work
together to identify what prevents them making the best use of their time.
o If I had more time – Participants ponder what they would do if extra time is
available to them.
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o Ambitions and Long-Term Goals – Participants complete our aspirations
questionnaire to help them identify their long-term goals.
o Turning Goals into Reality – An activity to help participants plan the activities
which turns ambition into reality.
o The 1’s – A look at medium and short-term planning.
o Managing Interruptions – Identifying and management of interruptions that
interfere with our effectiveness.
o Procrastination – Activities to help participants recognise that they procrastinate,
why they do it and how to manage it.
o Managing meetings – We investigate the cost of poorly managed or unnecessary
meetings and consider how to overcome these issues.
o Delegation – Participants examine some delegation advice from famous people
and consider the relevance to themselves.
Who Should Attend?
Anyone who needs to increase their personal effectiveness through time management.
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Train the Trainer
Overview
Duration: Three
Days
A motivated and competent trainer can mean the difference between success and failure
for your organisation. Knowledge and expertise in a subject are not enough to ensure
training is effective.
Anyone who is training in your organisation has a huge influence on the success of any
employee they come in contact with. So, Train the Trainer courses, such as this course,
are essential to a successful staff development programme.
Description
With our Train the Trainer course, trainers are exposed to the most up-to-date training
methods and techniques. Filled with practical exercises and valuable content, these
course materials will equip you with everything you need to run a highly successful
training in the future.
This train the trainer training course is delivered over three days and contains four key
sections, which break down as follows.
Section 1 – Learning Theory
o Our Incredible Brains – A moving slide show ‘movie montage’ with
accompanying music to both inspire the participants and engage them with the
learning content.
o How do we Learn? – Looking at the methods in which people learn and
identifying how we can practicably relate to these styles when we deliver.
o Learning Characteristics – Considering the different characteristics people
demonstrate when learning and understanding what this might mean for us as
trainers.
o
Section 2 – Preparing the Training
o The Learning Requirement – Categorising the learning that is required, why it is
required and indeed if training is the best approach.
o Learner Characteristics – Understanding who it is that will be trained and their
likely individual and specific requirements. As well as other variables.
o Practical Constraints – Considering issues such as budget, time, facilities, skills
etc.
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o Objective Setting and Content – Identifying core objectives and structuring
content around this framework.
o Practical Application – A chance to apply what has been learnt so far.
o Structuring the Session – Highlighting the importance of structure to any
training intervention.
o I.N.T.R.O. – Ensuring a successful start to a training session.
o Development – Covering; The Measure of Success, Contents and Methods of
Learning – all critical to the successful construct of training.
o Communicate with the Learners – Setting the participants up for the session by
providing all necessary information and support before an event.
o Preparing the Venue and Yourself – Ensuring everything is organised as required
to provide a smooth session.
Section 3 – Training Delivery
o Trainers Nerves – Assisting participants by helping them to keep the focus on the
right things.
o The Trainers Toolkit – The importance of delivering training that is rich and
varied. Linking back to learning theory and providing visual, feeling and hearing
elements.
o First Impressions – Establishing and maintaining the correct impression with our
participants.
o The New Attraction – Demonstrating the importance of portraying the correct
body language and voice.
o Questions About Questions – Highlighting the importance of questioning to
provide an effective training session.
o Giving Feedback – Providing positive, open and honest feedback to participants
and ensuring they benefit from feedback during training.
o Participant Behaviour – Looking at different personalities of people that attend
training and how to manage these so that everyone achieves their objectives.
o Visual Aids – How to put visual aids to the best effect, including; Flipcharts,
PowerPoint, Posters, Handouts, Props and Models. Also, a chance to prepare
visual aids for the participant's mini training session on day 3.
o Evaluation and Assessment – Looking at different methods of evaluating and
assessing training from a theoretical and practical perspective.
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Section 4 – Practical Training Sessions and Feedback
An opportunity for participants to put into practice all that they have learnt (and
developed) throughout the last three sessions. Participants gain valuable insight into
different methods and styles of colleagues as well as practising in a ‘safe’ environment.
It is important to note that the course content provides ample advice for the participants
throughout on developing their ‘training session’ content. There is also an abundance of
useful tips inside the workbook that provide practical tips on developing a training
session. This is useful not only for the third day of the programme, but long after the
training session is over.

The course is structured into the following days:
Day One
o Explain why it is important to deliver training with an appropriate mix of visual,
hearing and feeling elements
o Select the most appropriate method(s) of training for the topic(s) being trained
o Carry out a simple analysis of learning needs to ensure that the training you
deliver is fit for its purpose
o Develop training sessions using a structure that ensures that your participants
consistently achieve the learning objectives of your sessions
o Take the necessary steps to ensure that you, your participants and the venue are
prepared for your training sessions
Day Two
o Deliver training with a balance of trainer and participant activity aimed at
ensuring the learners get the most from your training sessions
o Overcome your nerves by ensuring that the focus of your training remains on the
participants where it belongs
o Conduct training sessions that encourages the level of learner participation that
best enables them to achieve the learning objective(s)
o Work with your participants so that they can get the most out of your training
o Make effective use of visual aids
o Conduct effective evaluations of your training sessions
Day Three
o Provide feedback to learners that helps them to get the most out of practical
activities included in your training
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o Self-analyse your training so that you are constantly developing your skills as a
trainer
o Accept constructive feedback about your training so that you are constantly
developing your skills as a trainer
Who Should Attend?
Anyone involved in the development of others. Including trainers, managers, leaders,
consultants, teachers, technical trainers, lecturers and more.
Requirements for Attendance
Prior experience delivering training or coaching is beneficial for reflective practice, but
not essential.
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Wellness
Overview
Duration: One Day
Workplace wellness is about organisations and individuals taking a proactive approach
to ensuring the health and wellbeing of their workforce. By focusing on the wellness of
employees, organisations can help prevent issues with mental and physical health,
reducing stress levels and absenteeism and ultimately improving performance. Raising
awareness will help encourage people to take responsibility for their health and
wellbeing.
Therefore, this course is aimed at anyone who needs to develop a heightened awareness
of workplace wellness for both the organisation and themselves.
Description
Wellness is an active process through which people become aware of, and make choices
toward, a more successful existence. This course is aimed at helping participants tap
into this approach, raising their awareness of wellness issues and encouraging
improvement in the mental and physical health of themselves and those around them.
The term ‘wellness’ can be defined in many ways; the simplest being ‘the quality or state
of being healthy in body and mind, especially as the result of deliberate effort.’
Although there might be different views on what wellness encompasses, there appears to
be general agreement that:
o Wellness is a conscious, self-directed and evolving process of achieving full
potential
o Wellness is multidimensional and holistic, encompassing lifestyle, mental and
spiritual well-being, and the environment
o Wellness is positive and affirming
Wellness is the sum of all the positive steps you take to lead a healthier life. It depends
on your physical, social, and mental state.
Topics covered:
o The History of Wellness – Establishing the roots of wellness and the interesting
path it took to being accepted in the workplace.
o Why Corporate Wellness is So Important Today – Appreciating the role of
wellness in the workplace and the positive benefits it can have for both the
individual and the organisation.
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o Thought Awareness – Identifying the impact of negative thoughts and how these
can be re-purposed by having the self-awareness to adapt them into realistic and
positive thoughts. Includes examples, practice and review.
o Rational and Positive Thinking – Using personal examples to refocus thinking
and adapt situations that limit behaviour by taking a more rational and positive
approach.
o The Six Dimensions of Wellness – Exploring the theory behind improvement of
the six key areas of wellness. Includes a questionnaire to establish current
wellness in these dimensions and highlighting where development opportunities
might be.
o Setting Personal Goals and Objectives – Using the six dimensions of wellness
(occupational, physical, social, intellectual, spiritual, and emotional) to help
develop personal goals and improve wellness.
o Wellness Starts at Work – Establishing why wellness starts at work and then
progressing to develop a fictional wellness program for the organisation.
o Creating Work-Life Balance – Exploring how to create a good work-life balance
and how changing circumstances can influence priorities. Using ‘What If?’
questions to realise factors that might be affected by changing priorities.
o Wellness Action Plans – Understanding and developing a wellness action plan to
actively help support wellness, reflect on personal circumstances, and take
practical steps to help address wellness triggers.
o Case Studies – A review of several case studies to help apply learning to real-life
scenarios and discuss different approaches.
o Management Support for Wellness – Identifying the support that managers could
and should provide to employees to benefit wellness in the workplace.
Who Should Attend?
Anyone who wants to better understand the concept of wellness, the benefits it can
bring, and how they can apply it to their own life.
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Workplace Reflective Practice
Overview
Duration: One Day
Reflective Practice is a theory by which modern and traditional self-improvement ideas
can be more clearly defined, refined, expanded, adapted, taught, adopted, and applied,
for the purposes of personal development, teaching and coaching, and wider
organisational improvement. Reflective Practice enables clearer thinking and reduces
our tendencies towards emotional bias.
This course is suitable for anyone within an organisation and will assist the attendees in
improving their working practices and increasing business performance. Whether on the
shop floor or in head office, everyone could benefit from the principles within this
training.
Description
Essentially, Reflective Practice is a method of assessing our thoughts and actions, for the
purpose of personal learning and development. Reflective Practice is a very adaptable
process. It is a set of ideas that can be used alongside many other concepts for training,
learning, personal development, and self-improvement. Reflective Practice is mainly
concerned with self-development, as it enables future personal growth.
The process of Reflective Practice has many advantages. It means, as a professional, you
are keeping up to date with the latest thinking and methodologies. Reflection also helps
to develop emotional intelligence, particularly if we reflect on feelings, reactions and
behaviours. Finally, reflection is the key to improvement.
Topics covered:
o Self-Assessment – A questionnaire with discussion review to help participants
identify their current thinking towards reflective practice and its implementation.
o The Purpose and Benefits of Reflective Practice – Identifying where reflective
practice can improve our current working approach and how it can best be
utilised for success. Includes a TED Talks video that is used as a case study to
identify practical applications of the technique.
o Personal SWOT Analysis – Using strengths, weaknesses, opportunities and
threats as a personal reflection tool and to help participants establish the basics of
personal reflection.
o Two Aspects of Workplace Reflective Practice – Reviewing ‘Reflection-in-action’
and ‘Reflection-on-action’ and using an exercise to embed understanding of this
approach to reflective practice.
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o Before Reflecting – Highlighting the factors that should be in place before we
consider reflection including balancing subjective and objective reflection.
o Maintaining Objectivity – Using an activity to help participants understand both
the importance of and how to remain objective when reflecting. With a focus on
prejudice and assumptions.
o Various experts have produced Reflective Practice models to help people use
Reflective Practice more deliberately, proactively, and effectively. These course
materials explore five models during the course. By studying the purpose and use
of each, participants will find that they prefer some to others, and that some
models are better used for different situations.
o The Simple Model – Understanding the Driscoll and The Model of Reflection
(What?, So what?, Now what?) and how to use it. With a short activity to embed
learning.
o The REFLECT Model – Learning how to apply the Lawrence-Wilkes REFLECT
Model using an activity and exercise.
o Experiential Learning – Outlining David Kolb’s work on the stages of the learning
process and how this can be applied to reflective practice. Using activities to
embed understanding.
o The Reflective Cycle – Using the Gibbs’ Reflective Cycle Model to demonstrate
the importance of conclusions and action plans to the process of reflective
practice.
o Bloom’s Taxonomy – Presenting this well-known model to help participants
identify how to structure workplace reviews.
o Recording Reflections – Helping participants appreciate the importance of
recording information and giving them a structure and framework for
approaching this.
o Summary Activity – An activity that helps pull all the learning together and
reminds participants of the elements they have covered throughout the day.
Who Should Attend?
This course is suitable for all employees.
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