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.Personal Effectiveness Program

Time Management
Triumphs—2
Vanquishing procrastina-
tion, organizing your life,
managing interruptions

Communication Styles
Savvy—2
Working with other
styles

Communication
Styles Savvy—1
Assessing your style

Time Management
Triumphs—1
Assessing your time
troublers, 4 T’s, Salvaging
scrap time

Non-verbal
Communication
Make sure your body
language matches your
words

Improving Listening
Skills
Know how to listen more
effectively to your co-
workers and customers

Empowered & Assertive
Communication
Understand the difference
between passive, asser-
tive, and agressive behav-
iors

Giving & Receiving
Constructive Feedback
Give feedback in a way
the receiver will hear it
and not get defensive

Overview:
• Each module is designed to be 2.5-3.5 hours in length with 1 week in between.
• There are homework assignments between sessions to help cement the new skills.
• There is pre-work for each session, to maximize session time.
• Specific sessions for individual groups are distinguished by dotted lines.

➤
Assignments
to integrate
new skills

Getting Off the Stress
Express
Manage the stressors in
your life

➤
Assignments
to integrate
new skills

➤
Assignments
to integrate
new skills

➤
Assignments
to integrate
new skills

➤

Assignments
to integrate
new skills

▼

➤

Assignments
to integrate
new skills

▼

➤

Assignments
to integrate
new skills

▼

➤

Assignments
to integrate
new skills

▼

Telephone
Courtesy

Presentation
Systems

Calming Upset
Customers

Effective Meeting
Participation

Leading Meetings
Effectively

Creating Customer
Service Excellence

Electives (to be taken by appropriate departments and individuals)
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Supervisor/Lead Training Series
Following is a sample of the comprehensive Supervisor/Leads Training Program we designed and
delivered for one of the largest software companies in the world.

We assessed the needs by holding two focus groups, one for supervisors/leads and one for their manag-
ers. Collaborating with the training manager, we designed 16 half-day sessions, delivered every other
week. These cover interpersonal communication, delegation, defining your role, stress management,
time management, conflict, change, cultural diversity, legal issues, and listening. We arranged for
content-expert and internal guest speakers, as well as delivering the bulk of the program ourselves.

Our model is a university course, so there is pre-work and homework for each session. Since our in-
session time is limited, the participants have pre-work reading to understand the concepts before each
session, so we can focus on practice, discussion, and role plays in session. We’ve used 14 Crisp Publica-
tions books and five Carlson Learning Profiles, along with customized handouts.

Participants appreciate both the breadth of topics, and that the subject matter is focused on practical
ideas they can use immediately in their work. They like the cross-fertilization of ideas from other depart-
ments in the company. And they like getting to know others with similar responsibilities.

Overview:
• The first module is 8 hours long. All other modules are 2.5-3.5 hours in length with 2 weeks in

between.
• There are homework assignments between sessions to help cement the new skills.
• There is pre-work for each session, to maximize session time.

1. Understand yourself & others  (full day)
Pre-work: Complete  Training Agree-
ment and complete the Carlson Per-
sonal Profile.
Understand your preferred communica-
tion/behavioral style as a Supervisor/
Lead. Learn—and appreciate—the styles
of others. Modify your communication
to be more effective with others.
In class tools: Management Action
Planner (2).
Personal Learning Insights Profile

Follow up: Individual 1 hour consulta-
tion with Rebecca to go over custom
computer printout based upon Personal
Profile responses.

2. Understand your role
Pre-work: Complete the Supervisor/
Lead Authority Checklist with manager.
Define Supervisor/Leads’ responsibili-
ties—what are they? How do Supervi-
sors/Leads differ from managers? What
can and can’t a Supervisor/Lead do?
Begin to create a checklist and check it
out with your manager.

➤➤
Assignments
to integrate
new skills
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3. Establishing yourself in the role
Pre-work: Read from Managing the
Technical Professional.
How can you establish yourself as a
Supervisor/Lead? How should you
behave differently now that you’re a
Supervisor/Lead? What challenges can
you expect from your former peers and
how can you handle them effectively?
What should you do if one of your team
bypasses you? Know how to set expecta-
tions. Learn how to get time/resources
from your manager, understand your
manager’s priorities, alter your work
style, be willing to raise issues with your
manager.

4. Delegation
Pre-work: Read from Delegating for
Results.
Understand how and why to delegate.
Learn how to delegate to different skill
sets, check for understanding, follow
up, and coach when agreement isn’t
kept.➤

➤
Assignments
to integrate
new skills

➤

➤

▼
Assignments
to integrate
new skills

➤

▼
Assignments
to integrate
new skills

Assignments
to integrate
new skills

5. Thinking on your feet
Pre-work: Read from Thinking on Your
Feet.
How to be articulate and confident
when called on to make impromptu
reports/comments; practice.

6. Influencing in the Company
Internal guest lecturer
Pre-work: Come with specific questions
for guest speakers.
Influence those who aren’t in your dept.
to meet their obligations on your
project; develop processes w/other
depts.

Supervisor/Lead Training Series
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9. Time management and organization—

Part 1
Pre-work: Complete the Time Mastery
Profile.
Learn how to manage action items &
paper flow; prioritize.

8. Listening effectively
Pre-work: Complete the Personal
Listening Profile. Read from The
Business of Listening.
How can you listen differently depend-
ing on the situation? What’s your
preferred listening approach? How can
you identify what kind of listening the
speaker wants from you?

7. Giving feedback
Pre-work: Read from Giving & Receiving
Criticism.
Know how to give constructive feedback
using a coaching model; practice. Learn
to give positive feedback. Practice. Help
others get motivated. Know what kind of
rewards you can offer.

10. Time management and organization—

Part 2
Pre-work: Read from Practical Time
Management.
Learn to make decisions; teach your
team to manage their time; juggle
activities.
Follow up tool: Making Time Work For You
audio tape

➤
Assignments
to integrate
new skills
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12. Confrontation
External guest speaker
Pre-work: Read from Managing Dis-
agreement Constructively and Handling
the Difficult Employee.
Learn how to deal w/confrontational
people; confront others; mange conflict
between members of your team, work
with difficult co-workers.

11. Stress management
Pre-work: Complete Coping & Stress
Profile and read from Stress That
Motivates.
What are your stressors? How can you
manage your immediate stress? Learn
12 short-term techniques and 10 long-
term strategies for managing your
stress.
Follow up tool: Relaxation tape

13. Cultural issues
External guest speaker
Pre-work: To be determined.
Working effectively with other cultures,
inside and outside the company.

14. Crisis/change management
External guest speaker
Pre-work: Read from Managing Change
at Work.
How is managing during a crisis different
than during non-crisis times? What do you
have to do to be effective during a crisis?
What must you not do?

➤

▼
Assignments
to integrate
new skills

15. Legal aspects
Internal resource
Pre-work: Read from Managing Within
the Law.
What legal issues must Supervisor/Leads
be aware of? What questions cannot be
asked in interviews? What should a
Supervisor/Lead do if there is a question?

16. Graduation & lunch
Pre-work: Summarizing learnings.
The managers are invited to attend a
luncheon to commemorate the comple-
tion and graduation of the Supervisors/
Leads.

➤
Assignments
to integrate
new skills

➤
Assignments
to integrate
new skills

➤
Assignments
to integrate
new skills
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Professional Development Program

Time Management
Triumphs—2
Vanquishing procrastina-
tion, organizing your life,
managing interruptions

Communication Styles
Savvy—2
Working with other
styles

Communication
Styles Savvy—1
Assessing your style

Time Management
Triumphs—1
Assessing your time
troublers, 4 T’s, Salvaging
scrap time

Non-verbal
Communication
Make sure your body
language matches your
words

Improving Listening
Skills
Know how to listen more
effectively to your co-
workers and customers

Empowered & Assertive
Communication
Understand the difference
between passive, asser-
tive, and agressive behav-
iors

Giving & Receiving
Constructive Feedback
Give feedback in a way
the receiver will hear it
and not get defensive

Overview:
• Each module is designed to be 2.5-3.5 hours in length with 1 week in between.
• There are homework assignments between sessions to help cement the new skills.
• There is pre-work for each session, to maximize session time.

Leading Meetings
Effectively
Keep the meeting on
track, taking charge

➤
Assignments
to integrate
new skills

Getting Off the Stress
Express
Manage the stressors in
your life

➤
Assignments
to integrate
new skills

➤
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to integrate
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➤

Customer Communication Series

Communication Styles
Savvy—2
Working with other
styles

Communication
Styles Savvy—1
Assessing your style

Improving Listening
Skills
Know how to listen more
effectively to your co-
workers and customers

Overview:
• Each module is designed to be 2.5-3.5 hours in length with 1 week in between.
• There are homework assignments between sessions to help cement the new skills.
• There is pre-work for each session, to maximize session time.
• Individual coaching takes place between sessions
• A mixture of participants from target groups to be in core sessions.
• Specific sessions for individual groups are distinguished by dotted lines.
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➤
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➤
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Customer Communica-
tion Overview
Analyze your skills and
attitudes about your
customer service duties

Customer
Communication
Using your word choice,
tone of voice to create
positive cust. interactions

How to Coach (for
Supervisors/Managers)
Give feedback in a way
the receiver will hear it
and not get defensive

Calming Upset
Customers
Know how to reduce
customer upsets and  how
to defuse customer anger

Inside Sales Skills
How to turn an inquiry
into a sale; closing,
objections

Tech Support Skills
Skill building around
issues specific to Tech
Support

1-3 months of
applying the

new skills

Refresher follow up
for all
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