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VIDEO & MANUAL



SERVICE FIRST VIDEO LIBRARY (12 VIDEOS)

Service First, the customer service video libnaoyyerful video-based training
system based on group interaction, that maksy ibggain any number of
employees - with no limits, with immediate resutid\@nadditional cost to
educate new staff in the future. It is so easy that youhaa'to invest in
experienced facilitators or devote a lot of timereTareL.2 videosof 15
minutes each, that will allow you to train youreewtirkforce in the art of
exceptional service, with a new and fresh sesdiowesicor each month.

(Also available in Bahasa Indonesia and Mandarin)

This book

will be given
FREE for
every
purchase of
a complete
set

* While
stocks last

FEELINGS FOR SERVICE RETAIL ENVIRONMENTS (STARTER PACKAGE)

A programme designed to encourage interaction, Yanupersonal growth and
Development, resulting in superior quality servibecustomers.

Applies to retail service and skilled labour wolkoements.

The training package includes:
*Facilitator package with leader guide and 3 \pasp@VDs or VCDs
25 Participant manuals

FEELINGS: CUSTOMER CARE FOR SUPERMARKETS

A programme specifically tailored to the Supernmiadkedtry. It has just been totally re-
filmed and rewritten in a modern and up to date.stor

The training package includes:
Facilitator package with leader guide and 3 paésp@VDs or VCDs
25 Participant manuals

FEELINGS: QUALITY CUSTOMER SERVICE FIRST TIME EVERY TIME

A programme designed to encourage interaction, Sanupersonal growth
and development. Resulting in superior quality sesitiiceustomers.

The training package includes:
*Facilitator package with leader guide and 3 \pdsp@VDs or VCDs
25 Participant manuals

5-STAR SERVICE FOR HOTELS FOR FRONTLINE STAFF

A programme designed to help Improve and sustgietfoemance of

front-line employees. In the hospitality industestglare the key to success.

Having a well trained and service oriented stalifl lWwelp to reach this attainable goal.
Five Star Service in any hotel or restaurant emaran

The training package includes:
*Facilitator package with leader guide and 2 \pasp@VDs or VCDs
25 Participant manual




5-STAR SERVICE FOR HOTELS (FOR MANAGERS/SUPERVISORS)

A programme designed to help the hospitality igdusintain and enhance service
standards. In this industry, providing good servsséntial to survive. With Five
Star Service you can teach and reinforce serviceskitiprbving and sustaining
the service level.

The training package includes:
Facilitator guide with PowerPoint on CD
*Participant manual

THE SERVICE PRO: BETTER, FASTER & DIFFERENT

This front-line employee training programme preadrasework for improving service quality whemuiits — at the point of
contact with the customer. It teaches employeeshegpts that win customers and drive loyalty.

Participants will learn how to:

*Recognise the challenges in an economy in which the
customer has the power

*Enhance their personal competencies in the areavicEsguality

sLearn the whys that support specific customecseadtics

*Understand the economic impact service qualityavan-
personally and for their organization

The Service Pro: Better, Faster and Different packagecludes:
Facilitator’'s Guide which contains step-by-stépdtisns for

a 1 day training programme

*PowerPoint presentation

*Video

*5 Leader Workbooks

5 Copies of The Service Pro Book

THE SERVICE PRO: SERVICE LEADERSHIP

Your leaders should attend this program just befafteo they have participated in this training pmogtgresents proven
strategies and techniques to motivate employeeadrahlorganisation that is truly focused on custanmepoviding outstanding
customer service.

Leaders will learn how to:

*Define reality with customer information, listgsinategies and measurement
*Align the system and remove barriers to servigessucc

Level the playing field with performance boundagesuntability

and recognition

The Service Pro: Service Leadership package includes:
*Facilitator's Guide which contains step-by-stépiations for
a 1 day training program

*PowerPoint presentation

*Video

*5 Leader Workbooks

5 Copies of The Service Pro Book




THE COMPLETE MENTORING PROGRAM

Overview:The Complete Mentoring Rsagyamprehensive, unified, video-based mentstagisy

Key Benefits:

By developing managers into mentors, an organicatia@neate a credible succession strategy buititordation of inclusion,
self-improvement, and loyalijie Complete Mentoring Rnagyides all the tools you need to win the war lemttay establishing
a system that nourishes high performers, whoninailirhelp develop the next generation. Indivisraponents of

The Complete Mentoring Anad@iheasy to breath new life and improved effeesis into an existing mentoring program.

Key Features:
*The number one video-based mentoring program wmaithe.
*Over 90 minutes of video realistically modelatedsaentor behaviors in 6 dimensions.

*A series of organization readiness inventoribkesniae OD professional or trainer to ensure sniokatyration of mentoring into
the organizations unique environment.

*An assessment for mentors prepares them fordleby evaluating their own skill readiness t@takeentor responsibilities.
+All the materials the program coordinator/leadeds to competently implement this mentoring—eluti

Description: The Complete Mentoring Rsagvath inclusive,
turnkey package of tested materials for use byaprog
coordinators, managers and trainers. This progiers afmentoring
self-assessment inventory and provides the mentor

and the mentee each with a separate handbook téhguide

as informed patrticipants.

This program is centered on the mentoring modaievpersonal
learning as a planned collaborative initiative. rdlgegm is grounded
in a theory of adult development that conciselyibesthe precise
behavioral responsibilities of the mentor and iesghe mentee as
an active learner in the mentoring process.

The Complete Mentoring Rsogyanonly choice if your organization needs to
prevent the outflow of the knowledge capital #aakels with every employee
who does not pass on his/her wealth of experience.

The Complete Mentoring Programincludes:

1 copyof Becoming a Mentor: A Video-Based Workshop Series
(6 videos)

1 copy ofThe Step-by-Step Guide to Starting an Effective Mentoring Program
1 copy of théAssessment of Organizational Readiness for Mentoring

10 copies of thBrinciples of Adult Mentoring Inventory

10 copies ofhe Manager’'s Pocket Guide to Effective Mentoring

+10 copies ofhe Mentee’s Guide to Mentoring

+10 copies of th&uide to Mentee Planning

*1 copy of thérinciples of Adult Mentoring Inventory: Leader’s Guide
*PowerPoint® Presentation




BECOMING A MENTOR

This stand alone, ready-to-use video workshop che berttrepiece of your
omplete mentoring programme. These six videos@usedsl to introduce
executives and others to the benefits and techrfjoentoring.

Each of the videos in this package demonstrateseacsitical mentoring
behaviour in the context of collaborative mentorteeerelationship.
Scenes are highly realistic role-plays that mealeidntoring behaviours
for learners. Individuals or mentoring pairs wil thhese materials ideal
for self-directed learning activities.

EXCEPTIONAL SERVICE: SUPERMARKETS

Exceptional Service is a one session, video-bageahprustomised for Supermarkets. Desi¢n
allows session to be implemented in two or four hGorgent focuses on: your role in service
quality; care and concern; value-added servidenpiadving and service recovery

The training package includes:
Facilitator package with leader guide and 1 pée@®D or VCD
25 Participant manuals

EXCEPTIONAL SERVICE: SERVICE RETAIL (STARTER PACKAGE )

Exceptional Service is a one session, video-bageahpme. Design allows session to be
implemented in two or four hours. Content focuses/ounr role in service quality; care
and concern; value-added service; problem solviegraitg recovery.

The training package includes:
*Facilitator package with leader guide and 1 pée@%D or VCD
25 Participant manuals

THE ESSENCE OF CARING FOR CLINICS, MANAGED-CARE AND HMO'’S

The Essence of Caring focuses on attaining exeefigmatient relations, customer service
and client loyalty through a learning technologyispégifiesigned for the unique needs of
clinics, managed care and HMO's.

The training package includes:
*Facilitator package with leader guide and 3 \pasp@VDs or VCDs
25 Participant manual

THE SPIRIT OF EXCELLENCE FOR HOSPITALS LONG TERM CARE
FACILITIES

The Spirit of Excellence is designed for hospittis ihealth care industry.
The training package includes:

Facilitator package with leader guide and 3 paésp@VDs or VCDs
25 Participant manual




FACING THE TIGER: HOW TO TURN CONFLICT INTO POSITIVE CHANGE

Turn confiict into positive change!

Facing the Tiger, has helped thousands of peapleniasolved
conflict and has taught them how to release thisdougce of
untapped potential. Facing the Tiger demonstratésauicks

skills in how to solve conflict problems. When atrdticurs in the
future, participants will recognise its sourcethanduse new
knowledge and skills to respond in a more pogitivpraductive way.

Part One: Making Confiict Constructive

This segment of the programme explores why caxitits and is
inevitable in any dynamic relationship. It illestrstrategies for
recognising when conflict situations may arise antbheorient
potential problems.

Part Two: Communication Breakthroughs at Work

In this portion of the programme, you will learncgm five-step process
for addressing conflict so that the conflict goe®tk fer you, creating

a new way of seeing things that respects both pbiriésv and

generates breakthroughs in understanding anieffess.

THE FIRST MILE: THE ESSENTIAL ART OF CUSTOMER SERVICE

While customer service training often focusesaing‘the extra mile” for customer, this film
demonstrates that it is not enough to go the exeafmdu haven’t gone the “first mile”.

What This Video Teaches:

This humorous and engaging film emphasises the-basics
the essential art of customer service. Your parisigill be
involved in the process of learning as the acronym

ART (Attention, Respect, and Time) is built inteedgtiwith
some special help from veteran game show hostubainles
and a selection of “real person” street interviews.

A — Give customer your fFBITTENTION.

R — Treat your customers wRESPECT for them as individuals and for
the value they bring to your organization as custome

T — Make sure you give each customer enough of §iEr to meet
their needs.

Customer service is like a long distance racékelughhing, have to start well, stay consistenfingstdstrongly. It's not
enough to go the extra mile if you've alreadyhiesate in the first mile




MOTIVATING EMPLOYEES

In order for leaders to motivate their employkeg,rteed to know the underlying principles of miotivato help them apply
those principles, “Motivating Employees” balancesytiéth application and skill development for a hittidg,

effective, participate programme. The applicatitiorseontains a survey participants can use toatamavaluation

of the motivational factors in their area, and an action wdriclgeée them in applying the programme’s teamitqu

their jobs. The video “Keep Up the Good Work” demotestra positive model of a leader applying the progsmmm
principles through employee recognition. The siitlithg section teaches participants to providévyeostinforcement

and recoghnition to their own employees. This progiso includes motivational principles from todegdetship experts,
including Peter Drucker, John Kotter, and others.

Participant Objectives:

*Describe several theories of motivation and sugggsthat they can be used on the job
*Understand the role that recognition plays in inmga@mployee morale and motivation
eldentify three areas which offer opportunities éwigde positive recognition

*Give honest compliments

Cite the importance of an employee’s positiverperhce

eCommunicate high levels of expectations to employee

DYNAMIC LEADERSHIP FOR THE 21 STCENTURY
Leadership Training to Open Minds to Think Out-of-the-Box

This exciting video-based leadership workshop draws on compelling wisddmmaok laaders from Theodore Roosevelt to
Colin Powell and Peter Drucker to drive home theidivey importance of effectively leading change.

Leader outcomes will include:

» More openness to change, willingness to encoteaggeand respond to change.
» Enhanced ability to lead through vision supporteghbgrning values and ethics

* Improved ability to build trust and loyalty in fodosv

« Implement action of change within a systems-thifengework

This workshop includes self-study instructions aaswelproducible handouts,
action plans, and assessments for easy trainer-leaidteation

ATTAINING EXCELLENCE - FOR MANAGERS/SUPERVISORS

A programme which focuses on increasing understafidiungtomer service elements,
sharpening coaching skills for continual improveraadtsparks new strategies for
enhancing the service level.

The training package includes:
Facilitator guide with PowerPoint on CD
eParticipant manual




TRAINING MANUALS




GRAND CANYON ADVENTURE PACKAGE

Take participants on an unforgettable learningtadeeSet in the Grand Canyon, these stimulating gctiujies provide
an adventurous backdrop for enthusiastic partiéiparttement and memorable skill building.

Use Grand Canyon Adventurefor active learning in

. Creativity and Problem Solving
. Collaboration

. Teamwork

. Leadership

. Conflict Resolution

. Consultation

More than the usual consensus-building activities

The creative design of the participant scenaridgi®ok

gives these learning activities a distinct advawegether
consensus-building simulations by supporting partisi
throughout the activity with helpful techniques and keyrigaoints.

Six related activities provide new training flexibility

The Grand Canyon Adventures package includeslatést@ctivities on problem solving, collaboragimth consensus
decision making, which makes the program extreexdéyefl Use all six activities with your entire, teasplit up your group
to focus on individualized skill development withglesactivity.

Inspiring video gets participants involved

Start your session with The River Song, an 18-naidatethat sets the scene for the simulationartad-original,
breathtaking video tour of the sites within then2anyon where the simulations take place. It wilMlateand focus
participants on the activities, and ensure high-impact learning.

Grand Canyon Complete Package includes:

Overboard in the Roaring River: Action Plan

Lava Falls: Determining the Essentials

Up Deer Creek Without a Boatman: Problem-Solvialy s
Stranded in Grand Canyon

Incident at Elves Chasm: Action Plan

Incident at Elves Chasm: Priority Setting

Hiking Out of Lava Falls

Up Deer Creek Without a Boatman

Overboard in the Roaring River

© o N TR wDdE

10 copies of each simulation booklet (90 booklets)

Scenic 18-minute full color video, The River Song

Comprehensive Leader’s Guide that includes delgilgdfing suggestions, instructions for leading adysimturations,
and valuable tips on involving and motivating patitsp




OVERBOARD IN THE ROARING RIVER: ACTION PLAN

A traditional consensus decision-making exeratsgsts the standard, popular format of asking unaliviand
teams to rank-order action plans, then check trensagxpert advice.

LAVA FALLS: DETERMINING THE ESSENTIALS

This exercise adds a twist to the standard decisiamgrbglasking for a consensus determination of which
supplies available to a team are most importagsiftulates the real-life dilemma of sorting winapatant
from a flood of information.

UP DEER CREEK WITHOUT A BOATMAN: PROBLEM-SOLVING ANA LYSIS

This exercise asks teams to determine what infornsatiecessary to determine what the problem ispthen t
solve it. This adventure demonstrates the impom&acegorous problem solving analysis.

STRANDED IN GRAND CANYON

Additional copies of this simulation Brand Canyon Adventureprogram. In this activity, set on the Colorado
River, the group must find its way out of the cangony the problem-solving method provided. 1 - 2 hours.

INCIDENT AT ELVES CHASM: ACTION PLAN

Additional copies of this simulation B8rand Canyon Adventureprogram. In this simulation, set on the
Colorado River, a crisis has occurred and the gnastguild consensus and create a plan of actigrhdurs.

INCIDENT AT ELVES CHASM: PRIORITY SETTING

Additional copies of this simulation Brand Canyon Adventureprogram. In this simulation, a crisis has
occurred and you as an individual and then with tbp gractice prioritizing. 1 - 2 hours.




HIKING OUT OF LAVA FALLS

Additional copies of this simulation &rand Canyon Adventureprogram. This activity, based on an actual
event and set on canyon trails, gives team mepndetise in using a proven problem-solving model to
accomplish their survival mission. 1 - 2 hours.

UP DEER CREEK WITHOUT A BOATMAN

Additional copies of this simulation Brand Canyon Adventureprogram. Designed for two leaders or two
teams, this exercise provides experience in win@ihjer and resolving conflict. Participantsssidiss their
own effectiveness based on three measures of i@ltahal -2 hours.

OVERBOARD IN THE ROARING RIVER

Additional copies of this simulation B8rand Canyon Adventureprogram. This crisis management simulation,
set on the Colorado River, gives groups practc@ding consensus and action planning. 1 - 2 hours.

FAST FEEDBACK VP EDITION GUIDE & PARTICIPANT WORKBOOK

FAST stands for Frequent, Accurate, Specific and TandlfFAST Feedback is a new approach to perfornvaheatien in sync
with today's fast-paced, rapidly changing workplagd. can be

used in conjunction with or as an alternative tanditveelve month
reviews. FAST links training directly with ongoinfgppeance
evaluation by keeping employees in a constant feedback loop.
There are many ways to implement FAST Feedback in you
organization, including the customizable forms irctiadéis pocket
guide.

LEADING EMPOWERED TEAMS FOR SERVICE QUALITY (LET) - FOR MANAGERS/SUPERVISORS

Leading Empowered Teams is a program that will givegers, supervisors and leaders the
kinds of skills they will need to motivate emplpgesate a service environment, promote
customer satisfaction and increase customer retériibis for the company that wants top
flight managers driving employees to be the &ty be

The training package includes:

eLeading Empowered Teams Leader Guide and PowegrRsiahtation CD

«1 Participant book, manager's action plan andvikahiexcellence Through Customer
Service book




JANUS: PERFORMANCE MANAGEMENT SYSTEM

The Janus Resource System

Janus is a fully integrated suite of materials thati@s a comprehensive, step-by-step approach
to Performance Management for both appraisers araisags. Whether you're designing

a performance management or appraisal systemakiegvor adding to an existing one,

Janus will save you time and money. Janus inclugéstedraining modules on:

* Introduction to Performance Management
« Setting Performance Goals & Objectives
* Giving Feedback

» Coaching

» Handling Unacceptable Performance

* Career Planning

* Action Planning

» Conducting Performance Appraisals

« Performance Initiatives

 Conducting Performance Updates

3 Power-packed Binders with CD’s include:

* 10 complete, reproducible training modules

* Behavioural questions for 36 competencies.

 Over 200 pages of one-on-one coaching matergd fammpetencies.

* 30 ready-to-use forms and templates.

* 6 reproducible booklets covering Performance Psoedormance Discussion,
Performance Development, and Career Planning.

» Sample appraisals for top-level, good, and poormpers for the following job classes:
Clerical, Service/Sales, HR/Training, TechnicaMandgement.

50 ACTIVITIES FOR COACHING/MENTORING

These activities provide stimulating exercisksticease studies, and creative role-plays fitextatile your managers
and supervisors to sharpen their skills in severab&elying roles - as team leader, facilitator, toryasel director.
Each fully reproducible activity is organized iemaftisndly format with detailed trainer's notear objectives, and
suggested variations for customizing the activitgét your group's needs.

Training Objectives

sIntroduce mentoring concepts and peer guidanagdaekl
*Develop skills to express performance improvernats gearly
«Create open, trusting relationships

*Refine managers' skills in providing construetidbick

Training Methods

*Team games

*Group discussions

eIlcebreakers

*Role-plays

*Questionnaires and written exercises

Time Guidelines
*34 activities take 1 hour or less
*6 activities take between 1 and 2 hours




50 ACTIVITIES FOR DEVELOPING LEADERS (VOL. 1 & 2)

This unique volume offers ready-to-use, proveiitiastto introduce and develop key skills in leagéralming. Each activity
includes clear objectives, detailed instructiohewmo run the activity, and reproducible paatidgpmaterials. Activities cover:

* Leadership theories

» Team building

* Values and beliefs

* Visionary leadership

» Recognition and rewards
» Change and risk taking

* Professional development
» Mentoring

Training Methods

* 16 written exercises encourage personal refi@stiatevelopment

» 2 role-play scenarios aid the transfer of ledroimghe workshop to the workplace
« 14 self-assessments help participants identifyahss, beliefs and leadership style
* 14 group exercises call on participants to woekhiigtowards a common goal

* 4 closure activities provide an interesting waydta gaining session

50 ACTIVITIES FOR DEVELOPING EMOTIONAL INTELLIGENCE

Emotional Intelligence explains why, despite edeiég¢ctual capacity, training, or experience, [meopée excel while others of the
same caliber lag behind. Certain competenciesratadpeatedly in high performers at all levels,dustomer service
representatives to CEOs. As trainers we must find waykltthbse talents labeled EQ (emotional intelligrmateent). The 50
reproducible activities in this resource book fatukeveloping the following set of talents: selfeaess and control, empathy,
social expertness, personal influence, and mdstisigra

Selected Contents

3 Emotional Intelligence — What is it?
3 A Coach’s/Trainer’s Guide to Helping Leaders ImpEfye
3 How to use this Guide

3 Guide to the 50 EQ Activities

3 Suggested Training Formats

3 Action / Reaction

3 Visions Apply to People Too

3 Advice from the Pros

3 Steps for Growth

3 More Reflections

50 ACTIVITIES FOR CREATIVITY & PROBLEM SOLVING
Comes complete with learning objectives, facilfatdance, and reproducible materials.

Training Objectives

* Develop creative thinking

» Offer new approaches to problem solving

* Develop approaches to problems that will not nesfmtraditional problem-solving methods

Activities cover— problem analysis, finding solutions, thinking pscaed implementation of
creative problem-solving methods




50 ACTIVITIES FOR SELF DEVELOPMENT

Comes complete with learning objectives, facilifaidance, and reproducible materials.

Activities cover

* Observation skills

* Influencing others

» Group problem solving

* Reducing stress

* Personal motivation

» Responding to new challenges

Training Objectives

« Identify areas needing particular attention

» Determine a complete personal development plan
» Remove blockages to personal success

* Develop effective managers

50 ACTIVITIES FOR ACHIEVING EXCELLENT CUSTOMER SERVICE

Comes complete with learning objectives, faciljfatdance, and responding materials. Inside yal3fiready-made, proven
activities that each require less than an hoantplete. The activities focus on building empgkigein such vital areas as:

* Attitude

* Professionalism

« Communication

* Tools for success

* Asking for the order

» Customer service icebreakers

» Call centres and the telephone

» Handling uncomfortable situtations

* Fulfilling needs and providing solutions
 Customers and the Web

» Customer treatment — internal and external

50 ACTIVITIES FOR DEVELOPING COUNSELING SKILLS IN MA  NAGERS

Comes complete with learning objectives, facilifatdance, and reproducible materials.

Training Objectives

*Enable managers to concentrate on the persoms) féelings, and opinions of
their staff

*Encourage person-centered rather than role-akntareagement

sImprove interpersonal skills

*Ensure that organizational goals are achieve

Activities

Provide complete coverage of the four stages aselm
*Rapport and relationship building

*Challenging problems

*Problem exploration and understanding

*Taking action




50 ACTIVITIES FOR CONFLICT RESOLUTION

This collection of activities, self-assessmentexantises is especially useful as a resourcedodattbe issue of conflict
and its resolution as a part of workshops on managéeaglership, communication, negotiation anditjxerhe book is
fully reproducible and flexibly organized in twassectPart One includes twenty-five interactivgpdeauning activities

to explore conflict and provide practice in skiltshtip to resolve it. Part Two consists of twengyHiidividualized

exercises and assessments that are ideal for preiamtd group training sessions, or they can bédisl to participants
for their own self-development. All of the actisiind assessments are reproducible and include partiaigsials and notes
for the instructor.

Part One: Group Workshop Activities

. Two Responses to Conflict: Fight or Flight

. How Can We Both Win? A Quick Demonstration

. Individual Conflict Styles: A Zoological Approach

. Approaches to Conflict: Role Play Demonstration

. When Conflict Creates Stress, Don't Just Stand There
. Introduction to Listening: A Self Inventory

. Red Hags

. Benefits and Barriers: Exploring Third Party Ietgion

. Mismatched? Are You Reading the Non-Verbal Cues?
. Constructive or Destructive Conflict: Lessons tioelaened
. Gaining a Different Perspective

. Assumptions: Who Needs 'Em?

. Portrait of a Peacemaker

. What Kind of Question is That?

. Third-Party Mediation

. Formulating Clear Agreements

Part Two: Individualized Exercises and Assessments

. Self-Assessment in Dealing with Differences

. Analyzing A Conflict: Is It Worth Getting Into?

. In the Heat of the Moment

. How to Deal with Hot Buttons

. Resolving a Conflict through Planning

. Mediation: Test Your Knowledge

. First Thoughts About Others: Perception 1Q Quiz
. Uncovering the Hidden Agenda

. Your Turn: A Non-Judgmental Exercise

. Supportive Listening: What's Your Score?

. Escalate vs. Acknowledge: The Choice is Yours

. Eight Different Points of View




25 ROLE PLAYS FOR INTERPERSONAL SKILLS

Activities Cover:

*Counseling

*Assertiveness

*Negotiating

*Problem solving

*Fact finding and questioning
*Persuasion and influencing

Training Objectives

*Provide opportunities for individuals to test akiis in a risk-free environment
*Provide training in areas that can only be devdiypadctice

*Obtain feedback from observers to aid persondbgevent

*Enable participants to test their skills in atyasfeeal-life situations

25 ROLE PLAYS FOR INTERVIEWING TRAINING

Training Objectives

*Provide opportunities for individuals to try aesvrskills without cost to either the organizatiaghemdividual
*Provide training in areas that can only be devdiypadctice

*Obtain feedback from observers to aid persondbgevent

*Enable participants to test their skills in atyasfeeal-life situations

*Enable participants to practice in a risk-freecament

Select role-plays to develop skills in each of the/é main interview types:
*Selection

«Discipline

*Appraisal

*Separation

*Counseling

Time Guidelines
*Each role play takes between 11/2 and 2 hours.

20 TRAINING WORKSHOPS FOR CUSTOMER SERVICEVOL 1 & 2

Enhance customer service at all levels of youlisatjam with these two volumes of 20 ready-to-aisgny workshops. Each
workshop includes detailed trainer’s notes, trangyanasters, and participant handouts. All maseeidigly reproducible, which
makes them an excellent value of your training dolla

Volume 1

* Develop the core skills at the root of good service

» Overcome common service problem areas

» Enhance the quality of service at all levels afyamisation

Volume 2

 Develop a cohesive customer service policy
« Identify service improvement opportunities

» Measure customer service effectiveness




20 TRAINING WORKSHOPS FOR LISTENING SKILLS

Train your staff to listen with skill and sensitivitys Volume contains 20 ready-to-use workshopdingchietailed noted for the
trainer, handouts and reproducible participant redatéfach workshop takes 1-3 hours to complete.

Training Objectives

» Demonstrate how effective listening can enhageaisational performance
* Improve interpersonal relationships among staff

« Eliminate common blockages to listening

Selected Workshops

* How Well Do You Listen

* Blocks to Listening

« Listening Between the Lines

« Active Listening

« Communication Styles two-way Communication
* Listening and Stress

* When the Phone Rings

« Remembering What You Hear
* Note-taking

 Concentration

TEAM WORKOUT: 50 INTERACTIVE ACTIVITIES

Two of the world’s leading team building facilgdtdng you their best icebreakers, assessmems, gatexercises in a user
friendly format. Team Workout is for facilitatorartéeaders, trainers, and managers who want ait&ssary materials and a stefy-
by-step protocol for fast and easy implementatieffeaftive team development. It's all here...the goadstequired, room set-up,
materials, and detailed instructions to ensure a no-fault expérfere are even debriefing questions to fadititatransfer of
learning back to the workplace.

Selected Contents

* About the revised volume

* Introduction

» Team building and training

* How to use the activities, assessments, case stodiether experiential learning
methods

« Characteristics of an effective work team

« Creating a team mission

* Forming new teams

* Improving team meetings

« Virtual brainstorming: problem solving for a geaigcally dispersed team




TRAIN THE TRAINER WORKSHOP

This powerful workshop will help you bring your mearsa team leaders and other non-trainers quieldyspped in the basic skil
required to develop and conduct training — confidetinpetently and with ease. Loaded with praigts;dielpful precautions,
checklists and tools, the revised edition includes:

» A completely new chapter on an essential skilé@hogéng training — outlining the training contenaftearning objective
« 30 additional overhead transparency masters
» Updated case studies

The comprehensive how-to:

» manual walks first-time trainers through evauyo$tide process of developing and delivering igffecaining — from using adult
learning principles all the way through evaluagngshilts of training.

« handle problem personalities and situations thaincanve even the most experienced trainer, ingjaliticipants who won'’t
talk — and those who won't stop.

Participants will learn how to:

* Identify new ways training can be used in their jobs

« Clearly understand how adults learn so theyazmdmdthers

* Analyse training requirements — the first step iessfot training
» Develop learning objectives that provide the direfdr the rest of their training
* Select the most appropriate training methods

 Develop and use training aids the right way

* Create lesson plans

* Use basic facilitation skills

* Increase participation

 Conduct training using their lesson plans

« Evaluate training

» Transfer newly acquired training skills to the wtikgse

Filled with insights it would take your managers y@& gain on their own, Train-the-Trainer, makesy for even beginning
trainers to do the job experienced trainers oncBélider powerful training that is skill-packed, mabh® and achieves lasting a
positive behavior change.
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THE COMPETENCY TOOLKIT

The Competency Toolkit provides everything thaetedefor a midrange training/OD department or simadudting firm to
provide real competency-based analysis and dexefophe toolkit literally provides resources ttequiactitioners through the
whole process, front to back, from sponsorshiptjiralevelopment to implementation. Comprehengivealhresearched, the K
is a must for managers and developers who wantttogi.

Selected Contents

* Introduction

sImported Definitions

» Competencies and the Human Resource Management Syst
 Support for Competency Programme Development




COACHING FOR RESULTS — A SKILLS-BASED WORKSHOP

This comprehensive new training program takes theaapphat coaching is a series of skills to be ntastase12 skill
modules can be facilitated individually or groupadéxible one day or two and a half day workshop.

Participants will:

*Get valuable feedback on their coaching strengthgeakdesses by
using theCoaching SkillsAssessment

sLearn to apply a useful four-step model - get agnteseek solution,
follow-up, and give recognition

*Master 12 coaching competencies including goal se¢tiagation,
giving feedback, mentoring, and more!

Coaching For Results Workshop Includes:

sLeader's Guide (300 pages)

*Participant Workbook

*36-Question Coaching Skills Assessment Instrument
sLesson Plans and 50 transparency masters
*Handouts for experiential skill building activities

INDIVIDUAL HIRING PLAN WORKBOOK

This essential hiring planner walks you througtpesixercise to structure an improved process toitREgaluate Candidates, agd
Make the Best Hiring Decision for a specific pasitihis book reviews your hiring approach and reeonts tools and techniques
that match your unique hiring need.

This 20-page booklet covers:
* Job description

» Competency identification

* Recruiting techniques

» Assessment tools

» Behavioral interviewing

PERFORMANCE SKILLS TEAMS SERIES: ALL 10 MODULES

Now you are able to train your team with all the performalebsketting all the 10 modules.




EVALUATING TEAM PERFORMANCE

This workshop provides team members with an andiginalwork for thoroughly evaluating nine
critical dimensions of team effectiveness. Partisiwill gain a clear understanding of their team’s
strengths and weaknesses, and will develop a food@gsoving team performance

MAKING TEAM DECISIONS BY CONSENSUS

When working in teams, it is critical to make desifhat all team members agree with and support.
In this workshop, team members learn four basgialeohaking approaches and identify why
consensus decision making is most beneficial in ae¢étng

SOLVING TEAM PROBLEMS

In order for teams to be successful, they must décadblve everyday problems decisively and
effectively. With this workshop, teams will leado teo while working on an actual problem the
team currently faces.

PLANNING FOR TEAM RESULTS

This workshop enables team members to set goalgjaciives that in direct support of the team’s
purpose. Team members will learn to compose gdasaisapported by specific measurable objectives.

UTILISING TEAM MEMBERS’ ABILITY

This workshop provides a framework by which teamdenatify individual team members’ strengths
and reorganise to more efficiently achieve teantivdged eams complete this training by developing
an action plan to implement improved utilisation of teaman resources.




COMMUNICATING EFFECTIVELY IN TEAMS

Improve all key communication skills within theesarof achieving team goals. This workshop
systematically presents core communication sKillasactive listening, giving and receiving
feedback constructively, and reacting to others! idea

CREATING A SHARED TEAM PURPOSE

The ideal starting point for creating a fully funtt@gy high performing team, this workshop
will help team members establish a mission thaeassed to guide the formulation of goals
and objectives. A series of skill building exemwibe®t everyone working toward the common
goal.

MAKING TEAM MEETINGS WORK

Meetings are the hub of team communication and detialing. This workshop addresses
why meetings should be called, how to prepare thémast importantly, how to conduct
them effectively.

RESOLVING TEAM CONFLICTS

This topic focuses on resolving the types of ctanftiat commonly occur in teams. Participants
determine their natural conflict management atydelearn techniques for assessing conflicts
situations and applying the most appropriate canflichgement style for each situation.

COMMITTING TO TEAM APPROACH

This workshop will energize newly formed teamslfipdenembers explore different team roles
as well as four stages of team development. Byudethnoiugh experimental exercises about
behaviors that occur at each stage of team devetppraerbers will preempt resistance to the
team approach.




BUILDING INTERPERSONAL INFLUENCE

Persuasion and the ability to influence are of paramngportance in many business situations. Thishaplshows participants
how building influence in relationships can hefp iemore effective in accomplishing their worlonsdpilities. The course uses
the Insight Inventory to identify personality typestandencies to build influencing skills through imgat@ommunication. The
workshop is ideal for team leaders, managers, satestanter service professionals, and anyone elssuathimaximize their
positive impact on others to increase effectivendbg ¢ob.

Performance Objectives

Understand the power of both interpersonal antigrosifluence

Facilitate communication and influence by idemtifnad adapting to personality styles
Use active listening skills to establish and butidmskgps

Contents

sLeadership and Interpersonal Influence
*Understanding Individual Differences
*Active Listening

*Reacting to and Proposing Ideas
sInfluence in a Team

*Applying Learning

This Workshop Includes

eInstructor's Guide with lesson plans and activities
*Fully Reproducible Participant Coursebook

+1 Insight Inventory

*Transparency masters

EFFECTIVE LISTENING WORKSHOP

This workshop presents techniques for accuratefyréibeg both verbal and non-verbal aspects of agedssarder to improve
overall job performance. Participants will analyzees of barriers to effective listening and metb@igtessfully overcome therg.
The workshop is designed for all employees, marsagens;isors, and leaders whose productivity andmpanice depends upon
superior listening, comprehension, and concentskiltsn

Performance Objectives

Improve quality and quantity of recall

Improve communication by interpreting feelings maalyzing non-verbal behaviors
Eliminate communication barriers

Contents

Effective Listening

Listening and the Communication Barrier
Overcoming Barriers to Effective Listening
Formulating Responses

This Workshop Includes

Instructor's Guide with lesson plans and activities
Participant Coursebook

Transparency masters

Audio tape




LEARNING FROM CONFLICT

The structure of the book is derived from Dr. Hagarning From Conflict Model, a simple, clear ntbaegives basic guidelines
for applying its techniques to the specific neetie gfarticipants. Instructors will learn how to b#prs accurately name their

patterns of conflict, understand their reactiongjfigiéime causes, prevent conflicts from devel@pidgscalating, and apply conflct
resolution techniques.

Learning From Cordliatritten for trainers, facilitators, team leadedseducators. The numerous, fully reproducible esairaipling
designs, case studies, and activities can be apalietiety of training situations, including commtigri¢gupervision, and
interpersonal relationships.

Contents

Learning From Conflict
Planning Your Workshop
Teaching About Conflict
Getting Started

Naming Conflicts
Reacting to Conflicts
Searching for Causes of Conflict
Preventing Conflicts
Resolving Conflicts
Planning for Conflicts
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DEVELOPING EMPLOYEE CAPITAL

Make employees responsible for their own success
Ready to take the next step in employee development? This iehoakiprovides guidelines for helping managers create wojk
environments where employees can develop themaélvest a great deal of direction.
What's in it for you and your organization? Emplaykesre skilled at the process of self-developmecintd@pendent learners arfjd
thinkers who are more knowledgeable about the otgamiless likely to exit, better able to respowtidaging market conditions
and more positive about their jobs. Bottom liney @he more valuable to their organizations.

A new way to approach employee and organization development

Developing Employee Capital offers information abatint organization development and individual develofal strategies.
Designed to help you and your employees crealepmeeptal plans together, it covers everythingdrdime learning and diversity
management to job rotation and mentoring.

The book is organized into nine chapters:

Laying the foundation

Career planning

Training as a developmental tool

Establishing and implementing mentoring programs
Coaching and development

Human resources and strategic plans

Educational activities and self-development
Environmental management

Organization development

© o N gkl wDNE

Included are step-by-step instructions for desjgmptementing, and evaluating a number of devehdahstrategies as well as
reproducible assessment tools, lists of commeswilble tools, process checklists, planning RGhsomputation guides, a
training design matrix, and basic job analysis forms.




VIDEO COLLECTION



Arrest That Stress : How To Depressurise Your Work g

Workplace stress can mean absenteeism, employeertdavzer productivity and higher
medical expenses. On-the-job stress can be traked baly two basic causes. In this videq
you'll identify these stressors — and discover edkalbiniques that will help you and everyohe
in your organisation to cut the stress and easedime st

Do More in Less Time : Tame Your Workload By Dramatally Increasing Your
Productivity

These “Winning Habits” help you control time, ratthen letting time control you. You'll leafn
to plan wisely and to avoid “Time Traps”. Takerobas you learn how to move swiftly fron
task to task, anticipate downtime and be prepause it create interruption-free zones and
much more.

Achieving Peak Performance On The Job

Imagine yourself as more efficient, helpful anduptive. You’'d know exactly where to begi
what questions to ask and how to get the job ddnieerigry time. Quickly discover how to
become the super-productive peak performer yoeaetno be.
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Managing Stress Before It Manages You

You have the right to strive for a stress-free work envinbfiongourself. As a manager, it's
your responsibility to recognise and alleviate &irgssi staff.

How To Juggle Multiple Priorities

In today’s fast-paced workplace, it's easy to hetmlmed by countless priorities and an
endless cycle of deadlines. The techniques aff¢hésishort video will help you manage
responsibilities and take control of your job.

Get Organised — And Stay Organised : The 7-Day Plan

Embark on a seven-day program that's guaranteetytmup work life in order. In this video
you'll learn how to clear your workspace, unclognsax, organise your work area, creatg a
filing system, filter unwanted e-mail and managsgiuenule

Conquer The Chaos : The Best Ideas In Time Management

You can be successful at your job without working 60werks, straining your family life of
going home every night feeling exhausted andfeastThe key is to manage your time
effectively.

Listening : The Key To Productivity

Here’s the secret for getting along and being sutegssfuk. In this best-selling program,
you'll learn superior listening techniques.




Training To Win : Helping Employees Meet Or Surpasg heir Goals

Training to win isn’'t about telling people whaotdts about helping them discover how to
succeed. Once your staff members learn how, stey'tlirning out the type of creative solutio
that will make your whole organisation excel.

Leading 20-Minute Meetings That Matter

Chances are, you've been to a meaningless megfelgthe frustration of wasted time and

effort. What went wrong? How can you make suremyeetings stay productive, on topic and ¢n

time? In this video you'll learn how to prepare feff@ative meeting, set up an agenda that
attendees will want to follow, break a deadlark amgument and many more

Conducting High-lImpact, Low-Stress Performance Reviews

Deliver meaningful performance reviews pain fhéebeést selling video will help you take the

angst out of the review process. You'll learn hgnefmare, avoid traps, address goal-setting apd

much more.

Becoming A Coach: Bringing Out The Best In Employees

In this video you'll learn all the skills needed togbe@ coach including: Taking a personal
approach...getting to know each of your “players”impeoved rapport between you and you
staff will also contribute to a more satisfyings wovironment.

How To Shine In Difficult Management Situations

How you handle difficult situations can determinehehgbour employees and your boss see Y|
as an effective manager who conquers the steepagemant challenges or just and average
who wilts under pressure.
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Interviewing Techniques That Help You Hire The Best

Bad hiring decisions hurt morale, increase yownpérgorkload and can even damage your

reputation. Why not stack the odds in your favoungketime and every time you hire? In this
video you will learn how to break the interviewioggss into 3 manageable stages, gain valy
insight into the candidates technical skill and woitsha

able

Take Back Your Time: How To Manage Your Workload And @l Have A Life

What's important to understand is that sharpest,ameagtve work can’t be done if you're burn
out. Whether you're a workaholic, last minute duhemadict or simply just can’t say no to yol
colleagues’ requests, you'll discover tips amd @ediranteed to help you free up your time an
your life back

bd
r
J get

Becoming A Leader — Communication Techniques That Motivate, Gueland Inspire
Employee to Excel

Raise your leadership profile as you learn fronidais vow to make it easy for others to
approach you, give straight answers to even theliffiostt questions and encourage dedicatid
among those you work with.




Motivating Employees During Organisational Change

Do you cringe when you hear: “But that's the wag \alvays done it"? Show the downside of
“business as usual” and the upside of changing wittngeifftom this powerful video. You'll discov
techniques to ensure that any change effortésessu
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How To Resolve Conflict At Work

Whether it's trying to satisfy customers who epeanpossible or co-workers who ask too much
you deal with conflict everyday. You can confideatidle conflicts with the techniques presented
this video.

in

Make The Connection: How To Be Effective And Produtive On The Phone

The telephone is something we all use countles®tiofeday. Can you think of any more basic of
essential business tool? Because we use theneleplodten and so easily, we rarely pause to asK
whether we’re getting the most from our telephoree But all of us should consider ways to imprd
our telephone skills and productivity. Improvirenphskills can save you time, make you more m
and help you build valuable relationships.
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How To Communicate Clearly And Effective With Emploges

Communicating clearly and effectively is probablpdist important and perhaps most difficult
responsibility of any manager.

Creating A Positive Workplace: Good Attitudes Aredhtagious

In this video we’'ll demonstrate critical strategiesdating a positive workplace. Organisations tha
invest in their employees and build pride in therthegpayoff in productivity. If you take care of yq
employees, they’ll take care of the work

[t

Listening: The Key To Productivity

What makes a person easy to work with and effestitie job? How do some people earn the res
of both co-workers and employers? It's no ‘secnatiigue personal characteristics. In many case
simply the ability to listen effectively.

pect
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Solving (Even More) People Problems On The Job

Solving people problems without fear or intimidasievhat sets good managers apart. In this vidg
you'll discover how to deal with a variety of pgmblems common to most workplaces. You'll fi
out how to deal effectively with 8 difficult woakpl personalities, change unwanted behaviors, ay
and manage conflict.
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Don’t Shoot The Messenger: Common Workplace Courtes That Reduce Tension & Lower
Stress

In this brief video you will learn how to “arrest” amtkplace behavior.




You Are The Organisation: Every Employee’s Public Relains Role

This short and entertaining video will give you méanand knowing that your employees are
representing your organisation with professionatidratyle!

Solving People Problems On The Job

One out of every five people in the workplace califfimilt to deal with. This video identifies the
most troublesome personalities and shows you Hwamdde them both tactfully and effectively.

Communicating With People On The Job

Make everyone in your organisation an effective woicator. In this video you'll learn how to handlle

conflicts successfully, prevent misunderstandifigsr tdnest criticism and more.

How To Give and Receive Criticism

Most people dread giving and receiving criticisaube it goes against our natural desire to be
respected and liked. But done properly, criticisineca powerful tool to help you and others imprq
performance.
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Communicating For Results: How To Be Clear, Concis& Credible

No matter what your role in the organisation, camuating effectively is vital to getting things don
and working productively with people.

D

Being Positive In The Workplace: Good Attitudes Are @nhtagious

Every office has them — the “party poopers”. Naégatian get a stranglehold on a workplace. It
spreads quickly through an office as a computer Fottunately, the flip side is true, too. A pesitiv
attitude is also contagious.

Speaking To One Person Or A Roomful: Proven Technigs That Will Make You A Master
Communicator

In this video you'll discover how to enhance therasgt primary communication tools: your tone
voice and your body language. And you'll learn tttenas to say and what to do in difficult
situations.
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Winning Over Even The Most Difficult Customers

You'll go beyond service with a smile when you koamto: serenely ignore personal insults from
angry customers, calm upset customers, smoothlyosteersations back on track with the ‘Great-
Now’ technique.




Team-Building Techniques That Work

Discover how manage in a way that naturally motjatestaff to work as a team. This short vid
program offers sensible advice, including how tonleatings that fire everybody up, plus two sin
and fun exercises that help build team spirit.

9]
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Everyone’s Teamwork Role

How much time and effort is wasted in your orgamisbéicause team members don't fully

understand one another’s roles and responshilitiesvideo offers some good technique how t¢

make everyone work as a team.

Sink Or Swim Teamwork: We're All In This Together

Presented in a memorable, documentary-style fgonaind your team will discover how to: self
manage tasks and achieve goals as a team, applyidireg principles for becoming a true-blue t
player, cooperate, work effectively and prodyctisel team, employ simple communication
techniques to build trust and respect.

Eam

Negotiating To Win: Get What You Want From Customer, ClientsSCo-Worker And
Colleagues

You can get what you want with help from this yidegram that's destined to become a classic
You'll learn negotiating secrets that the prosngsejing how to make smart concessions, recog
a deal-stopper and much more
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Powerful Ways To Persuade People

Persuasion isn’t a character trait that only soméeeorn with, or a gift that only charismatid

salespeople or politicians possess. It's a simipleaglkihyone can develop and master. With some

basic skills, and practice, you can learn to inflatlrers and reach agreements more quickly and
easily.

Speak Like A Pro...And Get A Standing Ovation Every Time

This video gives you the tools to write and delispeech with conviction and finesse, one that {
achieve your goals and inspire your audience.
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HIRING SUCCESS: A STEP-BY-STEP GUIDE

In this entertaining video, you'll learn technichasatill help you find the best candidate for ever
position you need to fill--how to determine whicleggt is most likely to be successful in your
organization and as part of your team.




THE THREE CORNERSTONES OF CUSTOMER SERVICE AND SELL ING

Learn to turn good customer service into increassdasal increased customer satisfaction.

TELEPHONE CUSTOMER SERVICE
Basic & Advanced CSR Skills (Call Centre)

If you need a heavy-duty video that covers all ageetephone selling and customer service,
is your tape. The scene is a call centre. Viewensasdhis very challenging job is broken into
skill set

this
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THE CUSTOMER SERVICE CONNECTION

Successful companies put customers at the cemvergfdecision and every transaction. G
customer service requires tact, consideration, afiictcaranagement skills. Understand
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customers requires sensitivity to customer cues eadbitily to listen. Learn to respond to each

customer's needs in ways that both please youneustad build your organisation.

TELEPHONE COURTESY PAYS

Excellent telephone skills increase customer datiséatd assure that you won't miss importan
business opportunities. Be confident that your conipgresenting a professional telephone
image.

i

DEALING WITH THE IRATE CUSTOMER

Everyone who deals with the public will soonerar lhat faced with a customer who is angry of

upset. This video shows simple communication teesrigat can help employees manage the
stressful situations and find effective soluticissebthings get out of hand.

TELEPHONE COURTESY : YOU ARE THE COMPANY

This concise, 12-minute programme will assureviiigione who picks up the phone in your off
or business knows how to demonstrate good telepbartesy and understands how importan
the telephone image you project can be to yomebssi
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SERVING CUSTOMERS - HELPING PEOPLE

This video shows your employees how being themsélvesurally lead to better customer
service. The basis of great customer service [de'etping people.” Remember that the
customer in front of you, or on the other end efghone line, is a person just like yourself.




SMILE: IT'S ARIDE YOU'LL NEVER FORGET

SMILE! Is for people and organisations who wantlteed great customer service —and have a
great time doing it!

LISTEN & WIN: HOW TO KEEP CUSTOMERS COMING BACK

Each time you do business with a customer, itsrarig test. This video will only help you
become the listening expert that customers trulgcgier.

THINK LIKE A CUSTOMER, ACT LIKE THE OWNER
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Make sure every customer is a satisfied customassigtance from this new hit video. In jug
minutes, your staff will learn superior customeicegrthniques, including how to deal with aind
win back even the angriest customer.

COMMUNICATING WITH CUSTOMERS

This video provides you with some guidelines to thevitbmmon pitfalls that can keep you
from providing superior customer service. To dottigsvideo covers the eight most common
problems that block effective communication wikoooers and offers ways to help you avoid
them.

Speaking With Confidence, Clarity and Charisma

How many good ideas have you had shot down in agfféétith guidance from this video,
you'll find out how to present your ideas with potivirk fast when asked a tough question gnd
even where to sit in a meeting for maximum influphcemuch more!

7 THINGS NEVER TO SAY TO YOUR CUSTOMERS

Seven deadly service statements ... they sound ordmgtithey? And for good reason. Sonje
of these statements may seem perfectly innocédrd surface and there may be times when
you're tempted to try using one or more other theémprove a difficult service situation. But
more often than not, you'll find that you've umgtyi only made things worse. With the advi
presented in this new program, you'll learn to &vese service killers and naturally end up
providing customers with the care and professionglestrey deserve ... boosting customer
loyalty to new heights!
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BEYOND NEEDS ASSESSMENT: 10 STEPS TO CONSULTATIVE SH.LING

There is a difference between making sales and m#tmmers, between one-shot orders
and long-term relationships. The key is to becomdk@prsolver rather than a product
seller. With this video, you'll see that comprateenseds assessment goes beyond simply asking
questions. It also means building rapport with petsspe you can determine their real needs
and then fill those needs with real benefits.

With this video, gain loyal customers, profitable aatbthe satisfaction of knowing that your
product or service provides a genuine solutiorurocystomer’s problems.




HIRING SECRETS: 12 TIPS TO GET CANDIDATES TO REVEAL TH EIR TRUE SELVES

We all have our war stories about people whoiewed so well and then turned out to be so wrong.

Hiring problems are common — they eat up time anéyndid you know the average cost of a bad hire

is about two and a half times the person’s salary@!aragroven ways to get applicants to show wh
they really are — and not just tell you what you waetr. In this new program, we unveil 12 “hiring
secrets” to get job candidates to reveal theireigss
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IT'S BUSINESS, NOT PERSONAL: TAMING EMOTIONS IN THEW ORKPLACE

Keeping your cool in tricky workplace situationisdasmays easy. That's why we’ve developed the ngw
video “It's Business, Not Personal: Taming EmotiotieiWorkplace.” Presented in an entertaining,
late-night talk-show format, this program illiestrabw to tame your emotions when dealing with youir
boss, co-workers and customers.

WHAT CUSTOMERS REALLY WANT

Keeping customers happy means giving them whatahgywhen they want it, with no unpleasant
surprises. This video shows how all employees eazugigmers quality service by making customefs
feel valued and by exceeding their expectations.

BETTER BUSINESS GRAMMAR

This video offers dozens of tips you can useavgy to avoid grammar and usage errors that can rfiin
your chance to make a good first impression. Itfidsntiistakes that can make you sound
unintelligent—mistakes that could cost you a joboongdion.

HEAT UP YOUR COLD CALLS

Prospecting is a never-ending task. Open doorseatdthe ice with “hot button” prospecting. The
techniques in this video will help you take tiieoahiof your cold-calls and put the sizzle backyimtio
sales.

EVERYONE'S CUSTOMER SERVICE ROLE

Every employee—even those not on the organizdtimmine—serves as an important link in the
customer service chain. This video demonstrateth@@etions of every team member can strengthen—
or break—the chain vital to customer service succes

MANAGING SALES STRESS

In sales, effort equals income. Effectively manadgisg will allow you to maximize your effort every
day. Master your stressors, and you’'ve mastergdbydure stress management techniques in this \ideo

are the tools you can use to keep your personabistasder control.




BOOKS COLLECTION



CUSTOMER SERVICE BEST PRACTICES

This manual includes 38 carefully chosen artialesd tools, case studies and job aids that yasean
to positively impact your customer service thraagtirtg, benchmarking, and new processes. With an
emphasis on what, why, and especially how-tofah@ation in this book will help customer service
managers, trainers, and frontline associates dexelopffective policies and procedures.

All materials are fUREPRODUCIBLE which makes them especially useful as handoutdsjob ai
newsletter items, and training tools. In addititected resources are included on diskette for easy
customisation and reproduction. We make it easyudo add, delete, or change information to suite
your special need. All materials are providectinddft Word, so within minutes you can add your
company name and logo to give your resources a isesttmok.

THE SERVICE PRO: CREATING BETTER, FASTER, DIFFERENT CUSTOMER EXPERIN CES

This book provides a fundamental understanding obthpetencies and tactics that increase
customer retention and referrals. Ideal for bothostegs who serve customers directly or
indirectly and those who manage them. This book t#&=ons that will build professional
competencies in the business of service.

COMPETENCY-BASED PERFORMANCE IMPROVEMENT

This important book presents a systematic approacialsing and improving performance in
organisations. The most promising approachegdmsyis strategic needs analysis, competency
model development, curriculum design, learningent@n design and development, and
programme evaluation are explained. The author stepalsy-step, how best to implement
competency-based performance improvement programraedition, case studies of three
organisations (private and governmental) detaittiled experiences and benefits that these
organisations realised in their performance improvefierts.

PERFORMANCE UNDER PRESSURE: MANAGING STRESS IN THE WORKPLACE

This book focuses on the two essential skillgeddoi perform well under pressure; perceiving

a situation in an optimal way and using the physallbgiast associated with stress to your advantage.
It presents new and proven strategies for deattngme, anger, people, fatigue and evaluation
pressures. It also introduces an effective four-stiypdnfer optimal energy management.

Topics include :

» Managing the stressed-out employee: Signs andragntptook for and how to productively
discuss the problem with the employee.

* Self-assessment and other tools for developintiveffeicess management skills and habits

* The costs of poorly managed stress — and the pbtanefits of well-managed stress.

« Organisational best practices for stress managargent work group or organisation.




GIVING AND RECEIVING PERFORMANCE FEEDBACK

This book explores the limitations of traditionduatian systems and introduces positive,
alternative approaches including new concepDif&sifed Feedback.

Now you can offer employees all the performanmeriafion they need to grow personally
and professionally. Using forms, questionnaisessitalies, and action plans, the author
presents step by-step guidelines to make feedbatkabwegative side of performance
easier to give — and easier to swallow.

MANAGING INFORMATION & HUMAN PERFORMANCE

Learn how to establish a system that enables vyathéo, gorocess, and make available internal infamrimayiour organisation —
quickly, easily and inexpensively.

Avoid the high costs of poor information:

* Poor quality

* Resistance to change

* Lack of commitment to strategic initiatives
» Turnover

* Lack of motivation

* Misdirected rewards system

The book is packed with techniques and tools toeeyw@blo:

 Gather information, using mini-surveys, focugpgronterviews, performance reviews and records

» Understand what people do by studying work procasses process mapping, flow charts and bloclatiagr
* Design, administer and analyse internal surveys

» Develop an information utility that allows managetoeconnect to and analyse internal informatiarch-as information circles
or an office of performance improvement.

CLIENT RELATIONSHIP MANAGEMENT

This book reveals how to truly excel at meeterg aéeds — and lock in future business, clientdesis) increased referrals and
client loyalty. Insightful and full of common senseptiok sheds new light on managing the six elementsedssul client
relationship management: The client relationshafipnship/project initiation, planning, impleragon, closeout, and
application/service plan.

Practical tools for critical stages of the relationship designed to movee effort
forward smoothly, without mishap.

» Decision Matrix. Establish relationships with key stakeholddre &ght time.
Ensure they the information to make a favorablgioleci
» Stakeholder AnalysisGet the right people involved at the right time.
Develop relationships that foster their supportanyein for the project.
* Presentation Guide Gather information on buying habits and commiumrcat
preferences of the target group.
» Communication Matrix. Document what information stakeholders desirey whe
they want it and how they want to receive it.
* Relationship Extension Plan Identify additional opportunities to serve ydisfieal client.




CUSTOMER SERVICE ACTION PLAN

Good Customer service is easy to recognise, butldfteult to consistently deliver. This stimulatieny training tool will help your
work groups and teams evaluate your customer geadtiees and problems and develop new focus amd@ans. Using an
engaging card sort activity participants interattudiddconsensus on priorities, practices, and prebdad then develop action
plans. This easy-to-administer activity is ideahydor customer service associates, call cedtngamagers, group leaders, as wqll as
internal customer support people, project teamsLgueavisors.

The result will be renewed awareness, better caratiam improve focus, and practical action
plans to improve your internal and external customvicese

This Training Package Includes:

» Comprehensive Leader's Guide with background etiipn, values profiles, lesson plans, and
transparency master

* 42 laminated cards

« Card Sorting Board

* Five 32-page Participant Action Guides

THE COMPETENT LEADER

Learn what skills are required to be a succesdéulilrégoday’s business environment. The Competatéer concentrates on the
interpersonal skills required to be a great leadgtrpktuple in supervisory, managerial, or oth¢iopesif leadership have
exceptionally strong technical skills but are nollyegtrang in their interpersonal skills. This isusecanost people are hired and
promoted based on how well they perform the “opagdtifunctions of a position. This book will aid bothv and experienced
leaders in concentrating on the necessary skitis-tane their relationship-building skills. Then@xent Leader is written in an
easy-to-understand “how-to” format, it offers agtianning guides and assessments which helprtrevgfelearned skills back tg
the workplace. Contents:

sUnderstanding the changing role of supervision
« Building your confidence and self-esteem
« Leading organisational change

* Setting goals and planning action

» Managing time to accomplish your goals

» Communicating effectively

* Delegating to succeed through others
 Coaching to improve performance
 Conducting valuable performance reviews
* Building a high-performing team

« Selecting and hiring winners

« Facilitating productive meetings
 Developing consensus

» Managing conflict

* Negotiating for win/win results

* Delivering extraordinary customer service
*Solving problems creatively

* Cultivating and empowered workforce

* Creating a motivating environment

*To be a leader




LEARNING POINTS: CALL CENTRE SERVICE EXCELLENCE

Organisations with call centres are on the cuttgmyaddan exciting and dynamic technological revothtt is taking place in
customer service today. To succeed, your emplaystasnaierstand the principles of call centre castsgnvice and how to apply
them in an increasingly complex and challengingreneit.

With this book, you can prepare your employees to successfully meet the resqpfir@htba
customers who call into your centre. These fungiaggand easy-to-use activities provide a variety
of ways to learn more about call centre customéresand how to satisfy callers’ heightened
expectations.

In just minutes, your employees will gain insigigsand guidance that will enable them to...
« Build rapport on the telephone

« Take time to really understand the customer

« Use technology, customer information, and othes tddheir trade effectively

« Provide solutions to customers, not more problems

« Support their team and contribute to its success halveyaran

* Help other team members by sharing information

* Respond to problems in ways that ensure theyheeepstomer’s business

JUST IN TIME LEADERSHIP

Just in Time Leadership is a highly innovative appmatanagement founded on extensive,

timely research. The basic assumption of Just irL&adership is quite simple: the new economy
will increasingly demand that companies move bstatitdong-term staffing models toward a

more fluid model; in response, most successful cempélh organise themselves around small core
groups of longer-term employees and rely on laidj&aflent pools. For managers, this will mean
drawing on the fluid talent pool as needed tostg#cts, tasks, and responsibilities; consequently
a whole range of management practices will undedgniental changes.

Just in Time Leadership gives leaders and managersg start on these changes. The practices it
outlines are best practices for getting the advdmtagaximising human talent in the unpredictable,
high-speed, high-tech, knowledge-driven, fiercepetitive, new global economy.

GUIDE TO MENTEE PLANNING

The Guide to Mentee Planning includes nine formsisalcdesigned to assist mentees in organizimga@nrding their plans
for learning during their involvement in the
mentoring program:

Mentee Profile Form

Mentoring Session Record

Activities and Action Plan Checklist
Review of Resources

Learning Plans

Guide to Mentee Networking

One Year Mentoring Calendar

One Year Networking Calendar
Self-Assessment of Mentee Readiness

© 0o N TR

Detailed guidance for filling out each of the fasrpsovided to ensure that mentees construct a systanthtealistic plan
to achieve their unique career and professionégleent goals. The Guide also contains a spediah sect
“A Contemporary View of Networking” for mentees whotto maximize networking as a significant learppatanity.




RIGHT PERSON, RIGHT JOB: GUESS OR KNOW

We've all done it - hired someone who wasn't a goadsiiihply couldn’t do the job. Or promoted an empley® wasn't up
to the new responsibilities. You don’t have to tiigkeame time-consuming and costly mistakes aghis.droundbreaking
book, Chuck Russell shows you the only way to diret@mn employees in today’s competitive envirdnrhg using testing
and assessments.

With over 1,000 assessments available today initén &tates alone, Russell
alleviates your confusion by providing comparaitihesis

of a variety of tools and instruments. He bringugeto-date on the latest
developments in testing and assessment technology - sdheato@quire less time,
are relatively inexpensive and don't require @atgietrtise to administer or evaluate.

Learn how to use assessments and testing to:

Get the right person in the right job quickly

Head off violence and drug-related accidents aligenédiring lawsuits
Ensure and document objective and non-discrimjriaitarg practices

Topics include:

*The role of testing and assessment in the selecitasp

*Evaluating assessment tools

*Using assessment with existing employees to sdbrenp@ice problems, engineer teams, re-orgarstejatere,
conduct success planning and coach executives

Legalities of using testing and assessment

*A recommended selection process

THE STRATEGIC DEVELOPMENT OF TALENT

Completely updated and revised, the latest editioe dassic book used around the world providesbiainsight to help
you develop a comprehensive and unified plan foinigam your organization.

The Strategic Development of Talent moves beyondtbiBpply the principles of strategic business ptatmtalent
management, knowledge management and workplaicg Jeard it has been retitled to underscore thisamsisp

Anyone who wishes to use talent to support organizbstrategy - including CEOs, operating managersiR, HRD and
WLP practitioners - will find this text both infotivewand practical.

You'll learn how to:

*Develop a vision for talent development

eFormulate a purpose or mission

*Analyze present strengths and weaknesses andhitgtate and opportunities
*Assess needs

*Benefit from environmental scanning

*Choose and implement a strategy

*Evaluate the overall effort

The Strategic Development of Talent includes dotemsibits, a template to guide you through theepscand a
self-assessment instrument to determine youressdin




CREATIVE TRAINING TECHNIQUES HANDBOOK

This key resource for all training professionalsdeascarefully revised and updated. The focusummtd be on delivering
results, not just training. All the basics are abvéa@w to tap into learners - motivation, customizingour audience,
great presentation techniques, and creativeietivitt you can use.

Contents:

Chapter 1: Creative Genesis
Chapter 2: Presentation Preparation
Chapter 3: Learner Motivation
Chapter 4: Visual Aids

Chapter 5: Group Involvement
Chapter 6: Creative Materials
Chapter 7: Creating Effective Resource Materials
Chapter 8: Presentation Techniques
Chapter 9: Customizing Training
Chapter 10: Closing the Circle

FLIP CHART MAGIC

Flip Chart Magic takes you step-by-step througirdbess of building and using effective
flip charts in training sessions. Divided into thretéose with color coded pages (Need to
Know / Nice to Know / Where to Find), the book conweish its own set of flip chart
markers so that you can immediately begin applgingribepts and principles presented.
Flip Chart Magic is literally "A Seminar In A Book!" fftvet half of the book is a more
basic course and the back half of the book is a mhaaaced course on the subject of
effective flip chart use. Flip Chart Magic als@gtna "Bonus Section" with seventeen
transparency masters for combining the overheadtprojvith the flip chart to increase

its effectiveness even more! Includes a Mr. Sketem@&8& Marker four-pack, with markers
in red, green, blue, and yellow.

101 GAMES FOR TRAINERS

101 of the best games from Creative Training TeesiNewsletter gathered into one book.
These classroom-tested games, exercises, anésaatiditspark and energy to your training
Sessions — and help adults really learn withoutrewemg it. Included are games for improving
Communication skills, developing conflict resolskdls, breaking the ice, creating team players
And more.

101 MORE GAMES FOR TRAINERS

Now Bob Pike brings you 101 More Games for Trainers. This #syotgbook for engaging
Participants while they are in your classrooml] ftadi'dozens of games, exercises, and
Activities specifically designed to bring a weaup ppaxk to life; lead an audience through a
Spirited, comprehensive review session; break #imeligeab participants attention; and more.




SURVIVAL WRITING FOR BUSINESS

To write well, you need to keep it clear and eorigig for many who struggle with writing reportsy@se e-mails, and other
necessary correspondence on the job, that's easier said thansdwieditsense book is a virtual lifeline to writiogess. Author
Steve Gladis has been a writer all his life. He hashedhhumerous magazine and journal articles as Web@oks.

Survival Writing for Buginessnts, in an easy-to-follow format, his togdipsriting clearly and briefly. The book answensmost
pressing questions about writing, shows you what adkwhat doesn’t, and reveals dozens of shgdoutan apply today for
instant results. The chapters also contain nume@ugples that illustrate the content and make the lessoed lreamorable.

Guidelines include:

*Use direct, useful verbs

*Keep sentences short

*Avoid abstractions and use concrete language
«Don’t shift number, tense, voice, subject, ort pbiview
Structure your writing

*Write with style

*Become a good editor

*Write to your audience

An entire chapter is devoted to e-mail—the new baeldf business correspondence. Learn cuttingteatggies that will help yop
keep e-mail brief, leave emotions out, stick toding avoid flaming, and much more.

MANAGER’S POCKET GUIDE TO EMOTIONAL INTELLIGENCE

One of the keys to becoming a true leader is erabimbelligence. Emotional intelligence
quotient (or EQ) encompasses qualities that gadggneral intellectual intelligence and
technical competency. EQ includes self-awarenksengll, self-confidence, motivation,
empathy, and competencies in the social environthese hallmarks of a true leader can
be learned. The activities in this guide will relpgthen the reader’s EQ skills, resulting in
a more successful career and a more satisfying life.

MANAGING ANGER IN THE WORKPLACE

Relationships at work tend to be interdependent,atitiven, hierarchical, overexposed,
and compulsory. Keeping the interests of yoursetfppss, your peers, your subordinates,
your vendors, and your customers in alignmehédihte is impossible.

Meanwhile, you must also contend with competitorgrprddictable markets. Thus, for

most people, work involves a constant jugglingdofveestling with-competing interests.

Whether the stakes are pecuniary, psychologlwath othey are always on the line

in every interaction at work. While the workp$age environment more likely to provoke

feelings of anger, the consequences of poorly rdaraggr in the workplace may be much

greater than in other contexts. At the same fimanaged effectively, anger

can be a positive and productive emotion produalogble data, as well as considerable motivation.

Managing Anger in the Workplace will help you uadérstte costs and benefits of anger in the workglagapse anger and
common anger syndromes; use the underlying caasggerodis data to continually improve relationshépsysy practices, and
policies; and manager anger in yourself, in atherg) your team.




THE NEW WORK CULTURE

This book is a reference for leading-edge managerackpng the 21st century: a
comprehensive guide to the new work culfime New Work Culieals with
organizational transformation challenges, pexgsecti the new work environment,
human resource development in the metaindustriabaeme, and strategies to exercise
leadership in high-tech corporations. This is arresealrce for everyone from the MBA
student to executives to HRD managers, providing mapad the new work environment
in the Information Society.

THE STRATEGIC DEVELOPMENT OF TALENT

Completely updated and revised, the latest editioe dassic book used around the world providesbi@insight to help you
develop a comprehensive and unified plan forigamyour organization.

The Strategic Development of Talent moves beyondtbiBfply the principles of strategic business ptatmtalent managemen,
knowledge management and workplace learninghasdien retitled to underscore this emphasis.

Anyone who wishes to use talent to support organizbstrategy’s including CEOs, operating managdrslR, HRD and WLP
practitioners’ will find this text both informatiel practical.

You'll learn how to:

*Develop a vision for talent development

eFormulate a purpose or mission

*Analyze present strengths and weaknesses andhigate and opportunities
*Assess needs

*Benefit from environmental scanning

*Choose and implement a strategy

*Evaluate the overall effort

COACHING YOURSELF TO LEADERSHIP

What would happen if a respected business coaglogavaew model for leadership that could help yevadhe happiness,
productivity and fulfillment at work you so desine®uld change your life. That's exactly what a@immy O'Brien has done. Shgs
a certified business coach who draws on an apgtagstused successfully for years in her pradieestop effective leaders. It
integrates competencies from three domains of leipdeself, work and others—and emphasizes both inasaodl feminine
elements of strength. O’'Brien’s themes—be authgsitnary, emotionally intelligent, an assertivenaaioator and connected to
others through relationships and alliances—are coveredimdsggarate chapters. Exercises, tools and spsddicag are also
provided to help you turn the information presentedewnéryday practices. The purpose of the bookts help you become the
next Jack Welch—being a great leader doesn’t msvgao get to the top. Rather, it is to providenith practices and
techniques that will transform you into a more positive, intleader who can make work better for yourstthaise you
currently lead.

Sample topics:

eldentifying values: Getting to the core of you

*The dilemma of defensive behaviors

sLeadership and parenting: The same skill set
*Dealing with people you don't respect

*Assertive vs aggressive

*Passive-aggressive communicators: The Alienators
*The art of asking powerful questions

*Managing your fear

*The problem with delegating perfection




ALL NEW TRICKS FOR TRAINERS




PROFILING
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CHANGE MANAGEMENT EFFECTIVENESS PROFILE

This profile provides a detailed process for aggassindividual's capacity to handle minor or major
change. This is done by measuring change managleifitgrih several categories.

The paper assessment (Package of five)

COACHING EFFECTIVENESS PROFILE

The Coaching Effectiveness Profile provides dedigpaocess for assessing an individual’s capacity 1
coach others. This is done by measuring coachityiisiven separate categories.

The paper assessment (Package of five)

COMMUNICATION EFFECTIVENESS PROFILE

Getting your message across in a way that is cleahenent is a critical skill in both organisatiowmil g
personal life. It looks at the large and often comsplgect of communicating with others.

The paper assessment (Package of five)

CREATIVITY AND INNOVATION EFFECTIVENESS PROFILE

We all have the potential to increase our levadathvity. This profile provides a detailed prodess o
assessing an individual's existing capacity reslige:

The paper assessment (Package of five)

CUSTOMER SERVICE COMMITMENT PROFILE

This profile is designed to help individual's under$iaw much “service excellence” is offered to thq
customer. The level of service excellence theyoffehat is offered by the organisation as a whole
assessed.

The paper assessment (Package of five)

pre

DIVERSITY & CULTURAL AWARENESS PROFILE

This will help individuals understand how much aeesemd commitment exists towards the divers
individuals and different backgrounds in their crgtom.

The paper assessment (Package of five)

ty of

GOAL/OBJECTIVE SETTING EFFECTIVENESS PROFILE

This profile looks at the task of goal setting. f$teument seeks to measure goal setting effecsiirend
seven separate categories.

The paper assessment (Package of five)

LEADERSHIP EFFECTIVENESS PROFILE

There are some broad categories from which mabtegaters will draw. Ideally, these categories sh
be viewed as pieces in a ‘leadership jigsawugkitho one piece makes for effective leadershgelby
each piece does work in combination with the dihveeseal a fully integrated model.

pul

The paper assessment (Package of five)




CUSTOMER SERVICE SKILLS PROFILE

This easy-to-use assessment solves one of yost ggiaches in customer service — ensuring
consistency in your staff's performance. How¥Bg gmployees a clear picture of their unique
strengths and areas they need to work on — and thetioptteaacquire all the skills of an all-around
good customer service giver.

The paper assessment (Package of Five)

LISTENING EFFECTIVENESS PROFILE

A relatively small number of people can actstdly lvith true understanding and empathy. Thigeprofi
provides a highly structured process through whickdesaan individual's current capacity to listen
attentively.

The paper assessment (Package of five)

PROBLEM SOLVING & DECISION MAKING PROFILE

The Problem Solving & Decision Making Profile prevadeighly structured process through which tg
look at the topic of problem solving.

The paper assessment (Package of five)

MANAGEMENT EFFECTIVENESS PROFILE

—h

This is a competency-based diagnostic instrumentilttiave your key leaders a valuable snapshot
their strengths and weaknesses. Once they recognisetheompetencies, they can explore where {o
concentrate their improvement efforts so they cangea@van more successfully in the future.

The paper assessment (Package of five)

SALES EFFECTIVENESS PROFILE

In an increasingly competitive world, an effectiespsson needs a wide variety of skills and
competencies in order to be successful. Thisegoivides a clear indication of an individual's
effectiveness in each skill/competency area,la@s \weerpretative information to use personal actior
planning.

The paper assessment (Package of five)

NETWORKING & RELATIONSHIP BUILDING PROFILE

This provides a detailed process for assessing &fugtiexisting capacity to network with others apd
highlights area where improvements might be possible

The paper assessment (Package of five)

PERSONAL STRESS & WELL-BEING ASSESSMENT PROFILE

Understanding the nature of stress at a detaileslthebasis upon which we can start to manage it
effectively. This profile provides a simple but tighrgrocess by which we can better understand oyrr
own stress handling skills.

The paper assessment (Package of five)




TEAMBUILDING EFFECTIVENESS PROFILE

This instrument looks at the ability to effectibvailgl a team using the Forming, Storming, Norming, pnd
Performing model. It is critical to understand tgestthrough which a typical team will travel over time.
Within these stages seven categories of teambuildipgtency can be derived.

The paper assessment (Package of five)

TIME MANAGEMENT EFFECTIVENESS PROFILE

The Time Management Effectiveness Profile asaasads/idual’s existing capacity to manage hés of h
time efficiently and highlights specific areas whprevement might be possible.

The paper assessment (Package of five)

ASSERTIVENESS STYLES PROFILE

The Assertiveness Style Profile reveals an inds/iskebf four distinct assertiveness styles. Full
interpretation and explanatory notes are also iddiudgersonal action planning and improvement.
The paper assessment (Package of five)

GENERATIONAL STYLE ASSESSMENT

Chances are, you've struggled with someone oldgounger — who just doesn’t see things your way.
This assessment will help you understand the miffsrbetween the generations and identify ways tp
“flex” your own behavior t better work with or manageple of all ages.

The paper assessment (Package of five)

INFLUENCING STYLE CLOCK

You can use the Influencing Style Clock to help yapiogees identify and improve the ways they
influence others at work. It is a powerful tool faining, teambuilding, career counseling, personal
development and sales training.

The paper assessment (Package of five)

EMOTIONAL INTELLIGENCE ASSESSMENT

The EISP uses Degree of Structure and Motivatsmakes to create a four-quadrant grid that describe
the style of Emotional Intelligence people are ikebt to use. The four styles — Reflective, Coratepty
Empathetic, and Organised — are plotted in the quadrants relative to theaiflsdore. Interpretive
material is included.

The paper assessment (Package of five)

LEARNING STYLES PROFILE

Based in the research of some of the leading erpghedield, Learning Styles Profile provides the
concepts and insight into adult learning that evérgrtreeeds. Identify your employees’ strengths arld

weaknesses in the ways in which they learn.

The paper assessment (Package of five)




SURVEY OF ORGANIZATIONAL CLIMATE

This assessment measures employee attitude ondactoas clarity of goals, advancement, working
relationships, and management credibility. THengdar graph identifies areas of strength and
weakness and thus helps managers to generated &mtion plan with measurable results.

The paper assessment (Package of five)

NEGOTIATING STYLES PROFILE

This instrument integrates fully with the confietriment in looking at the ‘levels of energy’ arelslev
of empathy’ that may be used in a negotiation. Thenestt plots individual scores in all quadrants 9
grid, which reveal their use of four distinct natjugi styles — these are the styles of Pushy bullying,
Quietly manipulating, Carefully suggesting, andd€oti§i promoting.

The paper assessment (Package of five)

MANAGEMENT STYLES QUESTIONNAIRE

The Management Styles Questionnaire will shed neanlighur management style using Douglas
McGregor’s two highly influential ways of viewinglp&omotivation in the workplace: Theory X and

The paper assessment : (Package of five)

Y

HRD DISCstyles: UNDERSTANDING BEHAVIORAL STYLES FOR IMPROVED COMMUNIC

ATIONS

The HRD Press DISCStyles assessment has been pegfifichtly to assist organizations in understanadimgpehaviors
impact the success of their employees—and hovinkslid the bottom line. Based on theories origidelleloped by

Dr. William Marston in the late 1920’s, and ad&mtedfortless facilitation and corporate buy-in[d8CStyles assessments
is a highly validated tool trusted by several 0B companies, the United States Military, aresgimfal consultants

worldwide.

This easily administered 30-item assessmentsnededaf three interpersonal settings to maximisextued authenticity
(work, home, social). Each of the three standargrigtige graphs are plotted enabling a completefiewr preferred style,
and since the DISCStyles assessment can be competgdL0-15 minutes you gain valuable time for individuahicma

sessions or group discussions.

Product Benefits:

Gain awareness of personal strengths and motivations
Uncover career development opportunities

Improve methods for interpersonal communication
Enhance conflict resolution ability

Create 360-degree feedback for your leaders

Build and strengthen teams

Improve professional relationships internally xtedrally




DEALING WITH CONFLICT INSTRUMENT

Most of us are less skilled at handling conflict thamewéd be. Although studies show that
a negotiating behavior is usually the best regpaasenflict situation, negotiation is a
difficult endeavor-one that requires consideralilarskthought. The normal negotiating
behavior, as typically practiced in business andcsotéxts, does not generally produce
high levels of satisfaction for either particifdrg.Dealing with Conflict Instrument (DWCI)
will help change this by encouraging conflictinigg@#o shift to a more collaborative style in
order to find and pursue shared interests, creatiimgy&n outcome.

The Dealing with Conflict Instrument presents fivelict-handling styles. The five styles;
accommodate, avoid, compromise, compete, and aalemcompass all the effective ways
of dealing with conflict. By completing the Dealiitiy Conflict Instrument-Self, participants
will learn about their own natural style tendencids, th information gathered from the
DWCI 360-Degree Feedback set will give them insightamt they are perceived by others
when resolving conflicts. The combined resulteesétassessments indicate which styles of
conflict resolution need the most improvement.

Participants will explore the characteristicchf@mflict-handling style which will help themIdpvgreater style flexibility.
In order to decide which style is best in a giveatisitiithey will learn to dissect situations, uginfi@ Situation Analysis.
DWCI is a significant improvement over conventicoralict assessments. It shortens usage time, gsadearer and more
user-friendly results, and includes helpful suppontiahaBVCl is compatible with most existing traipiegrams and is the
easiest way to update assessment materials.

CONFLICT RESOLUTION STYLES

Dealing with Conflict:

Conflict Resolution Styles Participant’'s Coursebook

Most employees would agree they spend too much tifireydeith disagreements,
differences, and other conflicts that arise in theplemds Conflict Resolution Styles
drives home the message that we usually can'tgenvothese conflicts, but we can
learn how to deal with them.

It is a powerful tool for teaching employees hovanalle conflict and minimize the stress,
frustration, anxiety, and sleeplessness it can Haeisédeo is also a strong way to head off
the potential high costs to business when conftiot iecognized—ranging from
avoidance and third-party mediation to physicaittned violence.

Conflict Resolution 8sdeseal life, emotionally charged businessasémalémonstrate and discuss five different appsotache
handling conflict:

Accommodate (I lose, you win)—You put aside your aadd$esires and give in to the other person’sixdema

Avoid (I lose, you lose)—You avoid, postpone, eepiea conflict and neither party wins becausetifictcremains unresolved.
Compromise (We both win, we both lose)—You refwveonflict quickly and efficiently by seekiriy afid equitable split
between your respective positions.

Compete (I win, you lose)—You seek to win your ositithe expense of the other party.

Collaborate (I win, you win)—You cooperate witlother party to find a resolution with a mutuatlgfgang outcome.




THE COMPETENT SUPERVISOR QUESTIONNAIRE

Today'’s supervisors face far greater challengesthafitheir predecessors. The good news is that dtegnaster only five
basic skills to excel in their roles and progresghertevels of responsibility.

Here’s a tool you can use to help supervisors ydiwiif strengths in these
key areas and the skills they need to improve upon:

. Set direction

. Plan and organize

. Coach/develop people

. Measure and manage performance
. Maintain effective relationships

The self-scoring questionnaire can be completed afpw minutes.

Participants review 25 typical workplace scenadiabaose the actions they would take

in these situations. The booklet includes rich ietatjpn and planning notes to help participamtsftram what they've
learned into a plan for developing their own eféestipervisory style.

Sample scenarios:

. You have just been appointed to a supervisororaddam of people that you have not met befoey. Adve a
reputation for being difficult to manage.

. Two members of your team have not been collaipragil in recent months and even have had a fdiw gnguments.

. Some 360-degree feedback from team members gaedewly received suggests that you could de mtite to listen
attentively.

. An enterprise-wide directive requires every teaut tosts by 10 percent over the next six months.

THE CHANGE MANAGEMENT READINESS SURVEY

How can you ensure that the major organizatiomagjetyou are planning - to your structure,
strategy, operations, production, or culture bevgliccessful?

Begin the change process with this intense diagsfogtur organization's capacity to change.
You can bring problems to light, build commitmewchiinge, gain company-wide support,
improve communication and increase your chancescessu quickly and cost-effectively.

Do your homework upfront so that your change dqkaroff.

The user-friendly survey is designed for changesleardanizational leaders and managers,
and consultants who are not simply tinkering, laungihg organizations in powerful ways.
Often these change leaders only see part of theepithis tool will give you a valuable big
picture" view of how a cross-section of senior mesiage




INTERACTING WITH OTHERS

Interacting With Others raligelf-assessment and workbook that explores haweyaat with people in the workplace.
For example, do you initiate interactions with ther let others connect to you? Are you lively dbaing with people
— or calm and reserved? Do you enjoy friendshipsyrketevand dialogue with a large number of peopl&snrger,

more in-depth conversations with a few?

We all know that interacting with others is keydeess. What many professionals have
yet to learn is how to become aware of and capitalistrengths in this area. By
completing this assessment, you'll gain an objeetaseirament of what you know

and don’t know about how you interact with otheps@on-one and group situations.
Just as important, you'll gain potent ideas for @xyggtiis important skill.

The profile focuses on five behavior areas:

*The way you initiate contact and communicate thignso

*The kind and level of energy you bring to your itii@naavith others
*How you express your ideas, emotions, interestgedinds to others
*How you interact with others when in group situation

*The number of people with whom you maintain cbatatstay involved

You'll quickly discover new information about ytfsgeeading 25 questions, recording your answéhe eoore sheet and t
hen interpreting your results. By implementing ttenador improving your effectiveness at the erldeofvorkbook, you'll be
on your way to making new and positive behaviorsaf paur everyday life.

THE TRAINING NEEDS ANALYSIS TOOLKIT

Make your training count! Whether you are a seéasoimexperienced training professional, makingnaining count is
the number one way to influence the future succgesirobérganization. The way to do this is to matttaiaing directly to
the needs of the organization and the people in ituiiigige manual will show you how to do just thattHiks& oolkit as a
resource for analyzing training needs, selectimggrstrategies, and developing training plansetntimeeidentified needs.
This all new second edition contains 22 reprodirtsidements and surveys for gathering informatialhlavels of

your organization. It includes proven techniquesafasforming your data into realistic trainingegfies and solutions.

With this Toolkit you will be able to:

. Provide focus and direction to your training investm

. Identify top priority training needs and learn tecies for meeting them

. Systematically plan for training

. Explore a variety of ways to gather informatiolhlavals of an organization

. Transform information into realistic training strasegiel plans

. Measure your training department's return ontingets

. Quantify the contribution training makes to olerghnizational growth and success

Revised Edition Includes:
Expanded chapters to provide guidance on analyzinmg@echenting the information produced by the instntsn

. More detailed outlines to assist with the analysis
. An easy-reference flow chart of actions
. New methods for collecting information

. A new section on analyzing results for each instrument included




ASSESSMENT OF ORGANIZATIONAL READINESS FOR MENTORIN G

The Assessment of Organizational Readiness fariMigridontains twelve inventories designed to essiginators in determining
the overall status of preparation and receptivityebksfionching a mentoring program. Collectivelintaatories highlight and
record the essential decisions that must be midefommative stages of planning.

12 Inventories:

Mentees

Mentors

Matching of Participants

Program Operation

Plan of Program Meetings

General Informational Meetings
Seminars for Supervisors

Orientation Sessions&emdash;Mentors
Orientation Sessions&emdash;Mentees
Training Seminars&emdash;Mentors
Training Seminars&emdash;Mentees
Evaluation
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As decision makers, coordinators should view thegsro€ completing the inventories as a pragmaticapipy to genuinely creat
a mentoring program which truly reflects the emgldgvelopment philosophy of the organization.

THE INFLUENCES STYLES INVENTORY QUESIONNAIRE & TRAINER'S G UIDE

Detailed Description: Thelnfluence Styles Inv@Btpassesses three communication styles that psepteinfluence others:
Passive, Assertive, and Aggressive. Drawing on curreohrémsgdntegrates the importance of assertiveitessterpersonal
communication and influence, this assessmentwithghagers an opportunity to analyze their inflsgres.

The concept of assertiveness, and its superioritgitharaggressive or passive styles, has beerstlatad as effective by more
than twenty - five years of research. Even so,praple still confuse assertion with aggressioa onelear about the difference.
The ISl is a tool not only for examining one's pelestyle but for developing a practical underatanfihow the three styles can
be seen to be different, in action. In this wagonekents can begin to learn how to use assertiotiveffie as a distinct alternative
aggression or passive avoidance.

A brief, clearly - written interpretation section gle¢ailed explanations and comparisons of the styiesns of the feelings

communicated, the specific behaviors used, tha eggressions associated with each, and the aimeh style. This is followed by

explicit discussion of how one might develop bettartion skills.
The instrument takes about 10 minutes to compigtgcare. Scoring is simple and visual, resultimgédplac display and
comparison of the three style preferences.

Use the ISl in workshops on:
*Assertiveness training
*Management development
*Conflict management
eInterpersonal communication

(6]



THE VISIONARY LEADER — LEADER BEHAVIOR QUESTIONNAIRE

Now all of your managers can assess their own |gatetsiviors and characteristics and identify speajficto improve

their leadership effectiveness. This researchibstsethent helps leaders determine what changether 8kill development
are required for them to make full use of theitbdéfees for visionary leadership. Through the ubetbfa "Self" questionnaire
and "Other" questionnaires (filled out by 3-6 calesggleaders are able to gain an accurate 360Aarssestheir leadership
style in three critical areas: leader behaviorsk@adeharacteristics, and effect on organizatioltizde.

The Questionnaire is made up of 50 items measQrikgy leadership scales:
*Focus

*Respect for self and others
Communication

*Bottom line orientation
*Trust

eLength of vision span
*Risk

*Organizational leadership
*Empowerment

Cultural leadership

A Trainer's Guide includes technical details atetredopment of the instrument, detailed trainingrdg s lecturette on
leadership, and overhead transparency mBsteosing a Visionary LeadBew Vision of Leadershporting
participant handouts, explore the cognitive aravlwehl skills of truly visionary leaders.

STRATEGIC LEADERSHIP TRAINING PROGRAM
The Strategic Leadership Type Indicator (SLTiglsstering assessment of 64 items embedded wittasels The SLTI
determines the degree to which you use coachafin¢eaelating or delegating styles correctlydaogoo the capability and

motivation of your subordinate.

Key Benefits

. Create a structured framework for leadershipogeveht € Improve leadership ability across the whole otiganiza
through constant reinforcement of a systematicgmaeamt system.
. Basic and intuitive; a new - down in the trenchesrimigon for leading
. Basic and intuitive; so it's relevant for first Sapervisors
. Basic and intuitive; you can train managers quickitvaill stick to their ribs Features
. Participants can take and self score this easg-8sgessment in 30 minutes
. 360 feedback sets are available for exploring tieppens of co-workers about the
appropriateness of the leaders use of strategies.
. Facilitators Manual contains up to six hours offeadeliver training, including a

PowerPoint® presentation and a Participant's Wdkkboo

The Strategic Leadership Video. Add to your Straesglership training
program with this great new 18-minute video progawer all the concepts
and implications of the Strategic Leadership protessiria classroom or
self-development setting using this video.




ORGANIZATIONAL RECOGNITION ASSESSMENT FOR MANAGERS

Studies show that recognizing employees for tloeinvgmrk is one of the most effective ways to motikkate. So why don’t more
managers say “thank you” or give praise?

This assessment measures beliefs and expectasivasdmarrent experiences, and
organizational variables that influence your mahagerof recognition. It will help your
organization clarify why your managers use orudenrecognition and help your
managers better understand their strengths and sassskimethis often-overlooked
area. Create a baseline for creating and sustainihgeaof recognition

The 54-statement, self-scoring assessment provitbexcfen six dimensions that have
a significant influence on why managers use omder’écognition:

sImpact on performance

*Beliefs about recognition

*Ability to do recognition

*Passion for recognition

*Organizational support for recognition

*Organizational context for recognition

Includes examples and exercises for applying threatifm in the real world to motivate employeegdrertheir performance,
provide practical feedback, make it easier for thget tbe work done and build a more positive amtligtioe work environment.
Use Organizational Recognition Assessment for &tanag group or individually. Either way, yastef the skills that will inspird
even the most difficult employees to do their best.

Bob Nelson is a motivational specialist and author of\¥@9& to Reward Employees and 1001 Ways to Energiltsy&es.

MANAGEMENT DEVELOPMENT QUESTIONNAIRE & ADMIN MANUAL

The MDQ is a competency-based self-assessmengttidietsla manager's strengths
and weaknesses and pinpoints areas for developheefdgundation that the MDQ is
built on is a set of 20 key competencies shown tdtibal¢o successful managerial
performance.

The 160-item questionnaire takes approximatelyn@&emio complete and measures
20 competency dimensions covering the followintafiters:

. Managing Change

. Planning and Organizing
. Interpersonal Skills

. Results Orientation

. Leadership

MDQ Admin Manual
The Administrators manual contains everythingnartreeeds to administer, score and
interpret the MDQ including:

. How the MDQ competency model was developed

. Linkage between HRD strategies and the MDQ congyeteodel
. Administering the MDQ questionnaire

. The self scoring method including directions

. Learning and development guidance for each coroyp €2

. Reliability, validity, and inter-scale correlations

. Sample computer generated MDQ report (availagla®alservice through HRD Press)




ORGANIZATIONAL ASSESSMENT DIAGNOSIS AND INTERVENTIO N

From strategy formulation to change implementatianagement decides what will be done, howhbewitine, who will do it, and
what the ultimate outcome should be. Unfortun#itédyis not a precise, predictable process. Everyrdagizations fail because
they selected the wrong people, the wrong mémetyong equipment, the wrong product or servitleeavrong process. The
process of choosing one strategic or operaticgralagive over another may be the

difference between success and failure. Althouginmeicachieve certainty in this

decision-making process, we can reduce the degreeméinty by developing and

following a consistent framework for analyzing tenirational process to maximize

our chance of making the best decisions.

This book uses a time-tested, step-by-step, praeticawork for identifying and
assessing organizational issues and for choosimgropolutions. It is written in

an easy, readable style, and uses real worlddia@seistm the authors own consulting
experiences to explain the assessment and intery@ntiess.




TRAINING GAMES
SET COLLECTION



THE STRATEGIC LEADERSHIP GAME
The game consists of two rounds:

Game Asimulates a typical task assignment. Participad&degyated a task with clear output criteria, thdwviany useful
support or structure. They'll experience first-Hamg@érformance pressure, anxiety and failure eapfegéwhen assignments
are handed over to them without appropriate

instruction or feedback.

Game Balso simulates a routine assignment. But participartiaced in pairs, one as manager
and one as employee. The manager is responsgpipdorting the employee’s efforts.

They'll discover how the appropriate type of Id@igarsakes tasks easier to do and instills

a sense of accomplishment.

Key Benefits

* You hire people for jobs, but you manage theionpeaince of tasks.

« Effective managerial leadership is making sure peofdem the right tasks well.
« |t takes ongoing effort to manage peoples’ perfmena

Includes: Tangram puzzle pieces, Leader’'s GuideQiders Pad, Coaching Cards Pad, Master Solutios Setef 5)
and CD-ROM with slide/handout masters.

THE NEW SALES GAME

The New Sales Game is a highly interactive fatiptatgram that uses presentations, group discugainas and activities to
help sales representatives better understancligteimers and develop strategies to become more effettiion

providers. Participants will evaluate where tae@ndrwhere they need to be through a

creative Customer Focus Tool and easy-to-implerogo Rlan. The training concludes

with an entertaining group game to drive home keispoi

Participants will learn how to

Focus on the real needs and perceptions of thamarst
Proactively become solution providers

Determine your company’s value added services

The complete training package includes:
A comprehensive Leader's Guide, one participaneboake Customer Focus Tool, sixteen overheadaransp masters, game
Board and playing materials.

CARD GAMES FOR DEVELOPING TEAMS

This is a versatile team development tool. The@leatids contain behavioural characteristics of
effective teams designed to stimulate thinking seusdion.

Card Games for Developingntrat®s discussion

games, card sorting and assessment games, actitigtangbmes,

as well as games involving the implementation ofibetsafor team effectiveness.

A learning objective is given for each game dnitlyasong with a short summary

and the approximate time needed.The simplest andffecst@ way to use the cards is
for group discussion games and activities.




TEAM BUILDING BLOCKS: PRACTISING GROUP COLLABORATIO N

Renew your teams with this stimulating, handsiomgréool. Team Building Blocks gives your teams an
easy-to-implement, effective, and enjoyable opjtgttin practice and refine their problem-solvingcantmunication skills.

Using the set of 14 polished wood blocks, participamkstogether in performing engaging exercisestééms will be
motivated and stimulated by solving problems, rgaotmsensus, and resolving differences while invathetthese
experiential puzzles. The game comes completedwitnden blocks and a 148-page activity manwdl indhiides

18 detailed activities, facilitator note, post-activity commeantasglutions.

Exercises cover

« Information sharing * Risk taking
* Diversity » Time management
« Trial and error learning  Coaching

* Inter-team consultation

Training Objectives

« lllustrate the principle of “coopetition"—the cagtifive and cooperative nature of teamwork
« Highlight the importance of information sharing @i&boration between teams

* Demonstrate the negative impact of distrust amangrembers




