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I. Teamwork and Problem Solving  

1)  The Basic Principles of Teamwork  

2)  Worksmarts - Communication  

3)  Valuing Differences  

4)  ACE It! ς Problem Solving  

5)  Everybody Wins ς Conflict Resolution  

6)  The Change Process: Personal Change  

II.  Supervisory  & Leadership Development Series  

1) Peer Today, Boss Tomorrow  

2) Essentials of Leadership  

3) Whale Done ς How to Build Positive Relationships  

4) The Courage to Coach  

5) Resolving Conflict  

6) Leading High Performance Teams  

7) Managing Up: Developing a Strategy for Self Leadership 

8) Motivation:  Are you the Coach or Mentor? (New 2009) 

9) Coaching Job Skills and Performance Feedback (New 2009) 

             10)  The Art of Possibility: Employee Engagement and Empowerment   (New 2009) 
  

Training Services & Summary Section 

The educational modules in this packet can be customized, combined and tailored to the 
needs of the organization.  DB Associates Training Consultants offers classroom, webinar 
and LMS type facilitations.  We have the ability to collaborate with several strategic 
educational partners which provide a robust and cost effective portfolio.  What is your 
next employee education project?  Check out the options! 
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III.  Understanding Behavior Styles at Work:  

1) EE2.0- Employee Engagement  Survey 2.0 (Alternative to  Q12 Survey) (New 2009) 

2) HBDI Prefer Thinking Styles Profiles 

3) DISC Behavioral Style Analysis 

IV. Improving Customer Service Skills  

1)   The Simple Truth about Customer Service άWƻƘƴƴȅ ǘƘŜ .ŀƎƎŜǊέ 

2)   Creating A Service Culture: What is your role? (New 2009) 

3)   Glad I Could Help 

4)   Ethics for Everyone 

5)   212° - The Extra Degree 

6)   Caring for Customers (New 2009) 

7)  Building Relationships to Serve Healthcare (New 2009) 

V. Effective Communication Series   

1)  Effective Listening  

2)  Giving & Receiving Constructive Feedback  

4)  Changing GotCha Behaviors (New 2009) 

3)  Time Management (New 2009) 

  5)  Improving Teamwork Communication Series   (4 part series)   

  6)  Generations ς M.E.E.T for Respect in the Workplace (New 2009) 

7)  Emotional Intelligence (EQ)  

8)  The Business of Thinking 
 a. ThinkAbout Communication 
 b. ThinkAbout Teams and Teamwork 
 c. ThinkAbout Problem Solving 
 d. ThinkAbout Decision Making 
 e. ThinkAbout Your Customer Service 
 f.  ThinkAbout Creative Thinking 
9)  Brain Bites (mini lunch and learn series) (New 2009) 

                             10)  Project Management: Leading a Successful Team (New 2009) 
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I.  Teamwork and Problem Solving Series  

Overview of the Series 

This course applies the skills and tools necessary to facilitate problem solving and effective 
communication in a team environment. Each learner will demonstrate the application of strategies 
focusing on: the necessary roles for team effectiveness, stages of team development, team problem 
solving and consensus, as well as develop essential attitudes and personal behaviors, cope with change, 
value differences, and overcome conflict to achieve cooperation and collaboration.  

Module 1:  The Basic Principles of Teamwork (AG) 

Overview 

Good teamwork is essential to a successful workplace.  This workshop will emphasize the basic principles 
of Team Work and show how these principles develop and increase effectiveness 

You Will Learn To 
ü Explain how using The Basic Principles with a team can increase effectiveness 
ü Identify specific behaviors that are related to each Basic Principle and can be used with a team 
ü Explain the effects of not using The Basic Principles with a team 
ü Use The Basic Principles to increase the effectiveness of a team 
ü Describe the characteristics of an effective team 

 

Module 2: WorkSmarts: How to Get Along, Get Noticed and Get Ahead (VP) 

Overview 

Lƴ ǘƻŘŀȅΩǎΩ ǿƻǊƪǇƭŀŎŜΣ ǿƻǊƪŜǊǎ Ƴǳǎǘ ƘŀǾŜ ŜŦŦŜŎǘƛǾŜ ŀǘǘƛǘǳŘŜǎ ŀƴŘ ǇŜǊǎƻƴŀƭ ōŜƘŀǾƛƻǊǎ ǘƘŀǘ ǿƛƭƭ ƭŜŀŘ 
companies to success.  This workshop will emphasize the importance of positive and cooperative 
attitudes as well as active listening and communication skills. 

You Will Learn To 
ü ¦ƴŘŜǊǎǘŀƴŘ ǘƘŜ άǳƴǎǇƻƪŜƴ ǘǊǳǘƘέ ǘƘŀǘ ŀǘǘƛǘǳŘŜ ϧ ǇŜǊǎƻƴŀƭ ōŜƘŀǾƛƻǊ ŀǊŜ Ǿƛǘŀƭ ǘƻ ƭƻƴƎ-term success 
ü Be able to shift a negative attitude into a positive attitude 
ü Be able to describe proactive behaviors 
ü Be able to cope with change more effectively and set goals 
ü Understand the importance of being cooperative & respectful 
ü Be able to list ways to communicate clearly & listen actively 

 

Module 3: Valuing Differences When in a Team (DDI) 

Overview 

Respecting differences will make our workplaces more collaborative and productive. This workshop will 
explore personal qualities that make workers different and consider how these differences can achieve 
better results. 
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You Will Learn to 
ü Contribute own unique styles, abilities, & motivations to ensure the success of groups and organizations 
ü Show respect for the unique qualities that make others different 
ü Work more collaboratively & productively with people who have a variety of styles, abilities, & 

motivations 
ü Draw upon your experience to improve understanding of self and others 

 

Module 4: ACE It! How to Solve Tough Workplace Problems (VP) 

Overview 

Every worker must be involved in addressing workplace problems. This workshop will emphasize steps 
and techniques of the A.C.E. Model to solve problems in the workplace and foster independent problem 
solving. 

You Will Learn to 
ü Help workers solve problems that affect their ability & willingness to do jobs effectively 
ü Describe the benefits to individuals and an organization if daily performance problems are resolved 

effectively 
ü Apply the steps and techniques of the A.C.E. Model to solve tough workplace problems 
ü Dŀƛƴ ŎƻƳƳƛǘƳŜƴǘ ƻŦ ǿƻǊƪŜǊǎ ǘƻ ǎƻƭǾŜ ƛǎǎǳŜǎ ƻƴ ǘƘŜƛǊ ƻǿƴ ǊŀǘƘŜǊ ǘƘŀƴ ŜȄǇŜŎǘ άƻǘƘŜǊǎέ ǘƻ ǇǊƻǾƛŘŜ 

solutions 

Module 5: Everybody Wins: How to Turn Conflict into Collaboration (VP) 

Overview 

/ƻƴŦƭƛŎǘ ƛǎ ŀ ŎƻƳƳƻƴ ƛǎǎǳŜ ƛƴ ǘƻŘŀȅΩǎ ŎƘŀƴƎƛƴƎ ǿƻǊƪǇƭŀŎŜΦ ¢Ƙƛǎ ǿƻǊƪǎƘƻǇ ǿƛƭƭ ƘŜƭǇ ǊŜŎƻƎƴƛȊŜ ŎƻƳƳƻƴ 
conflict situations between peers, work teams and managers & employees. 

You Will Learn To 
ü Understand why conflict in the workplace happens 
ü Know how to change your perspective of conflict 
ü Identify the three most common workplace conflicts 
ü Identify the five different ways people deal with conflict 
ü ¦ǎŜ ά9ǾŜǊȅōƻŘȅ ²ƛƴǎέ ŀǇǇǊƻŀch in conflict situations 
ü Take personal responsibility for dealing with conflict, diversity, & disagreement 

Module 6: The Change Process: Personal Change (dd) 

Overview 

/ƘŀƴƎŜ ƛǎ ƛƴŜǾƛǘŀōƭŜ ƛƴ ǘƻŘŀȅΩǎ ǿƻǊƪǇƭŀŎŜǎ ŀƴŘ ōŜƛƴƎ ŀ ǇƻǎƛǘƛǾŜ ŎƘŀƴƎŜ ŀƎŜƴǘ ƭŜŀŘǎ ǘƻ ƎǊeater success. This 
workshop will emphasize reasons for change, discuss resistance, consider methods to positively impact 
change and develop action plans to be a positive change agent. 

You Will Learn to 
ü Describe the relationship between change and progress for an individual and a business 
ü Discuss why people resist change & assess your own resistance 
ü List & explain the stages people go through when confronted by change 
ü List proactive and reactive responses & outcomes to change 
ü Develop a personal action plan to become a positive change agent 
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II.  Supervisory & Leadership Development Series  

Module 1: Peer Today, Boss Tomorrow (VP) 

Overview 

5ŜǎƛƎƴŜŘ ǘƻ ƘŜƭǇ ǇŀǊǘƛŎƛǇŀƴǘǎ ƳŀƪŜ ŀ ǎǳŎŎŜǎǎŦǳƭ ǘǊŀƴǎƛǘƛƻƴ ŦǊƻƳ άŎƻǿƻǊƪŜǊέ ǘƻ άƳŀƴŀƎŜǊέ ƻǊ άǎǳǇŜǊǾƛǎƻǊΣέ 
Peer Today, Boss Tomorrowέ presents four proven strategies that will help new supervisors navigate 
changing relationships and ǇǊŜǇŀǊŜ ŦƻǊ ǘƘŜ Ƴƻǎǘ ŘƛŦŦƛŎǳƭǘ ǎƛǘǳŀǘƛƻƴǎ ǘƘŜȅΩǊŜ ƭƛƪŜƭȅ ǘƻ ŜƴŎƻǳƴǘŜǊ ŀǎ ǘƘŜȅ 
assume their new role. 

You Will Learn 
ü What it means to accept the responsibilities of your new role 
ü How to Exercise your abilities to set clear boundaries 
ü The value of strengthening your communication skills 
ü The Importance of taking thoughtful and strategic Action 

Module 2: Essentials of Leadership (DDI) 

Overview 

This course teaches leaders how to get results through people. Participants learn a set of essential skills to 
meet ōƻǘƘ ǇǊŀŎǘƛŎŀƭ ōǳǎƛƴŜǎǎ ƴŜŜŘǎ ŀƴŘ ǇŜƻǇƭŜΩǎ ǇŜǊǎƻƴŀƭ ƴŜŜŘǎΦ [ŜŀǊƴŜǊǎ ŀŎǉǳƛǊŜ ŀ ǎŜǘ ƻŦ ǇǊƻǾŜƴ 
interaction skills, discover seven Leadership Imperatives and realize their role as a leader who inspires 
others to act. 

You Will Learn To 
ü Multiply your effectiveness by motivating your team and helping people to be more effective 
ü Accomplish more in interactions in less time, while enhancing interpersonal relationships 
ü Help people enhance their performance by providing them with feedback they are willing to accept and 

upon which they are able to act 

Module 3: Whale Done! The Power of Positive Relationships (VP) 

Overview 

Based on the book by bestselling author Ken Blanchard, Whale Done! shows us how to improve 
relationships with the Whale Done! Approach: build trust, accentuate the positive and redirect energy 
when things get off track. Coworkers, managers and employees will learn that by building positive 
relationships, they will become more productive, achieve greater results and create an environment 
where everyone is genuinely excited about the work they are doing! Participants will also learn about 
Whale Done! In Action, which shows how The Whale Done! Approach is applied to real-life business 
situations. The program emphasizes two key skills that can have an immediate, positive impact in the 
workplace: how to give redirection when someone makes a mistake and how to give a Whale Done! 
Response when you catch someone doing something right. 

You Will Learn 
ü To build trust 
ü To accentuate the positive 
ü To redirect the energy when mistakes occur 
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Module 4: The Courage to Coach -A Common Sense Approach to Confronting Tough Employee 
Performance Situations (VP) 

Overview 

The Courage to Coach outlines a specific four-step process for coaching that will work in any employee 
ǇŜǊŦƻǊƳŀƴŎŜ ǎƛǘǳŀǘƛƻƴ ƛƴŎƭǳŘƛƴƎ ŎƻŀŎƘƛƴƎ ŀƴ ŜƳǇƭƻȅŜŜ ǿƘŜƴ ǘƘŜ ŜƳǇƭƻȅŜŜ ŘƻŜǎƴΩǘ ǿŀƴǘ ǘƻ ōŜ ŎƻŀŎƘŜŘΦ 
It begins with a critical first step ς άŎŀƭƭ ƛǘ ƭƛƪŜ ȅƻǳ ǎŜŜ ƛǘΦέ You will also learn how to reach an agreement 
on the problem, develop an action plan for correcting the problem, and follow up with the employee. 

You Will Learn 
ü How to start a coaching conversation 
ü How to coach an attitude problem 
ü How to coach an employee ǿƘƻ ǿƻƴΩǘ ǘŀƪŜ ȅƻǳ ǎŜǊƛƻǳǎƭȅ 
ü How to ask a good performer to do more 
ü Iƻǿ ǘƻ ŘƻŎǳƳŜƴǘ ŀŎǘƛƻƴǎ ǿƛǘƘ ŀƴ ŜƳǇƭƻȅŜŜ ǿƘƻΩǎ ƴƻǘ ƎŜǘǘƛƴƎ ǘƘŜ ƳŜǎǎŀƎŜ 

Module 5: Resolving Conflict (DDI) 

Overview 

This course teaches leaders how to recognize that a conflict is escalating and minimize damage by using 
the most appropriate resolution tacticτregardless of which stage a conflict is in. Leaders also learn the 
true cost of conflict to an organization and techniques for handling even the most challenging conflict-
related discussions effectively. 

You Will Learn To 
ü Effectively resolve workplace conflict and enhance productivity, efficiency, and morale. 
ü Help others take responsibility for resolving workplace conflict. 
ü Reduce the negative effects of workplace conflict on individuals, groups, and the organization 

Module 6: Leading High Performance Teams (DDI) 

Overview 

This course provides team leaders with the tools and skills to perform three primary responsibilitiesτ
diagnose, coach and reinforce- ǘƘŀǘ ǎǳǇǇƻǊǘ ǘƘŜƛǊ ǘŜŀƳΩǎ ƎǊƻǿǘƘΦ [Ŝaders learn to diagnose behaviors and 
conditions that limit team performance. They are equipped to assess team strength and weakness, as well 
as to use coaching and reinforcing skills to be a catalyst for high performance and continuous 
improvement. 

You Will Learn To 
ü CƻŎǳǎ ȅƻǳǊ ǘŜŀƳΩǎ ŜŦŦƻǊǘǎ ƻƴ ƘƛƎƘ-ǇǊƛƻǊƛǘȅ ŀŎǘƛƻƴǎ ǘƘŀǘ ŘƛǊŜŎǘƭȅ ǎǳǇǇƻǊǘ ǘƘŜ ƻǊƎŀƴƛȊŀǘƛƻƴΩǎ Ǝƻŀƭǎ ŀƴŘ 

strategies. 
ü Enhance the effectiveness of your team by identifying and eliminating conditions that are preventing you 

from achieving high levels of performance. 
ü Accomplish and surpass team and organizational goals and objectives. 
ü Create an environment in which team members are moved to strive harder to realize the potential of the 

team. 
ü Accomplish more by capitalizing on the unique talents of each individual team member. 
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Module 7: Managing Up to get what you need: A Self Leadership Module (KB) 

 Overview: 

²ƘŜƴ ƛǘΩǎ ǿƻǊƪƛƴƎ ǿŜƭƭΣ ƭŜŀŘŜǊǎƘƛǇ ƛǎ ŀ ǇŀǊǘƴŜǊǎƘƛǇ ōŜǘǿŜŜƴ ǘǿƻ ǇŜƻǇƭŜ όƳŀƴŀƎŜǊ ŀƴŘ ŘƛǊŜŎǘ ǊŜǇƻǊǘύ ǿƘƻ 
work together to achieve common goals. When that occurs, both leader and follower influence each 
other. Leadership shifts back and forth between them, depending on the task at hand. Both people play a 
role in determining how things get done and both people have a responsibility to make the relationship 
strong and successful 

You Will Learn To 
ü Improve communication between your leader and you 
ü Manage Direct Report roles 
ü Explain the 4 stages of the self leadership development needs 
ü Become more effective manager using the supportive and directive behavior module 

 

 

Module 8:  Motivation ς Are You the Coach or Mentor?  (dd)  

Overview 

Participants learn how to create a motivating work environment and how to characterize the primary 
determinants of employee behavior.  Understanding the difference between coaching and mentoring 
behaviors is an essential skill for leaders. 

You Will Learn To 
ü Define motivation 
ü Examine the impact of punishment, reward, drive and achievement on motivation 
ü Explain the relationship between motivation, performance and reward and its effect on motivation 
ü Explain how the exchange of rewards impacts motivation 
ü Discuss the need for achievement, power, and affiliation and their effect on motivation 
ü Examine the effect of job satisfaction or dissatisfaction on motivation 
ü Examine how the perception of a manager can affect employee motivation 
ü Describe cultural differences in motivation 
ü Assess your personal style and the effect it can have on motivation 
ü Prepare an action plan to create a motivating environment for yourself and other 
 

 

Module 9:  Coaching Job Skills and Providing Performance Feedback   

Overview 

This module will help individuals acquire interpersonal skills to conduct a successful meeting with a team 
member to coach them on how to perform a job, task or skill.  Most coaching is informal, but it does not 
ƳŜŀƴ ƛǘ ƛǎƴΩǘ ŎŀǊŜŦǳƭƭȅ ǘƘƻǳƎƘǘ ƻǳǘ ŀƴŘ ǇƭŀƴƴŜŘΦ  tǊƻǾƛŘƛƴƎ ǇƻǎƛǘƛǾŜ performance feedback is essential to 
retaining talented employees and meeting organizational employee improvement measures. 
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You Will Learn To 
ü Assessments on facts and behaviors 
ü Understand that coaching is a one on one activity 
ü Distinguish between performance problems that need coaching and those that need clearer 

instruction 
ü Involve the team member in the coaching and performance feedback process 
ü Increase a team members accountability to improve performance 

 

Module 10:  The Art of Possibility - Engaging Employees to Sustain Customer Loyalty   

Overview 

Does your organization need a competitive advantage?  Cutting edge research unveils the clues to 
sustaining an engaged workforce. The workshop will provide key characteristics on how organization 
cultural plays a critical role in customer loyalty and how employee engagement is linked to business 
outcomes.   Building an engaged team is critical to improving organizational benchmarks. High levels of 
engaged employees and customers produce 4.3times better results notes the Coffman Organization.  In 
addition, the keynote features ways to help employees deliver a memorable customer experience and 
introduces tips and techniques to create their personal signature.  To create the possible; we need to 
think about it, believe it and get on board with it!  

You Will Learn To 
ü Explains why truly extraordinary service must come from the heart (e.g., from person-to-person 

connections, team -to-team connections.)  
ü Outline the key mindsets and daily actions that are necessary to deliver exceptional, memorable customer 

service.  
ü Equip participants to add their own "personal signature" to their work to surprise and delight customers.  
ü Introduce foundational principles for employee and customer engagement 
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III.  Understanding Behavioral St yles at Work  

A) EE2.0- Employee Engagement Survey 2.0 (Next Generation  Gallup Q12 Survey)    

Overview 

This online assessment tool is a cutting edge approach for measuring business results.  According to Curt 
/ƻŦŦƳŀƴ άȅƻǳ ŎŀƴΩǘ ŎƘŀƴƎŜ ǿƘŀǘ ȅƻǳ ŘƻƴΩǘ ƳŜŀǎǳǊŜΦ ά ¢Ƙƛǎ ǘƻƻƭ ƛǎ Ŏƻǎǘ ŜŦŦŜŎǘ instrument and results are 
delivered within one week of taking the survey.  This allows for more frequent measurements and 
becomes a process for continuous improvement.  The Manager Scorecards provide a focus to improve 
employee engagement and its impact on customer loyalty.                                                                        
Research shows that High levels of Engaged Employees and Customers produce 4.3 times better results. 
The ultimate goal is to have all employees work to their highest potential.   

The survey will uncover the clues it will take for employees to be more productive, collaborative and 
engaged in the workplace.  The organization, supervisors and individual will receive a score card for 
results.  ! ƳŀƴŀƎŜǊΩs score card may look like this: 

 

You Will Learn 
ü There are nine core questions and 2 global questions in the survey.   
ü Learning 2 Engage is the educational component to transcend the data into action.  
ü There are four (4) educational tracks that can accompany the results driven survey.   
ü  
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B) Understanding Herrmann Brain Dominance Instrument (HBDI) 

Overview 

The HBDI Fundamentals  course that will help you to learn more about how the Whole Brain model works, 
and how to leverage your brain power more effectively. This interactive course from Herrmann 
International will allow you to discover how your preferences affect the way you interact with others at 
work, home and play. 
 

HBDI Fundamentals Learning Objectives:  
 Define and describe the Whole Brain Model.  Understand the basis of the Herrmann Brain Dominance 
Instrument (HBDI).  Examine how preferences affect behaviors in planning, work, and communication.  
 Explore how your behavior affects these styles and the impacts organizational success.  

 

You Will Learn To 
ü Think more thorough, the whole brain way 
ü Think more proactively, considering many perspectives 
ü Think outside the square, outside the traditional mindset 
ü Think in new and different ways 
ü Understand and value the way others think 

 
 

 
C) DiSC Behavioral Style Analysis (dd) 

Overview 

This is a highly interactive three-hour session. Using the internationally acclaimed DiSC behavioral style 
analysis, you will learn to recognize and appreciate differences in yourself as well as others. You will also 
gain a better understanding of yourself and the way you respond to people in the everyday process of 
getting things done.  By understanding your own behavior and the behavior of others, you can get more 
done in less time and with fewer frustrations. 

You Will Learn To 
ü Recognize and identify the different behavior styles 
ü Build rapport and greater understanding 
ü Communicate effectively with difficult people 
ü Reduce conflict and increase productivity 
ü Stay in control with a positive attitude and know yourself more 
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IV. Effectiv e Communication Series  

Module 1: Effective Listening(VL) 

Overview 

This module focuses on the skill of listening. Incorporating both a conceptual understanding of the 
importance of good listening skills, the module also presents concrete techniques to improve listening 
skills. Case studies and skill practice enable participants to practice and assess their listening skills. 

You Will Learn To 
ü Be aware of biases and how they may interfere with the ability to listen; 
ü Concentrate on what is being said rather than what is being expressed; 
ü Listen for feelings behind the facts when someone is speaking, the intent as well as the content; 
ü Prevent misunderstanding by clarifying what others say; 
ü Demonstrate to others that they hear what is being said; and 
ü Ask permission to respond to what they have heard. 

Module 2: Giving & Receiving Constructive Feedback (AG) 

Overview 

In this unit, participants learn constructive approaches to giving and receiving feedback. The emphasis is 
on maintaining a spirit of openness and mutual respect.  Participants also learn to apply the following Key 
Actions: 
ω Convey your positive intent 
ω Describe specifically what you have observed 
ω State the impact of the behavior or action 
ω Ask the other person to respond and focus on solutions 
 
You Will Learn To 
ü Define constructive feedback. 
ü Explain why everyone in the organization needs to be able to give and receive constructive feedback in a 

spirit of learning and mutual respect. 
ü Apply Key Actions to give constructive feedback. 

Module 3:  Time Management 

Overview 

tǊƻŘǳŎǘƛǾŜ ŀƴŘ ƻǇǘƛƳŀƭ ǳǎŜ ƻŦ ǘƛƳŜ Ƙŀǎ ƴŜǾŜǊ ōŜŜƴ ŀ ƳƻǊŜ ƛƳǇƻǊǘŀƴǘ ǎƪƛƭƭ ƛƴ ǘƻŘŀȅΩǎ ƭŜŀƴ ǿƻǊƪǇƭŀŎŜΦ 
Employees are increasingly asked to do more in the same time and at higher quality. Time management 
skills support an employee in understanding the systematic tools and techniques they can use to meet the 
deadlines, improve their efficiency and maximize their personal and professional productivity. This 
workshop is designed to introduce the concepts for assessing time usage, demonstrate tools to improve 
time management and utilize demonstrated methods to improve individual productivity. 

You Will Learn 
ü The rewards of using a time management system; 
ü The strategies for eliminating time-wasters; 
ü The differences between urgent versus important tasks AND high payoff versus low payoff activities; 
ü Methods to determine and plan for priorities and analyze a time log 
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Module 4: Changing GotCha Behaviors (2 Part Series)  

Overview of Follow-Up 

This two-part series builds on the principles learned in the course Whale Done! The Power of Positive 
Relationships.  Individuals who want to promote positive relationships; managers and supervisors who 
want to build trust and commitment with their workforce; and employees who want to take more 
responsibility for their personal development. 

Part 1 ς The ABCs of Performance Management 

tŀǊǘƛŎƛǇŀƴǘǎ ŀǊŜ ǘŀǳƎƘǘ ǘƘŜ !./Ωǎ ƻŦ ǘƘŜ tŜǊŦƻǊƳŀƴŎŜ aŀƴŀƎŜƳŜƴǘ aƻŘŜƭΦ ¢ƘŜȅ ŘŜŦƛƴŜ ŀŎǘƛǾŀǘƻǊΣ 
behavior, and consequence and work through case studies to identify each in the real world. How to 
respond to performance when it is on track or off track is described with work on motivation and 
feedback methods emphasized. Participants work on important responses to behavior ς the Redirection 
Response and the Positive (Whale Done!) Response. 

You Will Learn To 
ü ¦ƴŘŜǊǎǘŀƴŘ ŀƴŘ ŜȄŀƳƛƴŜ ǘƘŜ !./Ωǎ ƻŦ ǇŜǊŦƻǊƳŀƴŎŜ ƳŀƴŀƎŜƳŜƴǘ 
ü Understand the four different responses as consequences to performance that is on or off track 
ü 5ƛǎŎǳǎǎ ǿƘŀǘ ƳƻǘƛǾŀǘŜǎ ǇŜƻǇƭŜ ŀƴŘ ǿƘŀǘ ǇŀǊǘ ƳƻǘƛǾŀǘƛƻƴ Ǉƭŀȅǎ ƛƴ ǘƘŜ !./Ωǎ ƻŦ ǇŜǊŦƻǊƳŀƴŎŜ ƳŀƴŀƎŜment 
ü Practice giving Whale Done! Responses to obtain the behavior that is desired 

Part 2 ς wŜǘƘƛƴƪƛƴƎ άDh¢ŎƘŀΗέ IƛǎǘƻǊȅ 

¢Ƙƛǎ ƳƻŘǳƭŜ ŀǎƪǎ ǇŀǊǘƛŎƛǇŀƴǘǎ ǘƻ ŎƻƴǎƛŘŜǊ Ƙƻǿ ǘƻ ƭŜǘ Ǝƻ ƻŦ άDh¢ŎƘŀΗέ ōŜƘŀǾƛƻǊ ŀƴŘ ŜƳōǊŀŎŜ ²ƘŀƭŜ 5ƻƴŜΗ 
Behavior.  The use of Success Links enables participants to recall people who have helped them succeed in 
their lives and ŎƻƴǎƛŘŜǊ Ƙƻǿ ǘƘŜȅΣ ƛƴ ǘǳǊƴΣ Ŏŀƴ ƘŜƭǇ ƻǘƘŜǊǎΦ ¢ƘŜ ǇǊƻŎŜǎǎ ƻŦ ŎƻǊǊŜŎǘƛƴƎ άDh¢ŎƘŀΗέ ōŜƘŀǾƛƻǊ 
patterns is outlined and practiced, including the use of The One Minute Apology. 

You Will Learn To 
ü 5ƛǎŎǳǎǎ ǘƘŜ άǎǳŎŎŜǎǎ ƭƛƴƪǎέ ƛƴ ƻǳǊ ƭƛǾŜǎ-the people and their behavior that have contributed to our success 
ü Learn the power of an apology for undoing GOTcha! Behavior 
ü Learn a process for moving from GOTcha! Behavior to Whale Done! Behavior 

Module 5: Improving Teamwork Communication Series  (4 part series)  (VL) 

This four-part series offers information to employees, supervisors and leaders through informal training 
seminars. These nuggets of information offer a broad overview and general tips for top performance. 
Participants may attend any part or the entire series. 

Part 1 ς Essential Skills of Leadership 

You were voted one of the top 100 companies to work for. So why are your best people still leaving?"  Essential 
Skills of Leadership builds a foundation that enables team leaders to manage their team toward a shared goal: 

achieving the organization's strategic objectives.  Develop the critical skills necessary to effectively give 
feedback, evaluate performance, correct work habits, deal with complaints, and resolve conflicts while 
supporting a team members' sense of self-respect and dignity. Involving team members in decision 
making, problem solving and other activities is one of the most powerful motivational tools.  
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Part 2 ς Essential Skills of Communicating 

Essential Skills of Communicating provides the tools necessary to develop clear, concise messages. Focusing on 
communication as a two-way process, the program can help even experienced managers and employees improve 
their messages by making them clear, well organized and aimed at the needs and interests of the listener. By 
developing the essential skills of communicating, managers improve relations with their team members and 
increase productivity.  

Part 3 ς Improving Work Habits 

AbsenteeƛǎƳΧwŜǇŜŀǘŜŘ ǘŀǊŘƛƴŜǎǎΧ/ƻƴŘǳŎǘΧ5ǊŜǎǎ ŎƻŘŜΦ LŦ ȅƻǳǊ ǘŜŀƳ ƭŜŀŘŜǊǎ ŀǊŜ ŦŀŎŜŘ ǿƛǘƘ ǘƘŜǎŜ ƻǊ 
other work habit issues, this module will show them how to address these issues. Merely quoting 
company regulations to the noncompliant worker will not solve the problem. The truly effective team 
leader immediately addresses poor work habits in a supportive, non-threatening way 

Part 4 ς Managing Complaints 

As the leaders on the front line, managers and team leaders are often the first to hear member 
complaints, and though sometimes they may seem to them to be unimportant, each complaint should be 
ŀŘŘǊŜǎǎŜŘ ŀƴŘ ǊŜǎƻƭǾŜŘΦ ¢Ƙƛǎ ƳƻŘǳƭŜ ǎƘƻǿǎ Ƙƻǿ ǘƻ ǊŜǎƻƭǾŜ ǎƛƳǇƭŜ ŎƻƳǇƭŀƛƴǘǎ ŀƴŘ ƛŘŜƴǘƛŦȅ ǘƘŜ άƘƛŘŘŜƴ 
ŀƎŜƴŘŀǎέ ǘƘŀǘ ǎƻ ƻŦǘŜƴ ǳƴŘŜǊƭƛƴŜ ǘƘŜ ŎƘǊƻƴƛŎ ƎǊƛŜǾŀƴŎŜǎΦ 

 

Module 6:  Generations ς M.E.E.T for Respect in the Workplace (VP)  

Overview 

The desire to be treated with respect is something we all have in common, especially in the workplace. 
The M.E.E.T. approach (Make time to discuss; Explore differences; Encourage respect; Take personal 
responsibility) counteracts shame, blame and stereotyping that create toxic environments and undermine 
productivity. Through M.E.E.T., employees learn to recognize, respond to and resolve situations arising 
from generational differences.  With workers from four generations now active in the workforce, the 
potential for misunderstanding, frustration and conflict puts increasing pressure on productivity. To turn 
that challenge into a competitive advantage, this program applies the M.E.E.T. approach to the 
complexities of effectively working in and managing a multi-age workforce. Employees and managers gain 
insights, strategies and skills that help minimize generational conflict and strengthen collaboration. 

You Will Learn To 
ü Define key characteristics of the four generations in the workplace 
ü Identify issues and situations influenced by generational differences 
ü Apply practical tips for working successfully in a multigenerational workplace 
ü Demonstrate applying the M.E.E.T. model in working effectively across generations 

The Four-Step M.E.E.T. Model 
M ς Make time to discuss the situation 
E - Explore differences 
E ς Encourage Respect 
T ς Take Responsibility 
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Module 7:  Emotional Intelligence (Talent Smart) 

Overview 

Called EI and often measured as an Emotional Intelligence Quotient or EQ, describes an ability, capacity, 
or skill to perceive, assess, and manage the emotions of one's self, of others, and of groups. However, 
being a relatively new area, the definition of emotional intelligence is constantly changing. EI explores 
how emotional intelligence can be applied to benefit people dealing with a conflict or negotiation. 

58% of performance on the job is due to things like self-awareness, managing one's emotions, picking up 
on social cues and building effective, working relationships.  Emotional Intelligence is a skill with four 
parts: Self Awareness, Self Management, Social Awareness and Relationship Management.  This module 
helps to develop these skills. 

You Will Learn  
ü What emotional intelligence really is and is not 
ü Why it is important to business, schools, working professional and your organization 
ü The core skills that make up EQ and the impact of EQ on job performance 
ü What EQ looks like in action using clips from movies, television and memorable historic eventΩs 

Module 8:  The Business of Thinking (HBDI) 

Overview 

The Herrmann Brain Dominance Instrument (HBDI) is a 120 question validated thinking styles preference 
tool.  Developed by Ned Herrmann while he was working at General Electric, the HBDI is used by 
thousands of consultants, trainers and educators worldwide.  The data has been validated with prominent 
psychometric research institutions, including the Educational Testing Service and Vic Bunderson.   

¢ƘŜ I.5L ƳŜŀǎǳǊŜǎ ŀ ǇŜǊǎƻƴΩǎ ǇǊŜŦŜǊŜƴŎŜ ōƻǘƘ ŦƻǊ ǊƛƎƘǘ-brained or left-brained thinking and for 
conceptual or experiential thinking.  Successful companies have the ability to put all aspects of 
intelligence ς from raw creativity to technical expertise and managerial discipline ς to work for them.  
Herrmann International delivers the ability and the performance improvements that go with it.   

We start with the differences in how people think.  Then we give them tools to make the most of their 
own natural preferences ς and to be able to step outside them when the situation requires.  And we do it 
with an approach designed specifically to deliver business results.   

You Will Learn To  
ü Increased customer satisfaction and customer retention 
ü Reduced employee turnover and improve higher sales revenue 
ü Use creativity for problem solving and decision making 
ü Speak a common language to improve internal communication 

We assess individuals, as well as groups of people, to highlight their strengths on which they can build and 
help resolve challenges within a group.   The modules include:  

Start Thinking Think About Communication Think About Problem Solving 

Think About Sales Think About Decision Making Think About Your Customers 

Think About Teams Think About Creative Thinking Think About Employee Engagement 
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Module 9:  Brain Bites Series   

Overview 

Have you ever wondered why employees or people just do not do the things they are supposed to do?  
The Brain Bites learning labs are a series of soft skill topics that will help you Think About how you 
manage promote and develop positive relationships with co-workers, customer and mangers.  The lunch 
and learn series can be facilitated in 30-90 minutes, via webinar, LMS modules or classroom setting.  The 
classes include group discussions on:  

Managing change, team building, motivation, effective meetings, time management, and generational 
gaps, leading others, ethical behaviors, strategic planning, customer service, conflict resolution, 
communication, problem solving and decision making. 

You Will Learn To 
ü Bridge the gap between thinking style, skill abƛƭƛǘȅ ŀƴŘ άƳƛƴŘǎŜǘέ 
ü Understand how a Soft Skill is transferable to any job function 
ü Dŀƛƴ ǳƴŘŜǊǎǘŀƴŘƛƴƎ ŦǊƻƳ ŀƴƻǘƘŜǊ άǇƻƛƴǘ ƻŦ ǾƛŜǿέ 

 

Module 10:  Project Management: Leading Successful Projects (VL)  

Overview 

Leading Successful Projects provides the structure, process, and tools necessary to master the art and 
science of project management. The program identifies the critical phases every successful project must 
go through, and examines each phase through the lens of the question that must be answered to assure 
project control and progress. Leading Successful Projects enables participants to identify and work with 
the key variables that impact how projects are defined, planned and implemented. The program also 
focuses on the interpersonal skills participants must use to win and maintain the commitment, 
enthusiasm and support of the project team. 

The four-part workshop includes: 
1. Getting Started ς the big picture, success factors, and goals 
2. Getting Ready ς defining resources, roles, and responsibilities 
3. Building An Action Plan ς aligning resources, roles, and responsibilities 
4. Executing and Closing ς monitoring, control and completion 
 
You Will Learn To 
ü Determine the impact of a project 
ü Build and retain stakeholder commitment 
ü Understand and use project life cycle 
ü Determine project documentation needs and assign project roles 
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V. Customer Service   

Module 1: Johnny the Bagger-  A Simple Truth of Service (VP) 

Overview  

Celebrate the incomparable power of customer service delivered from the heart! Based on the work of 
noted author and speaker, Barbara Glanz, this inspiring new program features the true story of a young 
man with Down syndrome who makes an unforgettable impression each day on his customers and 
coworkers and ends up changing the culture of an entire organization. 

You Will Learn To 
ü Explains why truly extraordinary service must come from the heart (i.e., from person-to-person 

connections, not business-to-person connections)  
ü Outlines the key mindsets and daily actions that are necessary to deliver exceptional, memorable 

customer service  
ü Equips participants to add their own "personal signature" to their work to surprise and delight customers  

 

Module 2:  Creating A Service Culture; What Is Your Role? (VL-DDI)  

Overview 

Customers remember how they are treated and pass that experience along to others.  What is your 
strategy for identifying the barrier to service excellence and creating a service culture?  Discover how to 
understand your role as a customer service professional, its impact on customer loyalty and deal with 
difficult customer situations.  The skills taught address the major concerns identified by 10 years of 
research in the service industry and identify characteristics to improve professional image.  The step-by-
step process of conducting a service transaction include; establish a professional relationship, indentify 
how to help a customer, provide required assistance and complete the transaction with follow up. 

You Will Learn To 
ü Choose the right opportunity to improve customer service 
ü Inspire service providers and others to take action and create customer loyalty 
ü Identify and utilize a model to conduct a customer service transaction 
ü Master strategies to deal with difficult customer situations 

Module 3:  Glad I Can Help (VP) 

Overview 

Glad I Could Help illustrates to employees how to respond positively in difficult customer service 
situations. Employees will see the most common internal and external customer service situations, both 
over the phone and face-to-ŦŀŎŜΦ Lƴ ŜŀŎƘ ǎƛǘǳŀǘƛƻƴΣ ŜƳǇƭƻȅŜŜǎ ǿƛƭƭ ƭŜŀǊƴ ǘƘŀǘ ōȅ ǊŜǎǇƻƴŘƛƴƎ ǿƛǘƘ ŀ άƎƭŀŘ L 
ŎƻǳƭŘ ƘŜƭǇέ ŀǘǘƛǘǳŘŜΣ ŎǳǎǘƻƳŜǊǎ ǿƛƭƭ ŦŜŜƭ ǇƻǎƛǘƛǾŜ ŀōƻǳǘ ǘƘŜ ŜƳǇƭƻȅŜŜΣ ǘƘŜ ƻǊƎŀƴƛȊŀǘƛƻƴ ŀƴŘ ǘƘŜ ǿŀȅ ǘƘŜȅ 
have been treatedτultimately creating long-term customer loyalty. 

Do you have issue with the phone ringing off the hook, meeting delivery expectations, being transferred 
to many times or being interrupted by a customer that needs help?  If so this, module will help you to deal 
with those customers and make policies to HELP!  
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You Will Learn To 
ü Handle an angry customer who has an unexpected high bill and damaged goods  
ü ¦ƴŘŜǊǎǘŀƴŘ ǘƘŜ ƴǳƳōŜǊ ƻƴŜ ǘƘƛƴƎ ǘƘŀǘ ƳŀǘǘŜǊǎ ǘƻ ŎǳǎǘƻƳŜǊǎΥ   Ƙƻǿ ǘƘŜȅΩǊŜ ǘǊŜŀǘŜŘ  
ü Keep focus on what they can do to ǎƻƭǾŜ ŀ ŎǳǎǘƻƳŜǊΩǎ ǇǊƻōƭŜƳ  
ü 9ȄƘƛōƛǘ ŀ άƎƭŀŘ L ŎƻǳƭŘ ƘŜƭǇέ ŀǘǘƛǘǳŘŜ ǿƘŜƴ ŘŜŀƭƛƴƎ ǿƛǘƘ ŎǳǎǘƻƳŜǊǎ  
ü Make sure the customer is left with a positive, memorable impression  

 

Module 4:  Ethics for 4 Everyone (WTT) 

Overview 

With issues of corporate integrity and accountability in the news daily, perhaps it's time for a refresher 
course in ethics. This latest training program from CRM covers it all - from taking home a few office 
supplies, to ethnic jokes, to insider trading, and more. 

Ethics 4 Everyone, beautifully illustrates the cause-and-effect of corporate and individual responsibility, 
offering do-able solutions, including how to make decisions that ensure a greater ethical response to 
business issues. Discover what some of the world's most respected public and private sector concerns 
have learned about long-term organizational viability.  

You Will Learn 
ü The Three Rs of ethics: respect, responsibility and results 
ü How to say 'no' with tact,  
ü Mange conflicting rights  
ü Wŀƭƪ ǘƘŜ άŜǘƘƛŎŀƭέ ǘŀƭƪ 

 

Module 5:  212:  The Extra Degree (WTT) 

Overview 

Raising the temperature of water by one extra degree means the difference between something that is 
ǎƛƳǇƭȅ ǾŜǊȅ Ƙƻǘ ŀƴŘ ǎƻƳŜǘƘƛƴƎ ǘƘŀǘ ƎŜƴŜǊŀǘŜǎ ŜƴƻǳƎƘ ŦƻǊŎŜ ǘƻ ǇƻǿŜǊ ŀ ƳŀǎǎƛǾŜ ƳŀŎƘƛƴŜΦ  нмнΩ ǘƘŜ Ŝxtra 
degrees is an inspiring metaphor with a   motivating and focused message.  It helps team members 
understand the remember that by making small changes ςby applying a little extra effort- they can realize 
greater success in their personal and professional lives. 

You Will Learn To 
ü Take ownership of the fundamental principles behind achieving results 
ü Examine how commitment, attitude, and perseverance are valuable skills to improve performance 
ü 5ƛǎŎǳǎǎ ŀƴŘ ƛŘŜƴǘƛŦȅ ǘƘŜ ŀŎǘƛƻƴǎ ǿŜ Ŏŀƴ ŀƴŘ ǿƛƭƭ ǘŀƪŜ ǘƻ ŀǇǇƭȅ άǘƘŜ ŜȄǘǊŀ ŘŜƎǊŜŜέ 
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Module 6:  Caring for Customers  (AG)   

Overview 

The purpose of this module is to help employees develop skills for delivering friendly, attentive service 
that demonstrates interest in and cares for the customers on an organizational level as well as a human 
level. 

You Will Learn To 
ü ²Ƙȅ ƳŜŜǘƛƴƎ ŀ ŎǳǎǘƻƳŜǊǎΩ ƻƴ ŀ ƘǳƳŀƴ ƴŜŜŘǎ ƛǎ ŀƴ ŜǎǎŜƴǘƛŀƭ ǘƻ ǘƘŜ ƻǊƎŀƴƛȊŀǘƛƻƴ ǎǳŎŎŜǎǎ ŦƻǊ ŎǳǎǘƻƳŜǊ 

retention 
ü Apply 3 skills that demonstrate your interest in and concern for customers (Listen attentively, project a 

willingness to help and convey respect) 
ü ¦ǎŜ ŦƻǳǊ ŎŀǊƛƴƎ ǊŜǎǇƻƴǎŜǎ ǘƘŀǘ ŎƻƳƳǳƴƛŎŀǘŜ ǘƘŜ ŎǳǎǘƻƳŜǊΩǎ ǾŀƭǳŜ ǘƻ ȅƻǳǊ ƻǊƎŀƴƛȊŀǘƛƻƴΦ 

o Acknowledge the customer and his or her situation 
o Appreciate something about working with the customer 
o Affirm something the customer has said or done 
o Assure the customer of good service 

 

Module 7:  Building Relationships to Serve Health Care Customers (VP)   

Overview 

This 2-part workshop is targeted to offer new and entry level health care workers an opportunity to foster 
interpersonal communication skills to build internal and external relationships with those we serve every 
day. This two-part workshop will cover skills to encourage effective listening, promote appropriate 
communication styles in interactions, consider methods for respecting others, understand professional 
work qualities and expectations, consider how to provide good service and build positive relationships, 
practice ways to deal with upset customers, and understand the significance of confidentiality in health 
care settings. 

You Will Learn 
ü How to read body language and effective listening strategies 
ü How to foster understanding and use appropriate communication styles 
ü Methods for respecting others and building positive relationships 
ü Who are our customers and what they expect 
ü The importance of confidentiality in health care and explore basic HIPPA information 
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About DB Associates of Wisconsin 

DB Associates of Wisconsin is offering to provide services and collaboration strategies to meet 
the goals and training initiatives for your organization.  Our efforts will provide a customized 
portfolio to develop personal skills, leadership skills and workplace improvements for all 
employees.      

As a project management and consultant organization, we specialize in training for 
organizational development.  We blend effective leadership strategies, team building activities 
and experiential learning behaviors to create a better working environment.  We propose to 
help your organization explore ways to apply these strategies and techniques to guide and 
facilitate your employee development and customer service skills.  Facilitation options include; 
classroom, webinar and on-line learning portal. 

For more information go to www.dbawi.com  

CALL US TODAY 
Madison Office: 608-345-5435 

Or E-Mail  deb@dbawi.com 

http://www.dbawi.com/
mailto:deb@dbawi.com

