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The following are overviews for The Bradley Partnerships, Inc. (TBP) most popular customized training programs. Every 
program is interactive, includes group exercises and case studies (if need be). 

Leadership Series (this series can be customized for a group of managers and leaders): 

LEADERSHIP: THE MANAGER AS LEADER 
4 hours 

Leadership skills are essential for today’s managers. This workshop provides a framework for leadership effectiveness. It 
will help you identify your leadership strengths, provide you self-development tools to gain the trust, inspire commitment, 
promote persistence with your team and take you to the next level of your leadership development journey. This session 
consists of group exercises, taking your leadership assessment inventory in advance of the session (using the Five 
Practices of Exemplary Leadership from the book The Leadership Challenge by Kouzes/Posner) and a roleplay. The 
course objectives are as follows: 

Learning Objectives: 
• Learn the Five Practices of Exemplary Leadership
• Relate how the practices apply to leading at <Your Organization>
• Conduct a self-assessment of your strengths and weaknesses using the LPI
• Relate those practices to your current leadership style
• Choose actions you want to take to enhance your capacity as a leader
• Discuss case studies to reinforce the learning

MANAGER EXCELLENCE: YOUR ROLE AS MANAGER 
3 hours 

Participants will maximize their managerial skills in laying the framework for building their core strengths as managers as 
well as techniques for developing relationships with their people. Building trust, motivation, and communications are a few 
of the areas we will discuss. Participants will experience the learning through interactive discussions, assessment and 
roleplays.   

Learning Objectives: 
• Discuss your company mission statement and core values as it relates to being a manager at <Your

Organization>
• Learn the framework for building on your core strengths as a manager
• Learn techniques on how to develop relationships with your people
• Obtain the 10 rules that lead to top team performance
• Experience roleplays that pull together the learning objectives

COACHING FOR LEADERS: HOW TO CREATE A COACHING ENVIRONMENT FOR YOUR 
ORGANIZATION 
3 hours 

The role of today’s leaders is to possess a coach-like leadership style so you can have sustainable conversations with 
your team. In this practical and interactive session you will learn the value of coaching for yourself and be able to apply 
the skills learned in this session. Participants will experience the learning through interactives discussions, exercises and 
scenarios.  

Learning Objectives: 
• Discuss what is coaching and why is it important
• Learn how to create the right coaching environment
• Learn the various coaching models and principles
• Obtain the art of asking the top 5 questions in your coaching session
• Apply the coaching principles to real-life scenarios
• Receive tools and resources so you can apply it in an individual coaching exercise



3 | P a g e  

MANAGING PERFORMANCE FOR RESULTS (Primer) 
3 hours 

Participants will continue their understanding of the managing performance cycle through in-depth discussion of goal 
setting, coaching, feedback and measurement as well as improvement planning and coaching. Focus will be spent on 
practicing each of these sections to further enhance the supervisor’s communications with their people, ultimately 
managing performance. Participants will experience the learning through interactive discussions, exercises, and a variety 
of tools that they can use and apply in roleplays.   
 
Learning Objectives: 

• Learn how the managing performance cycle works  
• Understand the importance of goal setting 
• Learn why feedback is the key to managing performance of your team 
• Obtain techniques for effective feedback delivery 
• Understand how improvement planning is not a negative experience 
• Experience mini-exercises of each of these areas 
• Receive tools and apply it to an individual exercise as well as roleplay exercises. 

 
MANAGING STAFF PERFORMANCE: MAXIMIZING EMPLOYEE POTENTIAL 
3 hours 

This highly-interactive workshop will assist leaders in managing day-to-day employee performance. The importance of 
clarifying performance expectations and conducting annual performance reviews will be addressed. Supervisors will gain 
the skills necessary to anticipate, address and diffuse workplace issues that may interfere with employee engagement. 
They will also discover how to document (informal and formal) performance issues in a productive way to address the 
need for improvement in staff performance. The workshop will include role-playing, group work, a YouTube video that 
kicks off the program. 
 
Learning Objectives: 

• Discuss the self-assessment on your ability to handle crucial conversations (assessment can be done in advance 
of session) 

• Identify inappropriate workplace behaviors and explore ways to hold crucial, difficult conversations with your 
employees 

• Acquire effective communication skills and techniques to address employee issues and diffuse workplace 
situations in a timely manner 

• Discuss procedures for documentation and your progressive disciplinary model/process 
• Apply best practice tips and techniques for managing performance and coaching employees 

 
EFFECTIVE TEAM COMMUNICATIONS: THE POWER OF CONNECTION AND ACCOUNTABILITY IN THE 
WORKPLACE 
4 hours 

Communications is one of the many challenges that managers encounter in working with their teams. This highly-
interactive workshop begins with taking a mini-audit of your communications style and how you connect with your people. 
Discuss and learn some new techniques on how to enhance your communications. Managers are required to build and 
run teams that they often don’t see face to face. This workshop also provides tips for managing and communicating with 
your virtual teams. Participate in discussions and case studies that apply your learning in dealing with communication 
challenges.  
 
Learning Objectives: 

• Take a mini-audit of your communication/collaboration style 
• Learn a new communications technique that can improve your listening as well as help you gain rapport with your 

team 
• Learn how behavior is the focal point of making change—including enhancing communications 
• Learn the communication principles of team success 
• Learn how to deal with anger and diffuse situations 
• Obtain tips for managing and communicating with virtual teams 
• Reinforce learning through case studies and discussions 
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EFFECTIVE COMMUNICATIONS: THE POWER OF INFLUENCE AND CONNECTION IN THE 
WORKPLACE 
3 hours (can be condensed to 2 hours) 

Leadership is all about building relationships. How a leader communicates is the focal point of those relationships. And, 
the number one criteria for advancement and promotion for professionals is the ability to communicate.  
 
Learning Objectives: 

• Identify your communication style and challenges with a quiz 
• Explore how to develop and maintain effective communications by connecting 
• Apply skills to connect with your boss, peers, employees and customers via group discussion and exercises 

 
 
CREATING AND MAINTAINING TEAMWORK IN AN EVER-CHANGING WORKPLACE 
4 hours (condensed version) 
12 hours (comprehensive program with individual scoring assessment data) 
This program can be conducted for one department, a team or an entire organization.  
 
There is no question that teamwork is the key to successful companies. So how are you creating, maintaining and 
renewing teamwork in your workplace? Today’s leaders must be able to adapt or change their work environments to 
create a team focused culture. They recognize the value of their products or services increases as teams pull together to 
chart their company course. It is the power of instilling freedom, authority and responsibility to our knowledge workers that 
will take companies to a higher level of performance.  This program incorporates a Team Performance inventory (TPI) that 
identifies the stage of your team’s performance and the perception of the leader’s style. 
 
Learning Objectives: 

• Take the TPI Questionnaire  
• Discover how teams benefit organizations and individuals 
• Learn the four stages of team performance 
• Review your team’s TPI assessment results 
• Determine your team’s stage of performance  
• Identify your team’s strengths and growth opportunities 
• Reinforce learning through exercises, roleplay and generate an individual action plan to improve your team’s 

performance and your personal contribution to the team’s success 
 
LINKING MOTIVATION TO PERFORMANCE 
3 hours 

A manager’s goal is to create a motivational organization—one that unleashes every team player’s potential. So, what’s 
the magic formula? This program provides the fundamentals in understanding human performance as well as motivation 
tips and techniques to help you retain your people. 
 
Learning Objectives: 

• Learn the fundamentals of motivation including the three ways to influence motivation 
• Learn how to enhance performance by linking job behaviors with the satisfaction of the individual’s needs 
• Learn the eights steps to help employees achieve higher performance 
• Learn to identify and avoid de-motivators 
• Experience a role play to connect your learning 

 
MANAGING STRESS: THE LEADERS ROLE 
3.5 hours 

Stress is a part of everyday life but how do managers manage their stress as well as their teams? Participants will learn 
their own stress levels by taking a quiz and understanding the sources of stress. We recognize that stress can be good in 
the workplace and so managers need to create that balance. Managers will obtain tips for managing stress as well as 
obtain techniques for taking control of their day. Much discussion will be spent on managing the monkeys in the workplace 
and how to manage monkeys to alleviate the leader’s stress levels. Lastly, each participant will have a plan for dealing 
with stress.  
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Learning Objectives: 

• Identify the triggers, signs and symptoms of stress and the effect of stress on everyone  
• Gain skills to manage stress and the behaviors and emotions that come with it 
• Discover skills to cope with stress in both your professional and personal lives 

 
 
EMERGING LEADERS: CREATING A CULTURE OF INNOVATION 
3.5 hours 

Given today’s business landscape—increasing customer demand, global competition, lower trade barriers—being good 
just isn’t enough. This session provides the knowledge and tools you need to transform your organization from a well-run 
company to an innovative company. Experience a mini-case study and group discussions that will pull together the tools 
and techniques learning in this workshop. 
 
Learning Objectives: 

• Obtain ways to create a culture of innovation 
• Provide a platform for test driving ideas that create value 
• Obtain buy-in and support to mobilize resources and advocate for innovation and ideas 

 
A LEADER’S GUIDE TO MANAGING CONFLICT EFFECTIVELY 
4 hours  

Conflict is a natural element in the workplace. This course is designed to provide managers with information, skills and 
strategies to successfully resolve conflict in a positive and beneficial manner. Specific focus will be on the nature of 
conflict, the positive effects of conflict and specific skills that will help managers recognize and handle conflict 
successfully. 
 
Learning Objectives: 

• Learn and understand what conflict is and why it occurs 
• Learn how to recognize and address conflict 
• Learn the eight steps to conflict resolution 
• Obtain problem-solving techniques in dealing with anger 
• Obtain tips for having positive discussions  
• Experience and apply today’s learning of various skills through practice exercises, role-play and group 

discussions 
 
MANAGING AND HOLDING EMPLOYEES ACCOUNTABLE FOR RESULTS  
3.5 hours 
 
In today’s global marketplace managing and holding employees accountable for results delivers numerous benefits for the 
organization and its employees.  Technology makes telecommuting or working from a remote location easier than ever—
with individuals and teams collaborate.  This course is designed to help you effectively manage employees with providing 
expectations.  Specific focus will be on managing performance, coaching to achieve high productivity and having 
meaningful, impactful communications.    
 
Learning Objectives: 

• Discuss pre-session questions for the challenges you face as a manager in holding employees accountable 
• Discuss the organization’s core values to support overall training program components 
• Learn the basics of providing employee’s regular feedback, documenting discussions and coaching for 

improvement 
• Obtain tips for managing and communicating with remote employees using varied technology and communication 

methods 
• Review the importance of documenting employee behaviors and holding employees accountable 
• Obtain insight on potential mistakes to avoid when managing employees 
• Experience and apply today’s learning through group discussions, scenarios and exercises 
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MANAGING REMOTE EMPLOYEES 
3.0 hours 

Managing remote employees and teams is different than people in an office.  Remote working arrangements bring both 
risks and rewards, but with the right management practices you can ensure that both you and your employees stay 
connected. This program is designed to help you create the right environment to manage and coach remote employees 
while ensuring accountability. 

Learning Objectives: 
• Learn the basics of providing remote employee’s regular feedback, documenting discussions and coaching for

improvement
• Obtain tips for managing and communicating with remote employees
• Discuss a performance scenario and how you would handle it based on today’s learning
• Review the importance of documenting employee behaviors and holding employees accountable
• Mistakes to avoid when managing remote workers

RESPECT FOR OTHERS—A MANAGER’S GUIDE TO AWARENESS AND PREVENTION OF 
HARASSMENT IN THE WORKPLACE (ANNUAL EEO COMPLIANCE TRAINING) 
4.0 hours 

The line between friendly banter and sexual harassment in the work place has become increasingly blurred. 
Understanding and complying with the law’s view of sexual harassment, harassment and discrimination in the workplace 
is essential to your success, and that of your team. This workshop will help you as a manager recognize inappropriate 
and/or illegal conduct, what to do when it is encountered, and how to avoid -- even the perception of it—because 
perception is everything. TBP recommends that our clients present this program annually to ensure employee compliance 
with federal and state anti-harassment, sexual harassment and discrimination in the workplace laws.  

Learning Objectives: 
• Understand respectful behavior in the workplace and the associated federal and state laws
• Define and identify the types of harassment in the workplace
• Learn practical guidelines for prevention of harassment
• Learn about bullying in the workplace and how to prevent it
• Understand perception and how it differs from person to person
• Learn what to do when you become aware of harassment
• Understand (Your Organization’s) policy and procedures for reporting issues

DIVERSITY:  UNDERSTANDING AND OVERCOMING UNCONSCIOUS BIAS 
3 hours 

Unconscious biases are not permanent. In fact, steps can be taken to limit their impact on our thoughts and 
behaviors. Bias in the workplace can be costly. In this workshop participants will understand the nature of bias 
strategies and promote self-awareness to recognize one’s biases.  The difference between bias, prejudice, 
stereotyping has in overall impact on diversity in the workplace. 

Learning Objectives: 
• Learn what is bias
• Discuss common biases in the workplace
• Learn the importance of overcoming unconscious bias
• Learn what to do when you identify bias and how this can become a diversity issue
• Apply learning through group discussions, exercises and scenarios
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DO’S AND DON’TS OF INTERVIEWING --- A MANAGER’S GUIDE TO HIRING RIGHT THE FIRST TIME 
AVOIDING  
3 hours 

Are those involved in the interviewing process aware of what can and cannot be asked during an interview? Do you know 
how to protect your business from potential EEOC claims? In this workshop, learn to create essential hiring practices that 
start with a job description. Learn the importance of having a hiring process that can withstand future legal claims. Obtain 
the current knowledge of federal and state laws (Title VII & ADA) that affect interviewing. Learn how to develop fair and 
effective interview questions while gaining tips on documenting your hiring process. Experience a mini-case study that will 
pull together the tools and techniques learning in this workshop. 
 
Learning Objectives:  

• Learn the importance of creating essential hiring practices for your business that can withstand legal claims. 
• Learn about the Federal and State Laws (Title VII and ADA) and the impact on interviewing. 
• Learn how to develop fair and effective interview questions. 
• Experience exercises and a role play that applies your learning. 

 
ENHANCING YOUR CAREER BY DEVELOPING YOUR LEADERSHIP SKILLS  
4 hours 

Are you born a leader or do you learn how to become one? This workshop will help you identify your leadership strengths, 
teach you leadership qualities and show you how to develop and use leadership to build trust, inspire commitment, 
promote persistence, remove barriers to your team’s success and reward them in ways that lead to greater effort and 
productivity. 
 
Learning Objectives:  

• Take a leadership assessment to determine your strengths and weaknesses 
• Learn the five best practices of leadership and how to apply them in your career 
• Obtain tips for leadership self-development including obtaining developmental career assignments to grow your 

skills 
• Learn to engage your team as part of your overall retention strategies 
• Participate in interactive exercises, case studies where you can apply your skills  
• Apply skills learned to your leadership challenges and develop an action plan to transfer knowledge in your 

workplace. 
 
 
Healthcare Management Series: 
 
EMPLOYEE RETENTION TECHNIQUES FOR HEALTHCARE 
4 hours 

Employee retention is essential for any organization, and even more so for healthcare. Beyond the costs of replacing 
employees, low turnover improves the continuity of care for patients and enhances overall quality. Aside from the 
traditional wages, benefits, service awards and other recognitions, what is your organization doing about retention. In this 
session, managers will learn how to measure, monitor and enhance employee retention. 
 
Learning Objectives: 

• Learn why retention in healthcare is a serious problem 
• Measure and monitor turnover and retention data 
• Obtain a strategic accountability approach to managing retention 
• Learn the best techniques for recruiting and onboarding  
• Obtain tips and techniques for building motivation and commitment 
• Apply today’s learning to employee retention in your organization 
• Begin to develop practical strategies for laying the framework for your organization 

 
 
SERVICE EXCELLENCE: CREATING A LASTING PATIENT EXPERIENCE 
4 hours 
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The patient experience is the most critical factor of any healthcare organization. In this interactive session the participants 
will learn practical strategies for providing excellent service in a variety of ways. This session has been used as part of our 
Train the Trainer programs. In this session participants will learn the following: 
 
Learning Objectives: 

• Discuss the Mission, Vision and Values of your organization 
• Learn the importance of service excellence 
• Develop a greater understanding of the core values that affect service excellence 
• Learn practical strategies for providing excellent service via your interpersonal skill  
• Learn the seven interpersonal skills that will lead to increased patient/family satisfaction and teamwork 
• Obtain tips and techniques for creating a lasting final impression 
• Reinforce learning through exercises, roleplays and generate action steps you can take to enhance service 

excellence and interpersonal skills 
 
LEADERSHIP AND MANAGEMENT IN HEALTHCARE 
4 hours 

Leadership and management in healthcare is fundamental to the institutions’ mission, core values and positive outcomes 
for patients and residents. This interactive session addresses this by covering several of the fundamental concepts and 
behaviors necessary for effective leadership. Participants study and apply issues such as the relational nature of 
leadership, the distinction between leadership and management, organizational culture, and inclusion. In addition, the 
learning process during this session encourages participants to question conventionally held notions of leaders and 
leadership and begin to develop new perspectives and behaviors that will benefit their healthcare context. 
 
Learning Objectives: 

• Understand that leadership is an influence process, not just a position. 
• Identify the nature of their healthcare culture and appreciate its relationship to effective leadership. 
• Diagnose their own leadership perspectives and behaviors and evaluate them against best practices. 
• Create a “take away” list of effective leadership behaviors they can begin to practice immediately. 

 
 
High Performers Series: 
 
TIME MANAGEMENT: TIPS FOR SUCCESSFUL MULTI-TASKING (aka: PLANNING, ORGANIZING & 
MANAGING YOUR TIME)—this program has been delivered to all levels of the organization, customized 
for administrative support staff vs. management staff 
2 hours  

Participants will learn how managing one’s time is a core competency in today’s workplace. This interactive program 
addresses the participant’s time management challenges while providing time management strategies and techniques to 
make the most of your day.  
 
Learning Objectives: 

• Learn the key elements of planning your day 
• Learn the importance of setting goals and how to achieve them 
• Learn the importance of prioritizing work to meet deadlines 
• Take control of factors that derail workplace productivity 

 
CONFLICT RESOLUTION 
 3 hours (modified: 2 hours 15 minutes) 

This course is designed to provide participants with information, strategies and techniques to successfully resolve conflict 
in a positive and beneficial manner. Specific focus will be on the nature of conflict, the positive effects of conflict, as well 
as specific skills that will help the participants recognize and handle conflict successfully.  
 
Learning Objectives: 

• Understand what conflict is and why it occurs.  
• Understand the principles of conflict resolution ad eight steps to resolution.  
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• Obtain problem-solving techniques, dealing with anger and negotiating. 
• Experiment with techniques and skills through role play and group discussion. 

 
STRATEGIES TO PROMOTE A POSITIVE WORK ENVIRONMENT 
3 hours 

Peer to peer dynamics are important in any work environment. For healthcare workers, one’s personal conduct-- whether 
verbal or non-verbal-- affects patient care. Participants of this session will obtain skills and strategies for a positive work 
environment.  
 
Learning Objectives: 

• Discuss the organization’s core values, the Code of Conduct and expectations of working here  
• Learn how collaboration and teamwork can transcend the work place 
• Learn how the principles of trust, communications and supporting the organization’s objectives creates success 

for a work team  
• Experiment with acquired skills and put them into practice via simulations and discussions to create the ideal 

positive work environment 
 
WORKPLACE BULLYING & ITS IMPACT ON YOUR ORGANIZATION 
3 hours 

This course is designed to bring awareness to employees on the topic of workplace bullying. Strategies and techniques 
will be presented on how to prevent it. 
 
Learning Objectives: 

• Learn what is/not workplace bullying 
• Learn how to identify the perpetrators and the types of bullying they demonstrate 
• Understand the psychological, physical and emotional effects of being bullied and what this does your 

organization 
• Obtain strategies and solutions for handling workplace bullying 
 

ENERGIZE YOUR BATTERIES: COMMUNICATIONS AT WORK  
4 hours 

This course is designed to create awareness of how we communicate in the workplace as well as tips and techniques to 
enhance communications. 
 
Learning Objectives: 

• Increase awareness of leadership and communication styles 
• Reinforce organizations vision, values and core competencies related to communications 
• Learn how professional image and your attitude affects communications 
• Increase credibility through words and actions 
• Reinforce learning through team exercises and dialogue 
• Create a personal action plan to increase positive outcomes on the job 

 
KEYS TO UNLOCK YOUR POSITIVE THINKING 
3 hours (modified: 1.5 hours) 

How can you master the art of positive thinking? This workshop will help you assess your current positive thinking 
barometer along with unlock the keys to positive thinking through group discussion, techniques to develop a positive, 
winning attitude and creating your positive thinking plan for life. 
 
Learning Objectives: 

• Learn about your positive attitude -Take a Self-Assessment  
• Learn the keys to positive thinking 
• Learn techniques to develop a positive, winning attitude 
• Obtain tips for dealing with “negativity crushers” 
• Develop a daily positive thinking plan 
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MANAGING STRESS: BALANCING YOUR PERSONAL AND PROFESSIONAL LIFE 
3 hours 

Got balance in your life? This workshop will help participants explore ways to identify and manage the sources of stress in 
their life and pursue lifestyle changes to help manage life’s stresses. Participants will conduct a life balance self-
assessment and learn the negative effects of stress. In addition, individuals will learn how to establish priorities and make 
their daily life reflect those priorities. 
 
Learning Objectives: 

• Identify your stress triggers by taking a self-assessment quiz 
• Gain skills to manage stress and the behaviors and emotions that come with it  
• Discover skill sets to cope with stress in both your professional and personal lives 
• Participate in scenarios, discussions and roleplays to tie in workshop learning objectives  

 
PLANNING, ORGANIZING AND MANAGING YOUR TIME 
2.5 hours 

The workday can be overwhelming at times—so much to do, so little time. All of us have the same amount of time; the 
challenge is using our resources effectively. In this interactive workshop learn the keys to planning, organizing and 
enhancing your time management skills.  
 
Learning Objectives: 

• Learn the key elements of planning your day 
• Learn techniques for organizing your work and your office 
• Learn how to make better use of your time  
• Find out ways to manage technology and interruptions 

 
 
UNLEASH POSSIBILITIES – ADAPT TO CHANGE (ALSO TITLED “MASTERING CHANGE IN TODAY’S 
ECONOMY) 
4 hours 

Life is all about change. In this workshop, we will discuss the different ways people cope with changes in their life. 
Techniques will be shared on how we can deal with change so that you can enjoy more success and less stress in your 
work and life. Our overall goal is to seek out ways to adapt and accept lifes’ constant changes as opportunities for 
continual improvement and growth. 
 
Learning Objectives: 

• Discuss how the economy has changed the rules of the workplace 
• Understand the stages of change 
• Learn the positive and negative approaches of managing change 
• Obtain survival tips in a changing workplace 
• Experiment with skills through simulations and dialogue 

 
CONDUCTING EFFECTIVE BUSINESS MEETINGS 
2 hours 

Participants will learn how to prepare and conduct business meetings for customers, vendors/suppliers, business 
partners, and your internal team in a way that accomplishes the business objectives of the meeting while building and 
enhancing these business relationships. The trainer will provide participants tips and techniques, interactive discussion 
and a meeting toolkit. 
 
Learning Objectives: 

• Learn the key points of preparing effective meetings 
• Learn how to manage the meeting 
• Discuss the role of meeting facilitator and other team roles 
• Obtain tips for ensuring follow-ups 
• Develop strategies for dealing with meeting “crushers” 
• Pull together learning through discussion and a group exercise 
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SUCCESSFUL FOUNDATIONS OF PROJECT MANAGEMENT 
3 hours 

Participants will learn how time and project management are synonymous, and in today’s workplace, project management 
skills are an essential job function. This program addresses basic project management skills without the “technical pieces” 
of GANT and PERT charts.  Participants will be provided a toolkit of project management tools to guide them through 
managing projects. 

Learning Objectives: 
• Learn the key elements of goal setting
• Understand the four crucial elements to each project
• Learn the essential project management components
• Obtain the essentials of the project planning toolkit
• Gather tips on monitoring the progress of projects
• Strategies for recovery
• Manage multiple bosses, multiple projects
• Stress Reduction Strategies
• Understand the traits of a successful project manager
• Experience a mini-case study that will pull together the tools and techniques learned in the workshop

Customer Service Excellence Series: 

CUSTOMER SERVICE AND ITS IMPACT ON YOU! 
Condensed version: 1 hour or 2-hour program 

This course is an overview of customer service tied to the strategic objectives of your organization. For example, in 
healthcare, this program is tied to the Press Ganey survey of your hospital/facilities. The program’s focus will be on the 
organization’s core values of customer service, enhancing performance standards and strategies to hone in on specific 
customer service situations.  

Learning Objectives: 
• Understand the value of customer service excellence
• Discuss the significance of customer satisfaction surveys to your operations
• Define your customers and their needs based on surveys
• Learn why an organization’s values include customer service and how does that impact you
• Obtain practical strategies for laying the framework within your organization

CREATING WIN/WIN RELATIONSHIPS WITH YOUR CUSTOMERS 
2 hours 30 minutes 

Every business is challenged with attracting and keeping your customers. So how do you maintain and grow your market 
share if you don’t have the basic concepts of building relationships with your valued customers? This program is designed 
to help you identify your customers and provide the building blocks to establishing relationships that enhance service 
delivery.  

Learning Objectives:  
• Learn how to build successful customer relationships
• Learn to assess your customer needs
• Learn best practices for handling your customer’s business opportunities and share relationship management

techniques that have worked for you
• Experience roleplays that pull together tools and techniques learned in this workshop
• Develop action plans for enhanced process and service delivery

CALL CENTER TRAINING: MAXIMIZE CUSTOMER CONTACT – ONE CALL AT A TIME 
6 hours 

Participants will learn the value of customer contact by understanding its value beyond the sale. Emphasis will be placed 
on the value of helping your caller and providing them benefits that outweigh the competition. Participants will learn the 
steps to successful inbound call sales process that depends on establishing rapport and credibility within the first few 
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minutes of the call, honing in on the customer’s personalities through questioning and telephone skills and to solving the 
reason for their call. Participants will learn selling techniques to provide customers enhancements to current needs as well 
as build loyalty and retain them through a “we care” approach. By the end of this session, participants will have learned 
the basic learning objectives while experiencing the “how to’s” through classroom exercises and actual call simulations.  
  
Learning Objectives: 

• Learn why today’s customer service value goes beyond the sale 
• Learn four steps of the telephone sales process 
• Learn why establishing rapport sets the stage for customer contact 
• Learn the key elements of the sales cycle 
• Learn how to overcome objections during the call 
• Learn how to go for the close 

 
Human Resources/Organizational Development Fundamentals: 
 
ATTRACT, RECRUIT AND HIRE: THE BEST TALENT FOR YOUR BUSINESS 
3 hours 

When do you hire someone to help you grow your business? Anticipating the need to hire a full-time, part-time employee 
or independent contractor depends on your business growth cycle. How are you determining when and who to hire? 
Topics include the analysis of your business growth including staff forecasting and planning, what essential competencies 
are needed and how to identify applicants who will succeed with you. 
 
RETENTION STRATEGIES THAT WORK! 
3 hours 

The Bureau of Labor Statistics has stated the job market is tightening. What retention strategies have you put in place to 
keep the best people? Gain insight into why people leave organizations and what you can do to control turnover. 
Additional topics in this session include creating a performance driven culture that rewards your people and the nuts and 
bolts of an effective performance management program. This interactive session will also include an exercise that pulls 
together learning concepts. 
 
DESIGNING A SALES COMPENSATION PROGRAM 
8 hours  

If sales compensation isn’t aligned with your company’s bottom line, revenues may not translate into profits. In this 
workshop, participants will learn how to design a sales compensation program to fit their business model. Tools will be 
presented for evaluating current plans, selecting an effective sales compensation formula and methods for designing a 
plan that drives the right behavior and bottom-line results for the business. This program will be very interactive, samples 
of plan documents will be provided and case studies to reinforce the learning.  
 
Learning Objectives: 

• Learn how to select key performance measures based on key business drivers  
• Determine the best sales plan for your business 
• Learn how to assess competitive practices in your industry and what factors affect design enhancements 
• Develop a sales strategy based on your financial model 
• Learn the various elements of the sales compensation structure 
• Obtain an implementation model to help you track, report and communicate the sales strategy 
• Learn the value of coaching for improved performance 

 
RESPECT FOR OTHERS—DIVERSITY IN THE WORKPLACE (ANNUAL EMLOYEE EEO COMPLIANCE 
TRAINING) 
3 hours 

The line between friendly banter and sexual harassment in the work place has become increasingly blurred. 
Understanding and complying with the law’s view of sexual harassment, harassment and discrimination in the workplace 
is essential to your success, and that of your team. This workshop will help you and your team recognize inappropriate 
and/or illegal conduct, what to do when it is encountered, and how to avoid -- even the perception of it—because 
perception is everything. Organizations with 50 or more employees are encouraged to present this program annually to 
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ensure employee compliance with federal and state anti-harassment, sexual harassment and discrimination in the 
workplace laws.  
 
BEHAVIORAL INTERVIEWING TECHNIQUES --- HIRE RIGHT THE FIRST TIME! 
3 hours 

Are you effectively screening and interviewing the talent for your organization? Learn how the STAR behavioral 
interviewing techniques effectively screen candidates by focusing on their past performance that predicts future 
performance. Obtain the basic principles of hiring right the first time by attending this workshop. 
 
DO’S AND DON’TS OF INTERVIEWING --- AVOIDING COSTLY LEGAL MISTAKES 
3 hours 

Are those involved in the interviewing process aware of what can and cannot be asked during an interview? Do you know 
how to protect your business from potential EEOC claims? In this workshop, learn to create essential hiring practices that 
start with a job description. Learn the importance of having a hiring process that can withstand future legal claims. Obtain 
the current knowledge of federal and state laws (Title VII & ADA) that affect interviewing. Learn how to develop fair and 
effective interview questions while gaining tips on documenting your hiring process. Experience a mini-case study that will 
pull together the tools and techniques learning in this workshop. 
 
Learning Objectives:  

• Learn the importance of creating essential hiring practices for your business that can withstand legal claims. 
• Learn about the Federal and State Laws (Title VII and ADA) and the impact on interviewing. 
• Learn how to develop fair and effective interview questions. 
• Experience exercises and a role play that applies your learning. 

 
HUMAN RESOURCES ADMINISTRATION: MAINTAINING PERSONNEL FILES 
2 hours 

Participants will learn will learn the importance of a well-maintained employee personnel file, and the possible 
repercussions for not maintaining appropriate files. Participants will have the opportunity to test their learning by 
developing a new hire personnel file ensuring compliance with the regulations. 
 
Learning Objectives: 

• Learn specifically what can and cannot go into a personnel file. 
• Learn what records can and cannot be kept together, and reasons why. 
• Learn the reasons for separating certain files from the main personnel file  
• Learn how to accurately complete, retain, and file a Form I-9, Employment Eligibility Verification. 
• Learn where records should be stored, and how long information should be kept. 

 
EFFECTIVE PERFORMANCE APPRAISALS: REVIEW OF BEST PRACTICES & LEGAL LANDMINES 
2 hours 

Lean budgets and competition require a workforce to perform to the best of their ability. Organizations that make 
performance management and appraisals part of their business processes in defining measurable goals help their 
employees align with the business. This program is customized to align with the organization’s mission, values and 
strategic plan. 
 
Learning Objectives: 

• Understand the relationship between the organization’s mission, values and strategic plan and the appraisal 
process 

• Understand the importance of goal setting and the “basics” of conducting an effective review meeting 
• Learn why the appraisal is a key management tool that supports the organizations’ culture 
• Understand the legal perspectives and the importance of applying appraisal standards in a fair, accurate, and 

consistent manner 
 
LEADERSHIP DEVELOPMENT FOR TODAY’S GLOBAL WORKFORCE 
2 hours 
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As corporations continue to expand globally, developing leaders across the organization is essential. Learn 
how companies are identifying and grooming their high-potential talent to become future leaders. 
 
Learning Objectives: 

• Discuss the top five leadership competencies required for a successful global leadership development program 
• Learn the importance of customizing assessments for developing leaders 
• Explore ways to identify and develop the right leadership talent.  

 
COACHING: AN ORGANIZATIONAL DEVELOPMENT’S PRESCRIPTION FOR A LEADER’S SUCCESS 
2 hours 

Leadership coaching is vital to today’s most successful organizations. More and more companies are assigning coaches 
to their most promising employees as part of the succession planning process and developing its future leaders. 
 
Learning Objectives: 

• Learn how executive coaching is important to your organization’s planning process 
• Understand how coaching works  
• Learn how to incorporate and promote coaching in your organization 
• Obtain tips for selecting a coach  

 
Career Management Series: 
 
TAKE CHARGE OF MANAGING YOUR CAREER FOR FUTURE SUCCESS 
8 hours (One day or two half day training sessions—may be used as part of transition programs) 
Internet connectivity is required! 
 
This program will enable you to develop the skills, techniques and disciplines to translate your career goals into reality! 
Less than one percent of adults have clearly stated goals yet those who do have vision and can therefore make choices 
towards achieving those goals. The main skill that separates the most satisfied and successful people from the rest of the 
population is that they paused to think seriously about what they want to achieve in their lives and which direction they 
must take to achieve those goals! We recognize that everyone is different, so instead of trying to shift you from A to B via 
a magic formula the aim is to shift you from A to a range of career options. By being more aware of your options you will 
be armed with choices and skills to make valuable contributions and put first things first as you move towards success. 
 
Learning objectives: 

• Hone in on where you are going and what are your career goals? 
• Identify the purpose of your career by developing your own career plan. The career plan means addressing 

changes that will affect your lifestyle, not just your job 
• Take responsibility for your career plan and increase personal productivity  
• Research the internet for career success opportunities and explore the job search process 
• Develop techniques to facilitate lasting change and personal improvements  
• Learn your internal motivators and what will help you succeed in the next opportunity. 
• Identify your career criteria that will help you search out the right careers that fit your values 

 
This workshop is highly interactive. Our consultant will create a risk-free environment which encourages participates to 
practice the skills needed for successful negotiations. We will use various training methods including, case study, role play 
and group exercises to enhance the learning process. 
 
SEQUENTIAL NETWORKING: A MUST FOR YOUR LIFE’S JOURNEY 
3 hours 

Did you know that more than half of all Americans describe themselves as feeling shy and unsure of what to do and say in 
a variety of business and social functions? Networking is a powerful and yet undefined social and career skill. “Who 
knows you” determines the quality and quantity of information and referrals that come your way. Many individuals haven’t 
learned that networking is one of those things you’re supposed to know. This program is a “must” for new sales and 
marketing team members.  
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Learning objectives: 
• Learn why networking works throughout your life
• Learn about the “network effect” and how contacts count along your journey
• Gather tips for networking
• Learn to create an effective marketing pitch
• Focus on key elements of a network meeting
• Learn what to do after the meeting

JOBS 101: MASTERING YOUR JOB SEARCH 
8 hours (One day or two half day training sessions)  
Internet connectivity is required! This program is customized for your geographic region and has been facilitated as part of 
a career transition/outplacement program for several companies. 

This workshop has been designed to help participants as part of a company’s outplacement program to search jobs as 
well as learn to manage the overall job search process. 

By the end of this session, participants will have learned the basic learning objectives while experiencing the “how to’s” 
through classroom exercises and roleplays. This workshop is guaranteed to be jam-packed with helpful information in 
preparing participants to obtain a new career opportunity.  

Learning Objectives: 
• Experience a mini-self assessment to help you chart your job campaign course
• Understand the value of networking
• Learn the regional job statistics and what companies are hiring
• Understand how to research and analyze job vacancies
• Define how your skills match up with the job vacancies
• Research the internet to find the right job for you
• Obtain input on revising your resume (if time permits, the presenter will revise resumes)
• Learn why cover letters are important keys to your application process
• Learn successful tips on how to interview
• Learn the value of tracking and follow-up

TIPS FOR NETWORKING TO LAND THAT NEXT CAREER OPPORTUNITY 
2 hours 

Did you know that 80% of job seekers found their next career opportunity by networking? This workshop underlines the 
essence of networking as a process of building relationships with others. Tips will be shared on how to network, what is 
important of making first impressions and suggestions for maintaining contacts in your job search process. 

BRANDING YOU: YOUR PERSONAL MARKETING CAMPAIGN 
2 hours 

This program highlights the importance of marketing yourself as you seek out new career opportunities. Starting with a 
self-assessment, participants will begin to explore areas to focus in their job search as well as develop marketing 
collateral in the job search process. Time will be spent on the do’s of don’ts of successful resume writing, preparing for an 
interview and tracking your job search.  

CAREER OPTIONS: DESTINY TOWARDS YOUR LIFE DREAMS 
4 hours 

This program helps you hone in on your career options. Explore career options of full or part-time employment along with 
starting your own business. Starting with a self-assessment, participants will explore their career dreams as well as lay a 
path for their career destiny. Participants will also take an entrepreneur profile assessment to see if they got what it takes 
to start a business. Entrepreneurship will be discussed in detail by examining the pros and cons of starting your own 
business, learning the key elements of a business plan and determining if this is a feasible option.  
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Entrepreneur/Small Business Series: 
 
ARE YOU READY TO GROW YOUR BUSINESS? – HUMAN RESOURCES AT ITS BEST! 
Timeframe:  1.5 hours 
Growing your business by hiring the right people is the secret formula for success.  As business owners realize they can’t 
do it all – they question when and how to recruit employees.  This workshop will provide owners the tools and techniques 
to take this step for their business.   
Learning Objectives: 

• Reassess your leadership strengths and your readiness to scale your business by hiring additional talent 
• Identify the talent you need to grow your business over the next two to three years. 
• Assess the competencies your new hires must be able to consistently demonstrate 
• Demonstrate how to create effective behavioral interview questions to recruit the right team 

 
ACT LIKE AN OWNER! 
2 hours 
Whether you are an owner of a small business or a manager who has been selected to lead the next R&D project, you 
have to act like an owner. In this session, you will learn key strategies for acting like an owner. 
Learning Objectives: 

• Learn how delighting the customer will take your business to the next level 
• Learn why living your company values stretches across your company and your people 
• Discuss the significance of growth and how everyone needs to be involved in the process and think like owners! 

 
STREETWISE STEPS TO SMALL BUSINESS GROWTH -- HUMAN RESOURCES 
2 hours 

The people side of your business is key to your company’s success! Whether you have been in business for one or 30 
years -- at some point you will need to bring on people to help you with the business.  
Learning Objectives: 

• Reassess your readiness to scale/grow your business by hiring additional talent. 
• Identify the talent that you need to recruit to grow your business. 
• Demonstrate how to create effective behavioral interview questions to recruit the right competencies onto your 

team. 
 
NETWORKING BEYOND THE HANDSHAKE – TURNING CONTACTS INTO CONTRACTS 
1.5 hour (condensed); and 3 hours 

Do you question if your networking is working. If you answered “yes”- you are not alone.  In this interactive session, 
participants will learn key strategies for effective networking so you can work the room, build relationships and grow your 
business.  
Learning Objectives: 

• Discuss your network challenges and how to overcome obstacles 
• Obtain tips on how to network effectively 
• Learn planning technique for attending events 

 
HOW TO ATTRACT, HIRE AND RETAIN KEY TALENT FOR THE SMALL BUSINESS 
3 hours 

Do you anticipate the need to grow your business? Should you hire a full time or part time employee, intern, or 
independent contractor? Are you unsure of when to hire them, or who the best applicant is to hire? If you answered yes to 
any of these questions, then this program is for you! This program will hone in on your business life cycle by participating 
in a pre-training needs assessment. Learn how to assess your business growth and determine when to hire, who’s the 
right fit for your company culture and how to keep your team players once you have them on board. 
 
Learning Objectives: 

• Reflect on your business strategy and culture  
• Assess your hiring needs, options and when to hire 
• Learn the best practices for controlling turnover 
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• Learn about retention and how to keep your best performers
• Experience an exercise that will pull together the tools and techniques learned in this workshop

POT ON THE JOB?  WHAT EMPLOYERS NEED TO KNOW ABOUT MANAGING A DRUG AND 
ALCOHOL-FREE WORKPLACE 
Timeframe:  1.5 hours 
As a PA employer do you understand how to properly manage the challenges that medical marijuana may have in your 
workplace?  This workshop will cover medical marijuana, learn about the new law, and practical implications. 
Learning Objectives: 

• Discuss what is medical marijuana and its impact on employers
• Learn what is considered a medical condition
• Discuss the approved forms of medical marijuana
• Discuss our recommendations for overall compliance

ASK THE EXPERT – EVERYTHING YOU WANTED TO KNOW ABOUT HR FOR YOUR BUSINESS (BUT 
WERE AFRAID TO ASK) 
Timeframe:  1.5 hours 
If managing HR is one of the many hats you’re wearing as a business owner this workshop is for you.  This session will 
provide an overall HR guide to help you grow your business. 
Learning Objectives: 

• Present and discuss the HR challenges for your business
• Learn practical tips and strategies for managing talent while growing your business
• Learn the importance of creating your Employer brand while recruiting, training and developing your business

“INDEPENDENT CONTRACTOR VS. EMPLOYEE” – UNDERSTANDING THE DIFFERENCES AND LEGAL 
IMPLICATIONS FOR WHAT WORKS BEST FOR YOUR BUSINESS  
Timeframe:  1.5 hours 
As a small business owner knowing the difference between a W9 employee vs. a 1099 contractor is very important. It’s a 
mistake that could cost you thousands in IRS penalties.  In this session you will learn how to determine if you need an 
independent contractor or withhold taxes from their compensation as an employee.  
Learning Objectives: 

• Discuss your business classification of workers
• Learn the difference between an Independent Contractor vs. Employee
• Understand the IRS guidelines in determining worker status
• Learn practical tips for avoiding claims

“DO YOU HAVE WHAT IT TAKES TO START A BUSINESS? – SUCCESSFUL TIPS FOR YOUR BUSINESS 
LAUNCH” 
Timeframe:  Four (4) Day training workshops 
Learning Objectives: 

• Obtain the nuts and bolts of creating your business structure
• Learn about market analysis and how you can differentiate your business
• Obtain tips on how to effectively market your business using varied advertising and promotion techniques
• Learn the ins and outs of accounting essentials and what you need to know to start your business

FUNDAMENTALS OF NON-PROFIT SELLING 
3 hours 

Whether you are new to performing development work or have worn this hat for a few years, there are several skills and 
techniques you will gain from this program. Participants will learn the value of the “network affect” and how to develop 
long-term relationships with potential donors. Learn selling techniques to obtain new customers including asking the right 
questions, educating your clients and establishing a value proposition for each of them. 

Learning Objectives: 
• Learn the value of the network affect
• Establish new relationships
• Define what’s your compelling message to potential donors
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• Get started with finding out the needs of your donors
• Educate customers to your objectives
• Learn how to link needs with your organization’s mission
• Learn tips to ask for the funds
• Maintaining relationships/continuous cultivation
• A mini-case study that will pull together the tools and techniques learned in the workshop
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