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SELLING SKILLS
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    Uncover limiting psychological closing fears and
    concerns.

    Understand what motivates buyers to say yes – the 
    secrets of human behaviour and closing skills.

    Remove the most common objections from buyers 
    and learn how to clear paths to a close.

Closing is widely recognized as the most challenging 
stage in the sales process. In this highly interactive 
workshop you will transform your sales team into 
excellent closers. Learn how to build a “buyer hunger” 
and create more urgency to secure the sale, positioning 
your offer as the best option available.

Sales & Account Management teams who are finding it 
difficult to overcome client objections. Executives who 
need to sharpen their persuasion and influence skills at 
the end of the sale.

Objectives Topics Covered

Who Should Attend?

Course Overview

Demonstrations

Role Plays

Video recordings

Methodology

Close
Deals

Faster

Individual and group pitches

Games

Understanding buyer behaviour

Selling at a premium price

Creating buyer hunger

•    Understand what motivates buyers to say yes – the 
      SECRET of human behaviour and closing skills.

•    Changing your mindset from being a salesperson to 
      the client’s trusted advisor

•    Building a compelling value proposition

•    Removing price as an issue

•    Using the ABC formula that will help you to close 
      deals quicker

Negotiation and handling objections

•    Flush out the most common objections from 
      buyers and learn how to clear paths to a close.

•    Turning objections into benefits

•    Negotiate like a pro without discounting the price

•    Key ways to think quickly when negotiating

•    Understand the risk:reward ratio and how you can 
      build value into a close.

•    Learn how to use powerful language, tone, 
      authority and professional assertiveness when 
      closing.

•    Learn the key ingredients to successful closing.

•    Uncover limiting psychological closing fears and 
      concerns.

•    Recognise buyer closing signals – includes verbal 
      and non-verbal cues.

•    Realise the power of honesty, empathy and respect 
      when closing.

•    Understand key closing milestones in your typical 
      sales process.

 

  

Can your team conduct the 
sale well, but fail to get the 

order at the most important end 
of the selling cycle – the close? 

This might be due to their 
inexperience or lack of desire to 

handle objections and close the deal. 
This highly practical workshop will help 
your team with the confidence and the 

techniques to close more new business. Our 
closing techniques are all based on human 

behaviour and they can be implemented 
immediately after the workshop finishes. The 

session also includes valuable insights on how to 
handle objections more e�ectively.



This highly e�ective
workshop gives participants 

two days of interactive practice 
closing business deals. It helps to 
change the mind-set for even the 

most seasoned sales professional to 
help them to increase their sales results.

    Participants will be able to Identify the needs and  

    benefits of their customers. 

    Participants will be able to increase their sales figures 

    through improved selling techniques.

    Delegates will know how to handle objections and sell 

    the difference without discounting.

This interactive workshop helps anyone just starting 
their sales career, to the most experienced manager 
looking for a refresher.

Objectives Topics Covered

Sales / Marketing managers

Business development

Sales executives / agents Sales coordinators

Who Should Attend?

Course Overview

Lectures & Discussions

Individual & Group exercises

Individual filmed presentations

Methodology

Sales Skills
Fundamentals

Qualities of a professional Sales person

•    Making first impressions and positive body 
      language

•    Sales person qualities

 Listening skills

•    Active listening
•    Identifying needs
•    Empathy with the prospect
•    A more consultative selling approach

Features and benefits

•    Identifying the difference between features, 
      functions and benefits
•    Turning features into benefits
•    Selling a solution
•    Sixty seconds 'elevators pitches'

The structure of a sales call

•    The decision making process
•    Developing the right relationship

Closing

•    Pitching for the business (and getting it)
•    The ABC approach to closing
•    Keeping control of the sale
•    Gaining commitment

Negotiation and handling the price

•    Objections handling and styles
•    Negotiation styles and methods
•    Starting and ending a negotiation
•    Fending off the early price challenge
•    Discounting as a taboo word



   

Objectives

The B2B Sales Process

Delegates will develop a consistent approach to selling 

that gets them to connect with more senior stakeholders. 

They will understand the different stages of the sales 

process in B2B and will know how to move their prospects 

to say “Yes”.

Topics Covered

Sales / Marketing managers / Directors, Business

development / Sales executives.

Who Should Attend?

Consultative
Sales Skills

Participants will be able to identify the needs and

benefits of their customers.

Participants will understand how to be successful,

how to be effective and make money!

Participants will know how to handle objections and

sell the difference without discounting.

Participants will learn how to move up from

transactional sales to becoming their clients’ trusted

advisor using simple, practical tools.

This highly e�ective workshop 

gives participants the tools and the 

practice to close more business deals. 

It changes the mindset for even the most 

seasoned sales professional, Helping them 

improving their professional sales skills and to 

increase their sales results.

1 day.

Duration

Demonstrations.

Role Plays.

Video recordings.

Methodology

Individual and group pitches.

Games.

Solutions not Features

Shift from over-selling the product and only getting 

“transactional” deals because your product is the cheap-

est. Be seen as a valuable resource by your customers 

who repeatedly buy from you regardless of the price.

Maximise Opportunities

Every second counts and every opportunity has to be 

maximised. Sales people learn to manage their time 

effectively and prioritise their prospects accordingly.

Professional Listening Skills

Delegates will learn professional listening techniques to 

identify what value looks like to each customer. By the 

end of the programme, delegates will be better able to 

empathise with their prospect and apply a more consulta-

tive selling approach.



Objectives

Identify & Deliver Value

Discover what value looks like to each customer. Through 

professional listening techniques, participants will identify 

what true value is, shaping proposals that engage custom-

ers by solving their challenges.

Topics Covered

Sales / Marketing managers / Directors Business

development / Procurement Sales executives / agents

Sales coordinators.

Who Should Attend?

Value Selling

Through professional listening techniques,

participants will identify what true value is, shaping

proposals that engage customers by solving their 

challenges.

Sell without the need to discount and drive up your

average order value.

Charge a premium price for your products, while

making the customer firmly believe they are getting

outstanding value from you.

This highly e�ective workshop 

gives participants the tools and 

techniques to sell at a premium price 

while making the customer firmly believe 

they are getting outstanding value.

The ideal duration for this training is 2 days, with a

pre-course task and homework activity between 

sessions. 

Duration

Demonstrations.

Role Plays.

Video recordings.
Individual and group pitches.

Methodology

Games.

Overcome Pricing Challenges

Sell without the need to discount and drive up your 

average order value. Overcome the discounting culture by 

refocusing the customer on value, not price. Participants 

learn to refocus their customers and communicate the 

value, rather than the price.

Sell at a Premium Price

Charge a premium price for your products, while making 

the customer firmly believe they are getting outstanding 

value from you.

Build Value Into Your Sales Proposition

Participants learn to create the ultimate value proposition 

for their customers, communicating it in such a way that 

addresses their issues.



Learn the secrets to natural 
human behaviour and psychology 

with our breakthrough negotiation 
skills training. Sell higher, buy lower 

and negotiate the best outcomes. Our 
negotiation training takes advantage of 

your greatest advantage: your natural style.

    Participants will be able to negotiate with  greater 

    confidence than ever before.

    Positively influence the results of future business 

    negotiations.

    Be able to achieve win-win outcomes in negotiation 

    using a non-confrontation style.

In this highly interactive workshop, delegates learn a 
framework to help them conduct mutually beneficial 
negotiation.

Objectives Topics Covered

Sales / Marketing managers / Directors

Business development / Procurement

Sales executives / agents

Sales coordinators

Who Should Attend?

Course Overview

Lectures & Discussions

individual & Group Exercises

Role Plays

Methodology

Effective
Negotiation

Skills

Introduction to Negotiation Skills 

•    What is Negotiation?

•    When Negotiation is a good idea?

•    The four elements of an effective negotiation 

Interests in a Negotiation 

•    The difference between positions and interests 

•    Identifying and prioritising your interests 

•    Common mistakes when handling interests 

Options when Negotiating  

•    Generating and evaluating possible options 

•    Identifying your ideal outcome 

•    Common errors when generating options 

Delivering Fair Negotiation Outcomes   

•    Establishing and agreeing criteria

•    Common pitfalls when evaluating fairness 

Gaining Commitment    

•    What to consider when closing a deal 

•    Ways to close a deal successfully 

 

 



Lose your fear of picking up the phone to make cold
calls.    

Objectives

Planning and Time Management

Prospecting 

Effective time management 

What is your role?

Topics Covered

Telemarketing agents & telesales.

Who Should Attend?

The ideal duration for this training is 2 days, with a

pre-course task and homework activity between 

sessions. 

Duration

Course Overview

Telemarketing
Skills

Use new techniques to get past gatekeepers.

Learn how to gain commitment from key decision
makers.

Mystery shopping

Case studies

Role plays
Simulations

Methodology

Group discussions and feedback

Personal development plan

This interactive workshop 

equips participants with the 

knowledge, techniques and correct 

etiquette to make sure they book

firm appointments with decision

makers.

Trainees spend 2 full days developing their interper-

sonal skills so they can deliver better results when 

communicating over the phone.

First Impressions and Engagement

The psychology of phone sales 

Cold calls 

Getting past gatekeepers

Communication Skills

Effective communication 

Building rapport

Being persuasive 

Tone-voice-manner

Objection Handling

Overcoming common objections

Handling the price 

Fear / risk of cancelation

Mystery shopping

Effective Negotiation Skills

Anticipate the other party’s approach 

Alternative methods rather than price discounting

Mastering the Win-Win method

Closing on the Phone

Following up 

Gaining commitment 

Handling “last minute resistance”

Confirming the deal



   

Objectives

Engage The C-Suite

Develop the mindset you need to connect with executives 

higher up the “food chain”. Understand that motivates the 

C-Suite and why they should give you their time. The 

programme gives sales people the confidence, tools and 

strategy they need to succeed at this level.

Topics Covered

Selling to the
C-Suite

Understand the mindset of the C-suite and what

makes them different.

Develop the confidence to approach and

communicate with C-level executives.

Powerful techniques to engage CEOs, CFOs, CTOs

and the entire C-Suite.

Build a powerful value proposition that engages 

senior audiences.

To sell to the C-Suite we have to 

know how to think, talk and behave 

like the C-Suite. Gain the confidence, 

tools and strategy they need to succeed 

at this level. Develop powerful techniques 

and skills to build a unique, powerful value 

proposition that will engage C-Suite and speed up 

the sales cycle.

Leverage Your Network

How sales people can utilitse their existing connections to 

start building an executive network and navigate their way 

to more C-Suite decision makers.

Build a Value Proposition

Sales people will understand the different needs of a 

senior buyer and will learn valuable techniques and skills 

to build a unique, powerful value proposition that will 

engage high level executives up to C-Suite and speed up 

the sales cycle.

Sales / Marketing managers / Directors, Business

development / Sales executives

Who Should Attend?

1 day.

Duration

Demonstrations.

Role Plays.

Video recordings.

Methodology

Individual and group pitches.

Games.



   

Objectives

Confident Pitching

Using the Stress-Free Speaker System, your team will gain 

increased confidence and feel more comfortable at every 

stage of the pitch. Participants will begin to consider 

pitching to be enjoyable and not stressful

Topics Covered

Pitch 2 Win

Gain increased confidence and find pitching to be

enjoyable, not stressful.

Discover the reasons why clients say yes – and how

you can adjust your pitch strategies to suit.

Uncover the secrets of some of the world’s best

pitches.

Use our Pitch 2 Win structure that cuts down

preparation time and late nights!

Gain the edge over your competitors before, during

and after your pitch.

Gain increased confidence and 

find pitching to be enjoyable, not 

stressful. Participants are guided 

through a clear Step-by-step system, 

becoming more confident presenters by 

using proven techniques to handle nervous-

ness and stage stress. Discover the reasons 

why customers say “yes” – and adjust your 

pitching strategies to suit your audience. Learn how 

to create a high-impact presentation with clear 

communication that sells.

Handle Stakeholders

Discover the reasons why customers say “yes” and under-

stand how you can adapt and tailor your pitch strategies 

to suit the needs of multiple stakeholders.

Structure your Pitch

Using our simple yet functional methods, you will discover 

that a great pitch is not about having a script or memoris-

ing lines but rather about following a step-by-step process 

to engage and influence audiences.

Sales / Marketing managers / Directors, Business

development / Sales executives

Who Should Attend?

1 day.

Duration

Demonstrations.

Role Plays.

Video recordings.

Methodology

Individual and group pitches.

Games.



   

Objectives

Where to focus your time to get the best results.

Coaching and developing your sales team.

Effective delegation and holding sales people 

accountable for their results.

Goal setting and tracking performance results.

Topics Covered

Course Overview

Effective
Sales Management

Sales management is not easy. 
Sales Managers need to maxim-

ise both performance and results, 
inspire and motivate a sales team 

as well as themselves.

Some sales teams may not have the 
right desire, sense of urgency, sales skills 

or simply attention span. Some sales 
professionals simply lack experience. That’s 

why KPI Consultancy have developed this 
high-impact sales training course for managers. 

It helps sales managers, sales directors and team 
leaders in how to overcome the challenges faced in 

sales management.

1 day.

Duration

During this workshop, participants will learn techniques 

they can apply immediately to better manage their 

sales teams. Working together in small groups, learners 

will use video clips, role plays and case studies to lead 

their sales people to high levels of achievement.

Who Should Attend?

New and future sales managers, team leaders and sales 

directors.

Setting Goals and Targets

• The importance of motivated sales teams. 

• Setting effective realistic sales targets.

• Creating individual salesperson activity goals.

• Tracking and measuring sales team and individual  

   performance levels.

Developing a High Performing Team 

• Increasing efficiency within your sales team.

• Creating a culture of accountability in your sales 

   team.

• Becoming a better delegator.

Effective Sales Team Management 

• Coaching your sales team to success. 

• Having ‘difficult conversations’ to optimise

   performance.

• Managing underperforming sales team members.

• Communicating effectively with your sales team.

Sales Management Performance

• Why sales managers cannot do “everything”. 

• Analysing your own performance as a sales manager  

   or director. 

• Action points for sales managers to take after

   completing the course.

Group discussions 

Demonstrations

Case studies 

Role plays

Simulations

Video recordings

Methodology



   

COMMUNICATION
SKILLS



Presentation is one of the 
most feared and challenging 
of all business activites. We 

aim to focus on partical ways for  
delegates to deliver more

confident, e�ective presentations.

   Delegates will be able to prepare an audience focused 

   presentation.

   To be able to engage their audience with and without 

   the use of visuals and a keynote.

   Delegates will be able to deliver their presentation. 

   using the correct gestures and body language.

This interactive programme equips attendees with the 

ability to deliver winning presentations instead of 

boring their audiences

Why Traditional presentations don’t work

    Presenter’s point of view VS audience’s

    Avoiding “Death by PowerPoint”

    No one is listening to me anymore!

My audience, their presentaion

    Plan around your audience
    What is the goal of your presentation?
    What does your audience want to hear?
    What action do you want from your audience? 

How to make it happen and make it memorable

    Effective preparation

    Unleash PowerPoint power

    
Impress your audience with your delivery

    Impacting openings

    Master your body language

    Handle nervousness

    A chance to delegates to test their presenting skills 

    and receive / give feedback in a sfe environment

    Implement new techniques and styles in small group     

    sessions

    Continuous support to get the best resut during

    the second day

    Master techniques using video feedback and 

    professional analysis

  

Objectives Topics Covered

Directors, Business owners, Sales, Marketing, 

Management, Trainers, authors, entrepreneurs.

Who Should Attend?

Course Overview

Individual & Group Exercises

Demonstrations

Role Plays

Small groups and 1:1 coaching sessions

Video recording

Methodology

Present
for Impact



This highly interactive 
workshop helps develop 

skills and strategies for 
successful communication in 

the modern business 
environment. Through case study 
scenarios, role plays, personality 

tests and filmed mini-presentations 
you will learn how to communicate 

better with others and with team. These 
new skills will help you to better influence 

your subordinates and colleagues for a 

   Communicate with greater influence and impact to 

   obtain better results from your team.

   Develop your company’s skills for internal and 

   external communications.

   Develop better working relationships and improved  

   working efficiency and productivity

In this highly interactive motivating workshop, 

participants spend 2-3 days developing their 

communication skills with the help of our most 

experienced coaches during group and 1:1 sessions.

Communicating with impact

    Understanding what effective communication is
    Communicating a positive image
    Creating clear, professional messages 

Communication styles

    Understanding your own communication style and 
    strengths

    Recognizing different personalities and 
    communication styles
    Communicating effectively with colleagues, clients  
    and others
    
The importance of listening

    Active listening
    Being empatheic
    Clarifying information

Engaging presentations

    E.N.G.A.G.E methodology
    Get straight to the point
    Effective preparation
    Unleash PowerPoint power
    Get the results you want after your communications

Impress your audience by your delivery

    Impacting openings

    Master your body language

    Handle nervousness

Public Speaking Essentials 

    Elements of your voice

    Public speaking techniques

    Volume, pace, pausing and emphasis

    Recorded presentations

Objectives Topics Covered

Sales / Marketing managers / Directors 

Business development / Procurement

Sales executives / Agents / Sales coordinators

Who Should Attend?

Course Overview

Individual & Group Exercises

Demonstrations

Role Plays

Small groups and 1:1 coaching sessions

Video recording

Methodology

Effective
Communication

Skills 



   

Objectives

The Process of Business Writing
Understand the importance of professional writing in a

business context.

Learn to professionally structure business correspondence

and other documents.

Learn to apply the PDF method: Plan, Draft and Finalise.

Topics Covered

Anyone who wants to make an immediate difference

to the quality of their written correspondence.

Who Should Attend?

1-2 days.

Duration

Business
Writing Skills

Feel more confident in your ability to write effective
and professional emails.

Adapt your emails and letters to different audiences
and situations.
Understand how to use emails to develop better
working relationships.
Learn how to give a professional image.
Communicate your ideas more effectively in writing.
Eliminate unnecessary wording.

Demonstrations

Group Correction

Games

Methodology

The way we communicate in 

reports, e-mails and proposals 

hugely impact our credibility. Badly 

written and or unprofessionally

structured communications can make us 

appear less competent, simply because we 

do not possess the skills to write professionally. 

Business Writing Skills is an essential training 

course for anyone who needs to write better 

e-mails, business reports, proposals and memos.

Email Style
Use the correct level of formality in your writing.

Strike the right tone when writing emails and letters.

Make better style choices in your writing.

Common Mistakes in Writing and How to Avoid Them

Missing / inconsistent subjects

Missing copula

Simple aspect / continuous aspect

Tenses

Articles and other determinatives

Framing questions

Reader-Friendly Writing
Apply the 4 C’s of “reader friendly” writing making sure 

your writing is clear, concise, courteous and correct.

Learners get extensive free practice and coaching 

applying the principles of modern business writing in a 

safe environment.

Avoid common pitfalls people make in English when their 

first language is Indonesian including:

Clear means that the message is easy to understand.

Concise means that it uses the minimum number of 

words.

Courteous means that the writer considers the reader’s 

feelings.

Correct means that there are no errors in grammar or 

vocabulary in the writing.



      

Objectives Topics Covered

Who Should Attend?

Methodology

Public
Speaking

Essentials

   Explore advanced techniques to increase 
   engagement and gain deeper connections with your 
   audience 

   Deliver more powerful presentations 

Become more credible, confident and connected to 
your audience when presenting

Experienced presenters who want to take their skills to 

the next level or participants who have previously 

attended our Business Presentation or Public Speaking 

Essentials course. 

Becoming a Powerful Presenter

• Overcoming nerves 

• Building confidence 

• Creating connection

Planning your Message

• Identifying your theme

• Organising your ideas

• Storyboarding your content

Engaging your Audience

• The art of storytelling

• Communicating with impact 

• Using Public Speaking techniques for greater    

  audience engagement

• Harnessing the right media

Becoming a Bulletproof Speaker 

• Contingency planning

• Handling interruptions and the unexpected 

• Handling difficult questions 

Know different ways to structure your presentation
according to audience needs

Handle Q & A sessions with greater confidence and
authority

Stimulate audience engagement and interactivity

Individual & Group Exercises

Demonstrations

Role Plays

Small groups and 1:1 coaching sessions

Video recording

Aimed at experienced 
presenters, this advanced

workshop will help you create and 
deliver more powerful presentations 

to increase your influence and impact 
with stakeholders. You will explore

techniques to fine tune your skills as a 
speaker and will receive comprehensive 

feedback to help you take your presentations 
from good to great!Build impactful presentations 

that get clients, colleagues and senior 
management to buy in. 



EMOTIONAL
INTELLIGENCE
TRAINING



An intensely practical 
workshop with sophisticated, 
leading-edge “psychology of 

success” content designed to create a 
profound experience for attendees. 

Each person will have an opportunity to 
practice actual cognitive-behavioral 

psychology strategies and techniques that will 
help them manage their internal processes and 

gain more self-control.

    Discover what emotional intelligence ( EI ) is and why     

    it matters.

    Learn how to manage behaviours that hold you back   

    from optimal performance: Outbrust; Anger; Stress; 

    ( Emotional Hijack ).

    Understand the key strategies for building

    maintaining energy levels at work.

Objectives Topics Covered

Business leaders, managers or anyone looking to 

become more effective and happier in their professional 

and personal lives.

Who Should Attend?

Individual and group exercises.

Demonstrations.

Role Plays.

Assessments.

Psychometrics.

Games.

Methodology

Emotional
Intelligence

Essentials

Duration

1 - 2 days

What EQ is and why is matters 

    Understanding emotions and their meaning.

    Understanding the centre of emotions.

    Learn and apply proven interventions to develop  

    your EQ & Mental Resilience.

Self control and management

    Understanding the sources of an emotional hijack.

    Managing your emotional patterns.

    Learn how to manage behaviours that hold you   

    back from optimal performance: Outburst; Anger;  

    Stress.
    

Developing your emotional intelligence (EQ) 

    Apply consequential thinking to manage your  

    emotions.

    Navigate your emotions using Feel-Think-Act (FTA).

    Build and maintain energy levels at work.

Building relationships and managing others 

    Building rapport consciously Integrating empathy to  

    promote strong and trustworthy relationships.

    Practice proven techniques to become more 

    outcome-focussed.



An intensely practical 1 day 
workshop with sophisticated, 
leading-edge "psychology of 

success" content designed to create a 
profound experience for attendees. 

Each person will have an opportunity to 
practice actual cognitive-behavioral 

psychology strategies and techniques that will 
help them manage their internal processes and 

gain more self-control.

If you want to become more effective, happier, 
satisfied and in more control of your life this Mental 
Toughness programme will not only will we measure 
your Mental Toughness, we will teach you proven 
techniques to make you more Mentally Resilient and 
Resourceful.

•    Understanding mental toughness - What is mental 

      toughness?

•    Putting stressors and challenges into context

•    Tools and techniques for managing stressors and 

      challenges

•    Tools and techniques for coping with stressors and 

      challenges

•    Practice 3 proven techniques to keep in a resource

      ful state

•    Learn how to manage behaviours that hold us back 

      from optimal performance

•    Destroy performance limiting beliefs

•    Understand the key strategies for building and 

      maintaining energy levels at work. Ensure optimal 

      motivation and happiness in self

•    Rewire thoughts to maximise performance

•    Develop greater concentration and focus

•    Personalised performance action plan

Objectives Topics Covered

Business leaders, managers or anyone looking to 
become more effective and happier in their professional 
and personal lives

Who Should Attend?

Course Overview

Tough Minds
for Tough Times 

Individual & Group Exercises

Demonstrations

Role Plays

MTQ48 (Mental Toughness) psychometric assessment 

Methodology

   Greater life satisfaction.
   Enjoy life to its fullest when you are able to turn

   challenges into opportunities for growth.  

   Enhanced performance 
   Increased mental strength is the key to performing at 
   your peak

   Increased resilience
   Rise to whatever challenge you face



Whether you are a manager
or want to increase your individual

performance (or leaders both),
this program will teach you the 

foundational principles and brain 
science of Emotional Intelligence (EI).

Objectives Topics Covered

Why EI matters

Emotional Intelligence Framework

Building Relationships

Emotional
Intelligence
for Leaders

Discover what emotional intelligence (EI) is and why 
it matters.

Learn and apply proven interventions to develop 
each of the 4 EI Quadrants & Mental Resilience.

Learn how to manage behaviours that hold you back 
from optimal performance: Outburst; Anger; Stress; 
(Emotional Hijack).

Understand the key strategies for building and 
maintaining energy levels at work.

Learn how to utilise emotional strengths that build 
effective and productive business relationships.

Discover how to read people accurately and hear 
what they are "really" saying. Improve social 
awareness.

Learn how to switch off the internal voice.

Why do smart people fail? Why do technically brilliant 
individuals have trouble managing others and 
collaborating on a team? It is not because they lack 
intelligence or technical skills. Far from it. What they 
lack is a critical level of Emotional Intelligence (EI) and 
the ability to manage their own emotions and others’ 
when they are under pressure. 

Whether you are a manager or want to increase your 
individual performance (or both), this programme will 
teach you the foundational principles and brain science 
of Emotional Intelligence (EI).

Who Should Attend?

Course Overview

Our winning formula to achieve Exceptional
Performance

Taking a different perspective

Discover what emotional intelligence (EI) is and why 
it matters.

Emotional Intelligence Self Assessment Learn and 
apply proven interventions to develop each of the 4 

EI Quadrants Introduction to key model “Performing 
at a 10 “

Learn and practice 3 proven key techniques to 
achieve Peak Performance

Utilising emotional strengths

Understand the key strategies for building and 
maintaining energy levels at work Learn how to 
manage behaviours that hold us back from optimal 
performance: Outburst; failure, Anger; Stress; 
(Emotional Hijack)

Practice using proven techniques to become more 
outcome focussed

Learn how to utilise emotional strengths that build 
effective and productive business relationships

Discover how to read people accurately and hear 
what they are "really" saying. Improve social 
awareness.

Learn how to switch off the internal voice to 
understand key issues and achieve more effective 
outcomes



   

Objectives

Learn about the power of gratitude and how it can 
improve all aspects of your personal and professional 
life. 
Apply proven interventions and exercises towards a 
more grateful outlook on life.
Apply effective strategies that impact your life in 
positive ways: unlocking peace, empathy and
compassion for yourself and other people.

Topics Covered

Course Overview

The Power
of Gratitude

Learn how to appreciate 

all the good in your life and 

create even more of it by 

applying an attitude of gratitude. 

This transformational workshop 

explores gratitude from a spiritual,  

energetic, and scientific perspective.

1/2 day - 1 day.

Duration

Would you and your team benefit from taking a 
more positive approach and outlook on either their 
professional or personal lives? Whilst most people  
have heard of gratitude, being thankful for what you 
have, few are aware of just how powerful thoughts 
and feelings of gratitude can be. This highly experi-
ential and impactful workshop equips attendees with 
strategies and tools to boost the quality of their lives 
with gratitude.

Who Should Attend?

This introductory course is ideal for anyone who 
wishes to change their life through gratitude, and 
open themselves up to improving their personal or 
professional lives.

Introduction to Gratitude

• What is gratitude? 

• The power of gratitude

• I am grateful for…. 

• From taking for granted to being grateful

The Science Behind Gratitude

• A scientific perspective

• Positive psychology

• Positive psychology research

• How gratitude brings about happiness

Applying Gratitude in The Workplace 

• Accessing gratitude on demand

• Manifesting your working life with gratitude

• Infusing your best life with gratitude

• Accountability and responsibility

• Choosing gratitude

• Unleashing gratitude

Applying Gratitude to All Areas of Life

• I am so grateful for... revisited

• Gratitude rituals

• The Science of happiness - an experiment in

   gratitude

• Daily routines for gratitude 

• Gratitude Journaling

Discussions
Lectures
Case studies
Role plays
Demonstrations 
Simulations
Group discussions 

Methodology



LEADERSHIP
TRAINING



Understand the impact of volatility, uncertainty, 
complexity and ambiguity (VUCA) on leadership
styles in today’s dynamic business environment

   

Apply powerful skills and techniques needed to lead 
through VUCA and to motivate, empower and inspire 
others

Create an innovative and change-ready culture in 
your organisation 

Objectives

Creating a 4.0 Culture; Trust; Empowerment; Accountability

Leading Effectively in a Disruptive World

The skills required to thrive in the fourth industrial revolu-
tion 
What Leadership 4.0 is and why it’s key in today’s world
Culture and its impact on performance and outcomes
Learning to let go and empower others.

Understanding VUCA
The key principles to lead people, teams and the organisa-
tion through VUCA
L.E.A.P competencies of effective leadership
Too many bosses, too few leaders
Leading and engaging a multigenerational workforce
Six skills needed for effective collaboration in the work-
place.

Managing Complexity and Ambiguity

Working with complexity and ambiguity
How to define uncertainty and turn this to understanding
How to enhance adaptability
Embracing digital disruption and planning for it
Addressing complex issues/problems in the absence of 
the full picture/information.

Create an Agile/Change Culture

Apply five steps towards achieving an agile ideology
State the actions and behaviours required to develop a 
‘fail fast, learn faster’ culture
Define the power of habit and understand how to manage 
the habit hoop
Identify behaviours in themselves and others that may 
reflect disengagement or lack of coping due to change
Apply techniques that assist the decision-making process 
to speed up the pace of change.

Cultivating Innovation

Building innovation from the business unit up
Common characteristics of truly innovative ompanies
What innovative leaders do right
The impact of poor leadership on innovation and how to 
change it
How to embed a culture of continuous process 
improvement.

Topics Covered

Leaders who are managing large or multiple teams/

functions or are a manager of other managers/team 

leaders.

Who Should Attend?

Course Overview

Leadership 4.0

Individual & Group Exercises

Demonstrations

Role Plays

Small groups and 1:1 coaching sessions

Methodology

We are operating in a 
volatile, uncertain, complex and 

ambiguous world where new 
technologies, ways of working and 
‘players’ regularly change the rules 

and sometimes the ‘game’ itself. 

Our leadership 4.0 programme will provide 
insights and prepare you to inspire, empow-
er and create a culture of agility and innova-

tion. Whilst some may be overwhelmed by the 
complexity of this disruptive world, we see this as 

an exciting time for bold and 
forward-thinking leaders.

This intensive, highly interactive-five day programme 

combines proven in-action techniques, peer interac-

tion, real-time feedback and insights from the latest 

research to help participants master the competen-

cies required to lead and thrive in ‘Industry 4.0’



      

Objectives Course Outline

Who should attend?

Duration

1 - 2 days

New
Leader

Essentials

   Know the essential skills of effective leaders

   Enhance employee engagement in your teams

Lead with credibility and confidence, even in times

of change

This workshop equips aspiring 
and newly appointed leaders 

with the necessary skills to lead 
and motivate teams to deliver 

powerful results. Focusing on the 
essential skills of leadership, the course 
provides tools and techniques to create 

trust, deliver through others and facilitate 
change in teams.

New or existing leaders, managers and supervisors

Methodology

Individual and group activities

Interactive demonstrations

Role plays

Video recordings with feedback

The Role of Leader

• Leader vs Manager 

• What does it take to be an effective leader? 

• Engaged employees deliver results!

Creating a Climate of Trust

• What does trust feel like?

• Strategies to enhance trust

• Trust in your team

Delivering Through Others

• Creating teams that thrive

• Maximising team performance 

• Articulating your vision

• Motivating your team

Facilitating Change 

• The impact of change

• A model for managing change

• Executing change for success



Impact and influence is the 
ability to persuade or convince 

others to support an idea, agenda 
or direction. It involves taking a 

variety of actions to influence others 
including establishing credibility or using 
data to directly persuade. Understanding 

who the key decision makers are, who wields 
the power and who the influencers are, enables 

you to be more strategic in your dealings and 
approaches in order to get your desired results.

   To be able to manage others without the use of 

    authority.

   To be able to communicate and influence with 

    confidence

   To be able to to connect instantly with people and  

    win their trust

This is an engaging workshop which uses specific  

cases and examples from the participants. It will focus  

on the participant’s business relations and explore how 

any current challenges and concerns are being 

managed.

•    Engage in discussions, self-assessments, real plays, 

      exercises, video clips, action plans and 

      presentations that will aid in gaining 

      understanding on how to apply the framework.

•    Be filmed throughout the workshop for self-

      reflection and personal review

•    Enable delegates to receive and give constructive 

      feedback on perceptions

•    Recognise different behaviour types and practice 

      techniques to influence others

•    Learn a variety of influence tools for best effect 

      and outcome

•    Learn how to prepare for a key meeting / 

      presentation to ensure impact

•    Learn how to create the right impression

Objectives Topics Covered

Managers, Supervisors, Sales and employees responsible 

for influencing others in order to drive the business or 

projects forward in order to achieve the businesses' 

strategic goals.

Increased self-awareness and development of your 

skills to allow you to communicate and influence with 

confidence & gravitas; whether this is face to face, 

telephone, email, in one to one, team/group or formal 

meeting.

You will learn to connect instantly with people and 

win their trust

Who Should Attend?

Course Overview

Influencing
without Authority

Individual & Group Exercises

Demonstrations

Role Plays

Small groups and 1:1 coaching sessions

Methodology



   

Objectives

What you will learn
Convince teams about the need for change
Evaluate how others feel about the changes
Paint a compelling picture of the future
Anticipate how people will respond to change
Anticipate the impact of change on operational
performance
Plan effective project communications
Handle resistance to change effectively, to win over 
resisters how the need for change arises, how to 
communicate it, and the way to lead people
through it.

Topics Covered

Who Should Attend?

Change
Management

Change is an inevitable part of 

organisational life and anyone in a 

leadership role will at some point be 

called upon to help lead change.

However, many employees fear change, 

which leads to resistance. Managing and 

leading change is a challenging role. This Change 

Management course will take participants outside 

their comfort zone and beyond their

existing management and supervision skill-set.

Face-to-face. 

Delivery 

1 day. 

Duration

  Supervisors, Managers and leaders at all levels, who 

  need to lead change in their organisation.

  Team members who are experiencing change and  

  want to understand what's going on.

Introduction to Change at work 

• The Cycle of Change
• Barriers to Change
• The reasons why employees resist change

Creating a compelling future

• Fear and desire as motivators for change 
• A Compelling Future
• Stakeholder Engagement
• Tools for change leaders
• How to communicate a change

Anticipating Reactions to change

• Response to change: introduction 
• The change curve 
• The impact of change on operational performance:
   the Satir Curve
• The Three Phases of a Change Program
• Tools for leaders 

Handling resistance to change 

• Resistance to Change
• The Inner Layers of the Onion
• Engage with the Resistance
• Win over Your Resisters 

Leading Change

• Managing the change management project 
• What is the key to change? 
• Leading change with empathy and Emotional
   Intelligence (EQ)
• You as a change leader 

Group Discussions

Demonstrations

Role Plays

Storytelling & Sharing Sessions

Games

Methodology



CUSTOMER
MANAGEMENT



Would you like to develop 
your customer handling skills 
so that you are able to exeed 

your customer’s expectations? If so, 
this thought-provoking and interac-

tive workshop will give you the skills 
that you need. The workshop is suitable 

for those who deal with internal or external 
customers. It focuses on the communiaction 

skills needed to achive 
excellent customer service.

   Gain more confidence in your customer handling skills.       

   Communicate more effectively with your customers. 

   Deal with stressful customer interactions, such as 

   handling complaints.

During this workshop, participants will be able to 

define what exellent customer service is, to map, 

analyse and improve your customer’s journeys and to 

learn techniques to handle complaints and to find 

appropriate service recovery.

Introduction

    Defining excellent customer service

    Recognising WOW brands and their features

The Customer Journey

    Defining customer journey mapping
    Analysing your customer journey
    Improving your customer journey

Consistent Customer Service

   Your organisation’s mission and values

   Your customer’s needs and expectations

   Consequences of dissatisfied customers

    
Communicating with your customers

    3Vs of communication

    Active listening

    Facial expressions and body language

    Common complaints and appropriate service 

    recovery

    Handling a complaint

Customer service Language & Stress

    Techniques to deal with stressful customer 

    interactions

    Appropriate customer service language

    Saying ‘no’ in a friendly way

Bring it all together 
    
    Challenging customer interactions

  

Objectives Topics Covered

This course is designed for staff who are dealing with a 

customer service role.

Who Should Attend?

Course Overview

Individual & Group Exercises

Demonstrations

Role Plays

Small groups and 1:1 coaching sessions

Video recording

Methodology

Customer
Service

Excellence



This highly interactive 
workshop helps develop 

skills and strategies for 
successful communication in 

the modern business 
environment. Through case study 
scenarios, role plays, personality 

tests and filmed mini-presentations 
you will learn how to communicate 

better.

   To be able to represent their, organization better 

   than even before.

   To be able to take the stress out of challenging, 

   difficult situations.

   To know how to use body language and empathy to 

   handle their customers.

In this highly interactive, motivating course, partici-

pants will develop their Communication skills and 

Business manners.

Boosting Confidence

    Knowing yourself and creating a positive mindset
    Why is a changed mindset important?
    The importance of customers
    Who are your customers?

Great First Impressions

    Appearance to represent company’s values and 
    image

    How we are perceived by others?
    Grooming
    Always looking your best and representing 
    company’s values and image
    Appropriate dress code
    Suitable Hair / make up application
    Professional Behaviour

Interpersonal Communication

    Assertive Communication
    Active Listening
    Verbal / non-verbal communication
    Using positive language
    Email and telephone etiquette

Understanding others

    Knowing your personality type
    Recognizing personality styles

Action Plans

    Implementing what was learned on the course

    Practical ways to use the new techniques in real life 

    situations

  

Objectives Topics Covered

Anyone who wants to improve their interpersonal 

communication skills. And represent their company 

more professionally.

Who Should Attend?

Course Overview

Individual & Group Exercises

Demonstrations

Role Plays

Small groups and 1:1 coaching sessions

Video recording

Methodology

Business
Manners &

Communication



Do your customers shout at 
you? Do you sometimes  feel like 

shouting back? Anyone who works 
in a front-line customer service 

position has, at sometime, had to deal 
with exceptionally challenging customers. 
This helpful workshop gives you practical 

tips and techniques to deal with these 
situations in a calm, assertive way

    Better understand your customers’ anger and your 

    own reactions.

    To be able to know how to diffuse angry 

    confrontations.

    Feel more confident in dealing with extremely    

    challenging customers

During this workshop participants will be able to 

analyse difficult situations to handle them more 

appropriately. Learn new ways to calm down and 

think straight and to use a range of strategies to be 

more assertive with extremely challenging customers.

Understanding yourself and others

    Exploring the different stages of anger

    Bring on the anger escalator

    Building empathy using case studies

Managing yourself and others

    Dealing with stress

    Discovering the root causes of anger

    Calming angry and agitated customers

Assertiveness

    Refusing requests and offering alternatives

    Explaining policy using assertive techniques

    Varying your tone

    
Handling challenging complaints

    
    What not to say

    Structuring a reply

    Handling personal critism

  

Objectives Topics Covered

Customers service professionals, executives and man-

agers dealing with extremely challenging customers

Who Should Attend?

Course Overview

Individual & Group Exercises

Demonstrations

Role Plays

Small groups and 1:1 coaching sessions

Video recording

Methodology

Handling Difficult,

Hostile or Angry

Customers



Would you like to reflect more 
deeply on what you do and how 

you do it? Would you like to learn 
new ways to consistely exceed your 
customer’s expectations? If so, this 

challenging and highly practical workshop 
has the answers. The workshop focuses on 
the theory and skills needed to consistenly 

deliver service excellence for both external and 
internal customers.

   Consistenly exceed your customers’ expectations.   

   Think of new ways to respond to routine situations.

   Provide a model of best practice for less experienced 
   colleagues.

During this workshop participants will be able to 

define service excellence at your organisation, to 

explore how to respond to customers with empathy, 

to provide a model of the best practices for your team 

(video project).

Introduction

    Defining the customer experience at your 
    organisation
    Identifying barriers to achieving service excellence

The Customer Journey

    Defining and mapping customer service journeys
    Analysing and enhancing a typical customer journey

Commnicating With Your Customers

   Reviewing the 3Vs of communication

   Developing rapport through facial expressions and  

   body language

   Using your voice to create a connection

    
Advanced Communication Techniques

    Pacifying angry customers

    Selling the A.P.P.L.E way

    Using positive words to win customers

Empathy
    
    Discovering how to show empathy effectively

    Dealing with complaints using L.E.A.P.

    Devising creative solutions to routine problems

Delight Your Internal Customers
    
    Focusing on your colleagues
    Elevating your emails
    Showcasing your best qualities

  

  

Objectives Topics Covered

Any Customer-facing employees with several years of 

experience.

Who Should Attend

Course Overview

Individual & Group Exercises

Demonstrations

Role Plays

Small groups and 1:1 coaching sessions

Video recording

Methodology

    Going “the extra mile”

   Identify ways to consistently “go the extra mile” in
   your organisation.

Advanced
Service

Excellence



   

Objectives

Understand how to build a culture of service 
excellence in your organisation.
Learn to better manage the customer experience 
by focusing on customers’ emotions. 
Learn how to best evaluate service performance 
and how to improve it. 
Establish better-motivated, happier customer 
service teams.

Topics Covered

Course Overview

Managing
Service Excellence

Do you lead or manage 
customer-facing teams? Do your 

teams represent your company to 
internal or external customers? 

Would you like to develop your 
professional skills in better managing 

your service delivery teams? If so, this 
highly informative course will help you to 

lead your customer service teams towards 
delivering outstanding levels of customer satis-

faction. 

1 day.

Duration

During this workshop, participants will learn tech-

niques to better manage the service delivered by 

their teams of customer service staff. Working 

together in small groups, learners will use video clips, 

role plays and case studies to lead their service deliv-

ery teams to success. 

Who Should Attend?

Current and future leaders of service delivery teams.

Introduction to managing service excellence

• Building a culture of service excellence in your team. 

• The 6D’s of creating a customer-focused culture. 

• Defining service vision. 

Managing the customer experience

• Customers’ emotions and your emotional signature. 

• Creating a customer-centric company. 

• Learning from high-performing organisations’ 

   service delivery.

Managing the Service Team

• Finding the best staff.

• Developing engaged and empowered employees. 

• Establish better-motivated, happier customer 

   service teams.

Evaluating Service Performance

• Types of service performance measures and their  

   benefits. 

• Purpose of performance measures.

• Discover how data can be used effectively to 

   improve service.

Group discussions 

Mystery shopping 

Case studies 

Role plays

Simulations

Methodology



   

Objectives

Demonstrate the qualities and characteristics of a 
service professional when delivering go-the-extra
-mile service to exceed expectations.
Develop better working relationships and improved 
working efficiency and productivity.
Handle different personality types by understanding 
communication styles.
Go “the extra mile” with customers and within the 
organisation.  

Topics Covered

Who Should Attend?

The Service
Mindset 

This interactive workshop equips 

participants with the right mindset 

and the correct etiquette and skills to 

be able to handle di�erent types of 

communications and interactions, both 

internally and externally. Learners will identify 

opportunities in the interactions with customers 

and colleagues to enhance their experiences.

1 day. 

Duration

  Front line staff
  Administration staff
  Telephone operators
  Customer Service Representatives
  Secretaries 

What is the Service Mindset? 
• The Importance of a service mindset in the workplace 
• Problems Vs opportunities
• What is your role and how a service mindset makes a
   difference?
• Examples of applying the service mindset

Going the extra mile to exceed expectations 

• Creating positive customer experiences 
• Knowing what kind of customised and personalised
   services may be tailored to delight the customer
• The qualities and characteristics of a service
   professional
• Delivering go-the-extra-mile service to exceed
   customer expectations

Communication styles

• Applying the principles of effective communication
   to create positive customer experiences
• Understanding your own communication style and   
   strengths 
• Recognising different personalities and communica 
   tion styles 
• Communicating effectively with colleagues, clients  
   and others 

The importance of listening 

• Active listening
• Being empatheic 
• Clarifying information 

Dealing with difficult people
• Handling complaints
• Controlling Anger
• Dealing with criticism

Lectures
Case studies
Role plays
Demonstrations 
Simulations
Group discussions 

Methodology

Course Overview

Trainees spend a full day discussing the meaning of 
“delighting their customers” and going the “extra mile” 
as they develop both their mindsets and interpersonal 
skills so they can deliver excellent service in a range of 
different professional situations.



PRODUCTIVITY &
PERFORMANCE



This action-packed workshop 
covers techniques used in solving 

workplace problems, including 
identifying root causes, generating 

and evaluating alternative solutions, 
and making appropriate decisions. You 

will apply a variety of problem-solving tools 
to a case study from your workplace.

    To be able anticipate and to indentify problems.

    To generate and evaluate alternative solutions to a 

    problem.

    To be able to make decisions and take responsibility 

    for them

In this highly interactive workshop, participants will 

have access to a wide range of problem-solving tools. 

They will be able to confidently solve problems while 

improving processes in their workplace.

Introduction

    Problem-solving and decision-making styles

    Identifying your style

    Working with the different styles

The Fundamentals

    What is a Problem? 

    Definition of a problem

    Taking Ownership 

Defining and Analyzing Problems

    Creating a Problem Statement 

    Analyzing and understanding the problem 

    Identifying and determining root cause using the  

    Fish Bone Diagram 
    Generating Alternative Solutions
        Processing 

    Tools & Techniques

    Generating Possible solutions 
    
Decision Making 
     Determine a decision-making approach

    Select and Validate the solution

    Decision making tools & techniques

Implement The Solution 

    Developing an action plan 

    Implementing a solution

    Case Study

  

Objectives Topics Covered

Anyone who wants to understand how to identify 

problems, generate solutions and implement them 

successfully

Who Should Attend?

Course Overview

Individual & Group Exercises

Demonstrations

Role Plays

Small groups and 1:1 coaching sessions

Video recording

Methodology

Problem
Solving and

Decision Making



This helpful workshop gives 
you the tools to overcome 

barriers to working e�ciently and 
e�ectively. You will discover a range 

of techniques for prioritising tasks, 
dealing with time wasters an managing 

yourself and others

    To be able schedule your work day more effectively.

    To save time by working smarter by analysing and 

    prioritising your workload.

    To focus better and avoid distractions by managing 

    yourself and others.

You will participate in a series of questionnaires, 

games, discussions and hands-on activities that relate 

time management techniques to your daily life.

Introduction

    Your typical day

    Your strengths and weaknesses as a time manager

Managing your tasks

    Listing your tasks

    Prioristising your tasks

    Planning your day

Managing yourself

    Your workspace

    Your inbox

    Your work pattern

    

Managing others    

    

    Handling interruptions

    Saying “Yes”

    Saying “No”

    Delegating

  

Objectives Topics Covered

Anyone who wants to better manage their time.

Who Should Attend?

Course Overview

Individual & Group Exercises

Demonstrations

Role Plays

Small groups and 1:1 coaching sessions

Video recording

Methodology

Time
Management



This workshop is a facilitated 
experiental process that is 

designed to enchance engagement, 
business performance and strategic 

innovation in large and small 
organizations. From the outside, it may 
just look like playing with Lego, but the 

structured process elicits deep thinking, 
powerful story telling, authentic collaboration 

and problem solving of complex challenges that 
organizations, businesses and communitites face.

    To be able to communicate better within the 

    organization.

    To be able enchance the team’s problem solving skills

    To create a long lasting understanding between   

    departments and to develop team work.

In essence this method works because deep learning 

and collaboration can more easily be provoked when 

people build ideas with their hands rather than just 

talk about them.

•    100% participation, 100% of the time because  

      everyone is building together

•    Enhanced communication tool, helps people listen 

      and talk to each other freely

•    Clearly understand the company strategy and how 

      each department or individual has a part to play in 

      delivering the strategy

•    Create a high performing Cohesive, Focused & 

      Driven team.

•    Understand how each department relies on each 

      other to deliver the strategy

•    Open and improve the lines of communication 

      between the team

•    Help groups achieve a shared understanding

•    Identify the barriers to a successful application of 

      your organizational strategy

•    Address multi discipline team challenges in a 

      positive, safe and outcome focused manner

•    Creative and innovative problem solving.

Objectives Topics Covered

Staff, supervisors, management and top management.

Who Should Attend?

Course Overview

Individual & Group Exercises

Demonstrations

Role Plays

Small groups and 1:1 coaching sessions

Methodology

Lego Serious
Play



Building
a Collaborative

Workplace

 

 

 

 

Who Should Attend?

Objectives Topics Covered

Understand why a collaborative approach is beneficial
in teamwork.
Apply ways to work with the principles of collaboration: 
knowing what works best, when and where.
Assess your own collaborative style and know how this 
helps or hinders you in collaborative working.
Identify strategies and ideas about how to collaborate 
more effectively.
Recognise how to use Emotional Intelligence to
collaborate with others and build emotional bonds.

Course Overview

This highly interactive workshop is about collaborating 
with others in ways that helps participants communicate 
efficiently as they work to understand and work with 
differences that lead to effective collaboration. Partici-
pants will be able to apply the skills, processes and tools 
taught in this course to other aspects of their personal and 
professional lives.

This course is relevant for all those looking to improve 
their personal performance, productivity, communication, 
negotiation and influencing skills in the workplace. This 
includes managers, leaders, specialists, directors and 
C-level management from private, non profit or public 
sectors.

1 day.

Duration

Lectures
Case studies
Role plays
Demonstrations 
Simulations
Group discussions

Methodology

Introduction to Collaboration
• The importance of teamwork 
• How Taking a Different View on Team Working can
  Make a Big Difference
• Assess your collaborative competencies 
• Giving and receiving feedback

The role of Emotional Intelligence in Collaboration
• Defining Emotional Intelligence
• Attitude and Emotional Intelligence
• Emotions Vs Feelings 
• Emotional Intelligence at work 
• How the emotional climate impacts teamwork 

Collaborative Working
• Why Win-Win Collaboration matters 
• Workplace Collaboration
• Why and When to Collaborate 
• The Principles and Characteristics of Collaboration
• The 3 Levels of Collaboration
• The Ground Rules for Collaboration
• The Modes of Collaboration
• Advantages and Disadvantages of Collaboration

The importance of Trust in Collaboration
• Conflict and Trust in Collaboration - Factors and
   Questions to Consider
• The Important Role of Trust
• Trust and the Wheel of Emotions
• The Trust Equation
• Using an Emotional Bank Account

Behavioural Style and Collaboration
• The High Dominance Behavioural Style
• The High Influence Behavioural Style
• The High Steadiness Behavioural Style
• The High Compliance Behavioural Style
• Emotional Intelligence, Collaboration and Behavioural  
   Styles
• The Ideal Behaviours for Ideal Interactions with Each  
   Behavioural Style
• Using Behavioural Styles to Build Collaborative
   Relationship

Imagine your team working 
and collaborating together 

toward their company goals as 
one cohesive unit. No longer 

being frustrated with misalign-
ment, mistrust or mixed messages. 

Having  an open and honest culture 
where feedback is open and owned. 

The workshop will investigate each criti-
cal element of an aligned and  productive 

team. 



   

Objectives

Introduction and Openings

Using ice breaker activities

Organising pre-course tasks and self-evaluations

Structuring the start of a training session

Topics Covered

This workshop is for trainers, intended trainers,

HR professionals and managers. 

Who Should Attend?

Achieve
Trainer

Excellence

Plan and prepare relevant learner centred activities

for your learners.

Deliver a well-structured training session that

achieves its aims.

Reflect on the outcomes of training session and

make revisions where necessary.

Through a series of learner-

centred activities, you will learn 

how to plan, prepare and deliver 

training sessions that meet the needs of 

your participants and engage them from 

start to finish. You will receive constructive 

feedback throughout the workshop as well as 

practical tips on how you can continue. 

Planning and Preparation

Understanding the needs of students, sponsors and 

stakeholders

Writing SMART training objectives

Method

Structuring a training session

Adopting a learner-centerd approach

Getting participation in the training room

Activities

Using sensory learning preferences

Making it fun and interactive

Giving clear instructions

Eliciting answers

Feedback & Endings

Giving constructive feedback

Delivering your training session

Reviewing the training session

Ending a workshop

1 - 3 days.

Duration



   

Objectives

Determine ways that you can improve your high
order thinking
Develop ways that you can work to improve your
high order thinking 
Understand how Emotional Intelligence and high
order thinking work together
Identify with unconscious bias and thinking
distortions and recognise how they influence
thinking

Topics Covered

Who Should Attend?

Critical Thinking
& Decision Making

High order thinking and problem 
solving abilities are among the 

most sought-after skills in almost 
every industry and workplace. High 

order thinking refers to the ability to 
analyse information objectively and make 

a reasoned judgement. It involves the 
evaluation of sources, such as data, facts, 

observable phenomena, and research findings. 
High order thinkers also consider unconscious 

bias and how this impacts upon logical thinking 
and systems thinking. Often thinking is considered 

separate from emotions, but good critical thinkers 
use emotional intelligence to draw reasonable conclu-

sions from a range of information sources determining 
what is useful and what isn’t.

1 - 2 days.

Duration

Anyone keen to develop their thinking skills.

Anyone who wants to build upon their understanding 

of themselves and how to work better with other 

people.

Anyone who is interested in a deeper understanding

of why Emotional Intelligence is a key component of 

High order thinking.

Introduction to the High Order thinking
• Defining High Order thinking 
• Thinking about thinking 
• Speaking in Emotionally intelligent ways 

Thinking and Decision Making
• High Order thinking and Criticism 
• The 4 styles of Decision Making 
• Thinking and Directive Decision Making 
• Thinking and Behavioural Decision Making 
• Thinking and the Conceptual Decision Making Style 
• Thinking and the Analytical Decision Making Style 
• Personality and Emotional Intelligence in Decision Making

Thinking about thinking
• Exploring High Order Thinking to Get a Better  Understanding
• High Order Thinking around High Order Thinking and
  Emotional Intelligence
• What Thinking Is All About
• The Thinking Capabilities of the Brain
• The Two Thinking Systems - System 1 (Fast) And System 2
  (Slow)
• Hints and Tips to Improve your High Order Thinking
• The Role of Emotions and Learning

Unconscious Bias
• Values and Biases in High Order Thinking
• What is Unconscious Bias?
• How is Unconscious Bias Assessed and Measured?
• Further Examples of Unconscious Bias and Unconscious 
  Behaviour
• Working with your Unconscious Bias

Thoughtless thinking - thinking distortions &
cognitive biases 

• Always Being Right & Jumping to Conclusions
• Some Common Fallacies and Generalisations
• Expectations
• Distortions Influenced by Emotion
• Critical Distortions Around Thinking
• Dealing with Cognitive Biases and Thinking Distortions

Developing your High Order Thinking with Emotional
Intelligence 
• High Order Thinking Questions
• Further Thoughts and Actions to Develop your High Order
  Thinking
• 8 Steps to apply High Order Thinking in your work 
• 3 Things to Improve your Emotional Intelligence as a High
  Order Thinker

Discussions 

Case studies 

Role plays

Simulations

Group discussions and feedback

Methodology



   

Objectives

Increase your strategic thinking ability – and make it
a habit.
Improve and increase the speed of your decision 
making.
Apply strategic thinking to business challenges, no 
matter where you are in your organisation.
Increase the likelihood of success in your projects.

Topics Covered

Who Should Attend?

StrategicThinking

& Decision Making

Business is moving forward at 

breakneck speeds and professionals 

at all levels of the organisation have to 

be able to adapt. Agile, strategic thinking 

in this increasingly complex VUCA era is 

critical to your company’s chances of success. 

Strategic thinkers are able to work through 

unknown situations, developing the ability to 

reason, learn from, and make better decisions, even in 

the face of setbacks.

1 day. 

Duration

  Project Managers 
  Engineers
  Entrepreneurs 
  Future Leaders
  Anyone looking to improve their decision making  
  skills

Strategic Mindset 
• What is a strategic mindset? 
• Steps to develop a strategic mindset
• Developing a strategic mindset

Strategic Thinking

• What is strategic thinking? 
• What is strategy?
• Common traits of great Strategic Thinkers
• What block us from Thinking Strategically?
• Expand your thinking boundaries
• Make a habit of thinking strategically

Using information to support strategic
thinking 

• Sharpen your strategic thinking with data and 
  analytics
• Benefits of analyzing information
• Information to analyze
• Relationships, patterns, trends
• Analysis and intuition
• SWOT analysis

Decision Making

• Consequences of poor or lack of decision making
• Fail Fast, Learn Fast
• The Importance of decision making and
   prioritization
• Decision making tools and process
• The Hierarchy of Purpose

Lectures
Case studies
Role plays
Demonstrations
Simulations
Group discussions

Methodology

Course Overview

Are you looking to develop your strategic thinking 
skills? This course will provide participants with practi-
cal tools and techniques that are vital for any emerging 
or established leader. Participants will develop the 
right skill sets to apply strategic thinking in the work-
place from day one. 



   

Objectives

Avoid some common project management pitfalls. 
Help project team members work better together.
Learn tips and techniques to increase the chance of 
project success. 
Develop a greater understanding of the stages of team 
development and how to help the team perform at its 
best. 
Acquire tools to prioritise and manage stakeholder 
communication. 

Topics Covered

Course Overview

Project
Management

Essentials

Project Management is an 
incredibly powerful skill, and 

pretty much everything in the 
world depends on it for success. If 

you can master Project Management, 
you can lead any project of any size 

with the same simple processes and 
tools. Most people, however have never 

been taught it, and those who are will often 
be shown an overcomplicated version with 

confusing software and detailed maths. This 
course takes participants through a simple, step 

by step approach on how to e�ectively manage 
any project, in any industry, with any budget.

1 day.

Duration

When project teams work together and communicate 
effectively with those around them, the chances of 
success is far increased. Through case studies, group 
discussions and interactive problem-solving activities, this 
practical workshop introduces techniques and tools to 
help build team-cohesion and overcome people-related 
obstacles.

Who Should Attend?

Anyone who wants to improve the success of their 
projects. Both Project Managers and Project team
members will benefit. 

Introduction to Project Management

• What is project management? 

• Who can use project management?

• 5 stages of project management 

• The Triple constraint 

• The role of the PM

Initiation

• The Purpose of Initiation  

• Project Objectives

• Baseline Your Initiation Scope

Planning

• One Page Planning Flowchart  

• The Core Project Team

• The Work Breakdown Structure

• The Cost Breakdown

• Risk Planning- what could go wrong? 

• The Project Plan

• Baseline Your Project Plan

Execution

• The purpose of Execution

• Building The Project Team

• Gathering The Project Team

• The Purpose of Monitoring And Control

• Managing Scope

• Managing Schedule

• Monitoring Cost

• Managing Risk Status Reviews and communicating

Closing

• The Purpose of Closing

• The Project Final Report

• Writing the Final Report

Lectures
Case studies
Role plays
Demonstrations 
Simulations
Group discussions

Methodology



   

Objectives

Gain more confidence to make contributions and try 
new ideas.
Develop the ability to tackle tough situations and 
decisions. 
Build an appetite for Self-development and apply 
their new knowledge to continuously improve skills.
Become more open to feedback to improve their 
performance and to change behaviour and attitudes 
faster. 
Take more accountability for outcomes and mistakes, 
seeing failure as a learning opportunity.

Topics Covered

Course Overview

Growth
Mindset

Discover how your mindset 
can expand possibilities and 

fulfilment, in your career and in 
life! People with a fixed mindset 

tend to believe that their abilities 
are directly linked to who they are as 

a person. In this way, we not only put 
limits on our achievements but also are 

likely to take constructive criticism as a 
personal attack, rather than seeing it as an 

opportunity to learn. A  person with a growth 
mindset doesn’t believe that talent alone 

creates success, rather, experience and applied 
practice does.

1/2 day.

Duration

In this highly interactive, experiential workshop, 
participants discover the key themes of a Growth  
Mindset and how they add value to any business, 
especially in the current times, where the ability to 
adapt and respond to change is so important. 
Employees who adopt a growth mindset develop 
positive habits which benefit their performance in 
the workplace.

Who Should Attend?

Anyone who could benefit from looking at their 
professional life from a different perspective and 
applying the benefits of the shift from fixed to 
growth mindset in their workplace.

Fixed Mindset or Growth Mindset?

• Fixed Mindset Vs Growth Mindset 

• Which mindset are you? 

• Mindset quiz

• Review results of Mindset quiz

Develop a Growth Mindset

• Your self-image 

• The comfort zone 

• Take full responsibility for your results 

• The importance of your environment 

• The power of goals 

• Risk taking 

• Intelligence and Growth Mindset

Leadership & Growth Mindset 

• The Potential Vs the Growth Mindset 

• The Pygmalion effect 

• Theory X and theory Y 

• Mistakes to avoid

• How to give feedback effectively in 6 steps

Roadblocks to a Growth Mindset 

• Lack of Confidence 

• Fear of Failure 

• Fear of Success 

• Perfectionism 

• Feeling Stuck 

• Inertia

Discussions
Lectures
Case studies
Role plays
Demonstrations 
Simulations
Group discussions

Methodology
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Objectives

Business English Basics

Introductions for Business English

Making small Talk in English

Making phone calls

Attending job interviews

Networking for business

Topics Covered

Beginner to Advanced level learners who need to

improve their English Communication Skills.

Who Should Attend?

Business
English

Communication

Develop English language skills that are useful in an

office or other business environments.

Build the confidence to develop strong relationships

with colleagues, management and clients.

Write clear, professional emails in English.

Business English communication 

skills are essential for getting ahead 

at work. Improving your confidence 

and professional business vocabulary will 

help you work more e�ectively and can even 

open new career opportunities.

20-40 hours (1-2 sessions per week)

Duration

Individual and group exercises.

Demonstrations.

Role Plays.
Assessments.

Methodology

Games.

English for Meetings

The language of business meetings

Diplomatic language

Leading Business meetings in English

Business English expressions and responses

Talking about errors and queries

Business English Communication Skills

Describing charts and graphs

English for Presentations

Negotiation skills in English

Professional Email structure

Email formality and style

Business English Essentials

Talking about your company and job

Expressing your opinions

Problems and suggestions

Apologising, making excuses and promises

Showing a visitor around



   

Objectives

The Process of Business English Writing 

The process of Business English Writing: Plan, Draft, 

Finalise.

Adapt your English writing to different audiences and 

situations.

Use your written communication to develop better 

working relationships.

Topics Covered

Pre-intermediate to Advanced level learners who need

to improve their English Writing Skills.

Who Should Attend?

Business
English Writing

Feel more confident in your ability to write effective

and professional emails in English.

Adapt your emails and letters to different audiences

and situations.

Understand how to use emails to develop better

working relationships.

Learn how to give a professional image.

Communicate your ideas more effectively in writing.

Eliminate unnecessary wording.

The way we communicate in 

reports, e-mails and proposals 

hugely impact our credibility. Badly 

written or unprofessionally structured 

communications can make us appear less 

competent, simply because we do not possess 

the skills to write professionally in English.

10-20 hours (1-2 sessions per week)

Duration

Discussions.

Individual and group exercises.

Games.
Assessments.

Methodology

The 4 C’s of Business English Writing 

Create a better impression with readers.

Explore ways to be more easily understood by your 

readers.

Explore the 4 C’s of Business Writing in English (Concise, 

Clear, Courteous, Correct).

English for Report Writing

Project a more professional image through your report 

writing.

Write reports which are clear, logical and convincing.

Produce accurate sections of a report.

English for Emails

Feel more confident in your ability to write effective and 

professional emails.

Learn how to give a professional image.

Communicate your ideas more effectively in writing.



   

Objectives

Giving Effective Presentations in English

An overview of giving effective presentations in English. 

Learners will see examples of good and bad presentations 

and what mistakes to avoid.

Topics Covered

Pre-intermediate to Advanced level learners who need

to improve their English Presentation Skills.

Who Should Attend?

English for
Presentations

Improve confidence when giving presentations in

English.

Deliver well-structured presentations using the

appropriate language.

Become more persuasive and convincing when 

delivering presentations.

Improve overall English speaking skills.

Worried about giving

presentations in English? Do you 

need to improve your confidence and 

professional vocabulary? Learn the 

English you need for Presentations with our 

experts in a safe environment.

20-30 hours (1-2 sessions per week)

Duration

Individual and group exercises.

Demonstrations.

Role Plays.
Recorded Presentations.

Methodology

Games.

Using Visuals and Talking About Data

This section is all about the visuals in presentations – how 

to talk about and refer to any slides or graphics that you 

will use to support your presentation. This includes more 

work on describing charts and graphs clearly, using the 

correct vocabulary.

Persuasive Language

Learners will discover how to use persuasive language in 

presentations, which is helpful if they have to deliver a 

pitch or presentation in English, especially if they are 

presenting to their boss.

Putting it All Together

Learners prepare, rehearse and deliver a recorded pres-

entation in front of their colleagues, receiving feedback 

and coaching from their peers and from their trainer.



   

Objectives

Courses Customised to Your Exact Needs

We start by talking to you about what you’d like to 

achieve and improve on and build  a course around you. 

Using your needs analysis prior  to the start of the course, 

we will pair you with the most experienced trainer in your 

focus area.

Topics Covered

Busy professionals, who want to learn or improve their

English in specific areas, to enhance their careers.

Who Should Attend?

English for
Executives

Develop professional English language skills for use in

an office or other business environments.

Build the confidence to develop strong relationships

with colleagues, management and clients.

Write clear, professional emails in English

Business English for Executives is 

the best choice for busy

professionals with limited time

available. Each professional English lesson 

is private with a customised programme 

developed for individual needs, enabling 

executives to develop their English communication 

skills as rapidly as possible.

15-30 hours (2-3 sessions per week)

Duration

Discussions.

Role Plays.

Recorded Presentations.
Games.

Methodology

Assessments.

Why You Need English for Executives

You might be preparing for a new job role and need to 

rapidly improve your knowledge of professional English, 

you might be preparing for a presentation and want your 

language skills to help make it stand out, or you might 

need to master the language for an exam you are taking 

to boost your career.

Individual Needs

Your learning outcomes will be based entirely on your 

individual needs. These will be clearly defined with you at 

the start of the course. Your progress towards achieving 

these goals will be monitored closely throughout the 

course, so that changes can be made rapidly to ensure 

you are on the right track to success.

Highly Practical

Our Private English courses are highly practical with 

real-life work simulations and Role-plays to learn and 

practise the skills you want to focus on.
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