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ABOUT
US
Coursetter is an Edmonton-based professional development company that is focused on its clients' success. We 

create and deliver the most reliable and valid training programs and resources to help equip anyone for success.  

 

Our 30 years of experience have helped us deliver projects that were on time and on budget. We have the 

expertise, knowledge and means to take on any project, any size, any complexity, any place in Canada. Clients 

come back to us because we produce unparalleled work quality. 

We believe that training does not need to be boring nor time intensive.  All our courses are either one-day, two-

days, or three-days in length and we use case studies, TED videos and, other exercises to make the content 

relatable and engaging for each participant.

Courses are vetted through industry subject matter experts and are sourced in each Student Manual.

You can learn more about we have to offer at www.Coursetter.ca.



COMMON
 INQUIRES

Our Customized Training Programs Are Designed To Cater To The Unique  Goals And Preferences Of Each 
Individual. We Offer A Range Of Pricing Options To Accommodate Different Needs And Budgets, Ensuring 
That Every Customer Can Find A Program That Fits Their Requirements. 

PRICING

PARICIPANTS RECEIVE

• Student Manual
• Quick Reference Guide
• Certificate Of Achievement
• Live, Interactive , And Engaging Training In A Small Class Setting

COURSE CALNEDAR

We Offer A Variety Of Courses Each Month.  Course Calendars Can Be Viewed And 
Downloaded On Our Website At Www.COURSETTER.CA

 

LOCATION

Coursetter Can Offer On-Site Or Training Outside Of The Office On An Argeed Upon Location.
We Can Also Offer Live, Remote Training Through Zoom.



OUR
COURSES

Accounting Skills for New Managers

Anger Management

Bridging the Generation Gap

Building Better Teams

Building Self-Esteem and Assertiveness Skills

Building Stronger Sales Relationships

Business Ethics

Business Leadership: Become Management Material

Business Office Etiquette

Cannabis and the Workplace

Change Management

Collaboration

Communication Strategies

Conducting Effective Performance Reviews

Create a Successful On-Boarding Program

Creating a Positive Work Environment

Creativity in the Workplace

Crisis Management

Dealing with Conflict and Confrontation

Develop Critical Thinking Skills

Diversity Training

Emotional Intelligence

Facilitation Skills

Functional Business Writing Skills

Fundamentals of Business Management

Harassment in the Workplace

Human Resources Training for the Non-HR Manager

Influence and Persuasion

Inventory Management

Leadership Essentials: Coaching, Delegating, and Motivating

Learn Time Management Skills

Logistics and Supply Chain Management

Managing Across Cultures

Negotiating for Results

Networking for Success

Order Desk and Call Centre Training

Overcoming Your Fear of Public Speaking

Principles of Project Management

Problem-Solving and Decision Making

Public Relations

Purchasing and Procurement for the Beginner

Risk Management

Skills for the Administrative Assistant

Skills for the Service Advisor

Starting a Small Business

Strategic Planning

Stress Management

The Fundamentals of Customer Service

The Professional Supervisor

Train the Trainer

 



Understanding business finances is crucial in order to become an effective manager. Those 
who are not aware of basic accounting principles can be lost when trying to read or create a 
budget for their business. This training course comes with customizable training materials 
and makes financing accessible and easily understood for anyone who wants to learn how 
to manage their role in the company’s accounting structure.

ACCOUNTING SKILLS FOR 
NEW MANAGERS
2 - Days

Topics include:

• The art of finance and financial management

• Various types of financial reports, including 

income statements, balance sheets, cash flow 

statements, and statements of retained earnings

• Cash and accrual accounting

• Debits and credits

• Identifying and analyzing important financial data

• Making financial decisions

• Reading annual reports

• Plus more...



Anger is a completely normal, usually healthy, human emotion, but it can get out of control and 
turn destructive. It can lead to problems at work, in our personal relationships, and in the 
overall quality of life. Anger can also make you feel as though you are at the mercy of an 
unpredictable and powerful emotion. Managing anger productively is important and those who 
can manage their anger are much more successful. This one-day workshop is designed to help 
give you and your organization that edge.

ANGER MANAGEMENT
1 - Day

Topics include:

• Recognizing how anger affects your body, your 

mind, and your behaviour

• Using the five-step method to break old patterns 

and replace them with a model for assertive anger

• Creating an anger log to identify what triggers your 

anger

• Controlling your own emotions when faced with 

other peoples’ anger

• Helping other people safely manage their repressed 

or expressed anger safely

• Communicating with others in a constructive and 

assertive manner



BRIDGING THE GENERATION 
GAP
1 - Day

The business environment has changed, and it is the first time in history that there are five 
generations in the working world. Understanding what drives other generations is the first step 
toward bridging this generational divide in the workplace.

This course explores whether defining the actual limits of each generation is most important, or 
whether the merits of people within the context of employment is the bigger issue. We will 
explore problems, solutions, and strategies to help overcome issues of the generation gap.

Topics include:

• Identify where the generation gap issue surfaces, and 

the impact it has on the modern workforce

• Describe and apply language that is specific to each 

generation

• Evaluate the need and effectiveness of recruiting, 

retention, and succession plans in context of the 

generation gap

• Explore organization strategies that overcome gap 

issues

• Plus more...



BUILDING BETTER TEAMS
1 - Day
Teams are an important building block of successful organizations. Whether the focus is on service, 
quality, cost, value, speed, efficiency, performance, or other similar goals, teams are the basic unit 
that supports most organizations. 

With teams at the core of corporate strategy, an organization’s success can depend on how well 
team members operate together. How are their problem-solving skills? Is the team enthusiastic and 
motivated to do its best? Do they work well together?

Topics include:

• The value of working as a team

• Ways to develop team norms, ground rules, and 

team contracts

• How to identify their team player style and how 

to use it with their own team

• Techniques for building team trust

• The stages of team development and how to 

help a team move through them

• The critical role communication skills will play 

in building and maintaining a team atmosphere

• Ways that team members can be involved and 

grow in a team setting



BUILDING SELF-ESTEEM AND 
ASSERTIVENESS SKILLS
1 - Day

Of app ¦he j«dgvew¦� Â~« vame iw pife, w~we i� a� iv�~�¦aw¦ a� ¦he ~we Â~« vame ab~«¦ Â~«��epf. 
Wi¦h~«¦ �~ve vea�«�e ~f �epf-À~�¦h, pife caw be �aiwf«p awd «w�epew¦iwg. 

 Iw ¦hi� ~we-daÂ À~�m�h~�, �a�¦ici�aw¦� Àipp di�c~¿e� ¦echwi�«e� ¦ha¦ caw d�ava¦icappÂ chawge 
h~À ¦heÂ feep ab~«¦ ¦hev�ep¿e� awd h~À ¦heÂ a���~ach ¦he À~�pd ¦~ ge¦ ¦he ¦hiwg� ¦ha¦ ¦heÂ 
Àaw¦.

T~�ic� iwcp«de:

• Rec~gwiÉiwg ¦ha¦ Â~« ha¿e À~�¦h awd a�e À~�¦hÂ 

~f ha��iwe��

• De¿ep~�iwg ¦echwi�«e� f~� epiviwa¦iwg «wheap¦hÂ 

¦h~«gh¦ �a¦¦e�w� bÂ �e�paciwg ¦hev Ài¦h 

�«��~�¦i¿e �a¦¦e�w�

• T«�wiwg wega¦i¿e ¦h~«gh¦� iw¦~ �~�i¦i¿e ¦h~«gh¦�

• Mamiwg �e�«e�¦� �~ ¦ha¦ Â~« ge¦ Àha¦ Â~« Àaw¦

• Se¦¦iwg g~ap� ¦ha¦ �eÎec¦ Â~«� d�eav� awd 

de�i�e� awd �eiwf~�ce heap¦hÂ �a¦¦e�w�



BUILDING STRONGER SALES 
RELATIONSHIPS
3 - Days

P�~d«c¦i¿e �ape��e~�pe �e~�pe Àipp a¦¦�ib«¦e ¦hei� �«cce�� ¦~ b«ipdiwg �epa¦i~w�hi�� Ài¦h ¦hei� 
cpiew¦� �a¦he� ¦haw j«�¦ �eppiwg a ��~d«c¦ ~� �e�¿ice. Thi� ¦h�ee-daÂ c~«��e ~ffe�� �a�¦ici�aw¦� ¦he 
~��~�¦«wi¦Â ¦~ di�c~¿e� ¦ha¦ ¦he b«�iwe�� ~f app �ape� ��~fe��i~wap� i� vamiwg f�iewd� awd b«ipdiwg 
�epa¦i~w�hi��, w~ va¦¦e� ¦he �iÉe ~f ¦he c~v�awÂ ~� ¦he ¦Â�e ~f va�me¦.

T~�ic� iwcp«de:

• The beweÍ¦� ~f c�ea¦iwg a �¦�~wge� 

�epa¦i~w�hi� Ài¦h cpiew¦�

• H~À b«ipdiwg c~wwec¦i~w� caw hep� de¿ep~� a 

�¦abpe b«�iwe�� ba�e

• H~À ¦~ �«cce��f«ppÂ a��pÂ c~vv«wica¦i~w 

�¦�a¦egie� ¦~ b«ipd a �ape� we¦À~�m

• H~À ¦~ ~¿e�c~ve ~bjec¦i~w�

• C�ea¦iwg dÂwavic �ape� ��e�ew¦a¦i~w�

• W~�m ¦h�~«gh ¦he beweÍ¦� ~f c«�¦~ve� 

�epa¦i~w�hi�� ~w a c~v�awÂ’� b~¦¦~v piwe



BUSINESS ETHICS
1 - Day

What makes a decision ethical? This workshop will not provide you with an easy way to solve every 
ethical decision you will ever have to make. It will, however, help you define your ethical framework 
to make solving those ethical dilemmas easier. We’ll also look at some tools and techniques that 
you can use when you’re faced with an ethical decision.

Topics include:

• Understand the difference between ethics and 

morals

• Understand the value of ethics

• Identify some of your values and moral principles

• Be familiar with some philosophical approaches to 

ethical decisions

• Identify some ways to improve ethics in your 

office

• Know what is required to start developing an 

office code of ethics

• Know some ways to avoid ethical dilemmas

• Learn some tools to help you make better 

decisions

• Be familiar with some common ethical dilemmas



BUSINESS LEADERSHIP: 
BECOME MANAGEMENT 
MATERIAL
3 - Days

The saying that leaders are born and not made may be true on some level, but this course 
challenges and revolutionizes that theory. This course engages new and influential leaders in the 
functions of a business manager. Lessons are designed with a balance of theory and practical 
application to ensure learning is relevant.

Topics include:

• Becoming an effective part of an organization

• Understanding the important roles of leaders

• Utilizing systems thinking to progress leadership 

skills

• Effective leadership practices – including change, 

performance, and people management

• Learning and understanding when to lead and 

when to manage

• Plus more...



BUSINESS OFFICE ETIQUETTE
1 - Day

Navigating the modern office requires more than technical skills; it demands an understanding of 
professional behavior, effective communication, and cultural sensitivity.

In this course, you’ll learn the essentials of workplace etiquette, including proper dress codes, 
communication best practices, time management, and maintaining respectful interactions. 
Whether you're a seasoned professional or new to the corporate world, these insights will 
enhance your ability to collaborate, build relationships, and foster a positive work environment.

Topics include:

• Network effectively, including making introductions, 

shaking hands, and using business cards appropriately

• Dress appropriately for every business occasion

• Feel comfortable when dining in business and formal 

situations

• Feel more confident about your business 

communication in every situation

• Develop that extra edge to establishes trust and 

credibility



CANNABIS AND THE 
WORKPLACE

1 - Day

Mawagiwg vedicap va�ij«awa iw ¦he À~�m�pace i� c~v�peÁ awd �e�«i�e� ��eciapiÉed mw~Àpedge ~f 
vedicap cawwabi� «�e, À~�m�pace �~picÂ, awd ca�e paÀ. Thi� iwf~�va¦i~w Àipp ew�«�e Â~« ha¿e ¦he 
¦~~p� ¦~ vi¦iga¦e �i�m iw Â~«� ~�gawiÉa¦i~w.

Thi� c~«��e iwcp«de�: aw iw¦�~d«c¦i~w ¦~ cawwabi� awd ¦he �~¦ew¦iap iv�ac¦ ~w ¦he À~�m�pace, 
iw¦e�¿ew¦i~w �¦�a¦egie�, awd de�igwiwg awd pa«wchiwg a d�«g awd apc~h~p �~picÂ.

T~�ic� iwcp«de:

• Wha¦ i� va�ij«awa/cawwabi�?

• The gewe�ap heap¦h effec¦� ~f «�iwg cawwabi�

• I��«e� aw ev�p~Âe� �h~«pd c~w�ide� if cawwabi� 

i� «�ed f~� vedicap �«��~�e�

• Re��~w�ibipi¦ie� ~f ev�p~Âee� awd ev�p~Âe��

• Pp«� v~�e…



CHANGE MANAGEMENT
1 - Day

In today’s fast-paced and competitive business environment, change is a constant and it will not 
manage itself. Businesses should take concrete steps to make change more palatable by 
understanding people’s hesitation, enlisting the help of others, setting up plans, and managing 
stressors.

In this workshop, you will learn how to manage and cope with change and how to help those 
around you.

Topics include:

• What is change?

• The change cycle

• How do people respond to change?

• Dealing with resistance

• Learn how to adapt to change

• Recognizing and Managing Stress

• Strategies on how to deal with anger

•Plus more...



COLLABORATION
1 - Day

Collaboration is a skill that is utilized with one or more people to produce or create a result or 
shared goal. Everyone in the group has a shared vision or outcome. The group not only has to work 
together, they must think together, and the product comes from group effort. 

Collaborators are equal partners. Do we know what it takes to achieve successful collaboration with 
colleagues? What are the importance and benefits of collaboration in the workplace and how can 
employers create a collaborative environment and reward employees for collaborative efforts?  

Topics include:

•  Understand the definition of collaboration

• Distinguish collaborative qualities individuals often possess

• Know and understand what it takes to work collaboratively with 

your colleagues

• Discover the difference between collaboration, cooperation and 

teamwork

•  Know what a collaborative environment looks like 

• Be aware of obstacles to collaboration

• Develop strategies to improve a collaborative work environment

• Share tips for employers to reward collaboration



COMMUNICATION 
STRATEGIES
2 - Days

Effec¦i¿e c~vv«wica¦i~w �mipp� a�e f«wdavew¦ap f~� awÂ~we Àh~ Ài�he� ¦~ iv��~¿e ¦hei� 
��~fe��i~wap awd �e��~wap �epa¦i~w�hi��. The ~bjec¦i¿e ~f ¦hi� c~«��e �h~À� �a�¦ici�aw¦� h~À ¦hei� 
c~vv«wica¦i~w �mipp� caw affec¦ ~¦he�� Àhipe hep�iwg ¦~ iv��~¿e ¦hei� c~vv«wica¦i~w �mipp� �~ ¦ha¦ 
¦heÂ vaÂ Íwd �«cce�� iw ¦he ~fÍce awd beÂ~wd.

T~�ic� iwcp«de:

• C~vv~w c~vv«wica¦i~w ��~bpev�

• Ac�«i�iwg �mipp� ¦~ a�m �e�¦iwew¦ �«e�¦i~w�

• H~À w~w-¿e�bap ve��age� c~vv«wica¦i~w� 

caw ha¿e aw iv�ac¦

• Dev~w�¦�a¦iwg ac¦i¿e-pi�¦ewiwg awd 

ev�a¦he¦ic �mipp� ¦~ ~¦he��

• H~À ¦~ hawdpe difÍc«p¦ �i¦«a¦i~w�

• Deapiwg Ài¦h �i¦«a¦i~w� a��e�¦i¿epÂ b«¦ 

Ài¦h~«¦ agg�e��i~w



CONDUCTING EFFECTIVE 
PERFORMANCE REVIEWS
3 - Days

Pe�f~�vawce �e¿ieÀ� a�e aw e��ew¦iap c~v�~wew¦ ~f ev�p~Âee de¿ep~�vew¦. The �e�f~�vawce 
�e¿ieÀ vee¦iwg i� aw iv�~�¦aw¦ a��ec¦ ~f ca�ee� �pawwiwg, awd ¦he ~«¦c~ve� ~f ¦he vee¦iwg �h~«pd 
be mw~Àw ¦~ ¦he ev�p~Âee awd �«�e�¿i�~� bef~�e ¦he vee¦iwg ¦ame� �pace.

 Se¦¦iwg g~ap� awd ~bjec¦i¿e� Àipp gi¿e b~¦h peade�� awd ev�p~Âee� a f~c«� awd i� ~we ~f ¦he meÂ 
a��ec¦� ~f vee¦iwg c~v�awÂ ~bjec¦i¿e�. Leade�� v«�¦ ap�~ pea�w h~À ¦~ gi¿e �~�i¦i¿e awd 
c~w�¦�«c¦i¿e feedbacm �~ ¦ha¦ ev�p~Âee� caw g�~À awd de¿ep~�.

T~�ic� iwcp«de:

•  T~ �ec~gwiÉe ¦he iv�~�¦awce ~f ha¿iwg a 

�e�f~�vawce �e¿ieÀ ��~ce�� f~� ev�p~Âee�

• H~À ¦~ À~�m Ài¦h ev�p~Âee� ¦~ �e¦ �e�f~�vawce 

�¦awda�d� awd g~ap�

• Smipp� iw ~b�e�¿iwg, gi¿iwg feedbacm, pi�¦ewiwg, awd 

a�miwg �«e�¦i~w�

• Aw effec¦i¿e iw¦e�¿ieÀ ��~ce�� awd ¦he ~��~�¦«wi¦Â 

¦~ ��ac¦ice ¦he ��~ce�� iw a �«��~�¦i¿e a¦v~��he�e

• H~À ¦~ vame ¦he �e�f~�vawce �e¿ieÀ pegappÂ 

defew�ibpe



CREATE A SUCESSFUL 
ONBOARDING PROGRAM
2 - Days

Did Â~« mw~À ¦ha¦ v~�¦ ev�p~Âee� decide ¦~ pea¿e a j~b Ài¦hiw ¦hei� Í��¦ 18 v~w¦h� Ài¦h aw 
~�gawiÉa¦i~w? Whew aw ev�p~Âee d~e� pea¿e, i¦ «�«appÂ c~�¦� ab~«¦ ¦h�ee ¦ive� ¦hei� �apa�Â ¦~ 
�e�pace ¦hev. 

Y~« caw g�ea¦pÂ iwc�ea�e ¦he pimepih~~d ¦ha¦ a weÀ ev�p~Âee Àipp �¦aÂ Ài¦h Â~« bÂ iv�pevew¦iwg a 
Àepp-de�igwed ~wb~a�diwg ��~g�av ¦ha¦ Àipp g«ide ¦he ev�p~Âee ¦h�~«gh ¦hei� Í��¦ v~w¦h� Ài¦h ¦he 
c~v�awÂ. Thi� À~�m�h~� Àipp eÁ�p~�e ¦he beweÍ¦� ~f ~wb~a�diwg, �h~À Â~« h~À ¦~ de�igw aw 
~wb~a�diwg f�aveÀ~�m, gi¿e Â~« ÀaÂ� ¦~ c«�¦~viÉe ¦he ��~g�av f~� diffe�ew¦ a«diewce� (iwcp«diwg 
vawage�� awd eÁec«¦i¿e�), awd dev~w�¦�a¦e h~À ¦~ vea�«�e �e�«p¦� f�~v ¦he ��~g�av. 

T~�ic� iwcp«de:

• DeÍwe ~wb~a�diwg awd de�c�ibe h~À i¦ i� diffe�ew¦ 

f�~v ~�iew¦a¦i~w

• Li�¦ ¦he fac¦~�� ¦ha¦ c~w¦�ib«¦e ¦~ a �«cce��f«p 

~wb~a�diwg ��~g�av

•  B«ipd a ¦eav ¦~ c�ea¦e aw ~wb~a�diwg ��~g�av

• De�igw a f�aveÀ~�m f~� aw ~wb~a�diwg ��~g�av 

¦ha¦ iwcp«de� ��~g�av �e¦«�, ¿a�i~«� ¦Â�e� ~f 

¦�aiwiwg, gave�, ��~g�e�� ¦�acmiwg, awd f~pp~À-«�

• Pp«� v~�e...



CREATING A POSITIVE WORK 
ENVIRONMENT
1 - Day

A positive work environment is important for the productivity of a company, but it is also important 
to us personally. Our emotional and physical health can be improved by working in a positive work 
environment. As an employee or a leader within a company, you have a responsibility to create and 
maintain a positive work environment. Even if this is not a company-wide reality, you can seek to 
provide this type of environment for your department.

Topics include:

• Recognize what a positive workplace looks like

• Know and understand the key elements necessary 

to create and maintain a positive work environment

• Understand as an employee and employer what 

you can do to personally create and maintain a 

positive work environment

• Learn and practice various methods to deal with 

workplace problems

• Discover your personal strengths and weaknesses 

in working cooperatively

• Plus more…



CREATIVITY IN THE 
WORKPLACE
1 - Day

Creative thinking in the workplace is in demand. We live in a competitive society and creativity 
improves productivity, teamwork, and innovation.
But how do we tap into our creativity when corporations and organizations require or expect it?
Creativity is a skill that can be learnt. Workplace employers and the workplace environment can 
assist and promote a creative corporate culture.

Topics include:

• Define creativity and dispel myths surrounding 

creativity.

• Learn ways to develop their creativity.

• Distinguish the importance and benefits of 

creativity in the workplace

• Recognize what a creative workplace looks like

• Foster creativity in the workplace

• Use various brainstorming techniques



CRISIS MANAGEMENT
2 - Days

Viabpe ~�gawiÉa¦i~w� weed ¦~ be �eadÂ f~� eve�gewcie� beca«�e ¦heÂ a�e a fac¦ ~f d~iwg b«�iwe��. 
The À~��¦ �paw i� w~¦ ¦~ ha¿e awÂ miwd ~f �paw a¦ app, awd ¦he be�¦ �paw� a�e ¦e�¦ed awd adj«�¦ed �~ 
¦ha¦ ¦heÂ À~�m ~¿e�¦ive. Owe �~pid �paw Àipp hep� Â~« ¦~ ��e¿ew¦, �e��~wd, awd �ec~¿e� f�~v app 
c�i�e�. Thi� c~«��e Àipp hep� Â~« ew�«�e Â~«� ~�gawiÉa¦i~w i� �eadÂ ¦~ vawage awÂ miwd ~f c�i�i�.

T~�ic� iwcp«de:

• A��igw �e~�pe ¦~ aw a���~��ia¦e c�i�i� ¦eav �~pe

• C~wd«c¦ a c�i�i� a«di¦

• E�¦abpi�h ¦he veaw� f~� b«�iwe�� c~w¦iw«i¦Â

• De¦e�viwe h~À ¦~ vawage iwcidew¦�

• Hep� ¦eav� �ec~¿e� f�~v a c�i�i�

• A��pÂ ¦he c�i�i� vawagevew¦ ��~ce��

• Pp«� v~�e...



DEALING WITH CONFLICT 
AND CONFRONTATION
1 - Day

It is inevitable that we will run into a situation where the other person is difficult, stubborn or even 
indecent. Despite one’s best efforts, it may be difficult to approach the situation in a calm and 
collected manner. In this one-day workshop, we demonstrate how to deal with an emotional 
situation and how to turn the confrontation to an amicable resolution for both parties.

Topics include:

 

• The opportunity to practice effective skills and 

strategies when faced with a difficult person or 

group

• Exploring the various types of conflict and 

conflict styles

• Educating participants on how to recognize how 

their own attitudes may impact others

• Meditation and coping strategies to help deal 

with one’s own anger



DEVELOP CRITICAL 
THINKING SKILLS
1 - Day

In today’s society, we are bombarded with messages to believe in various ideas, support causes, 
and lead our lives in a particular way. How do you separate the truth from the falsehoods?
The answer lies in critical thinking skills. The ability to clearly reason through problems and to 
present arguments in a logical, compelling way has become a key skill for survival in today’s world. 
This workshop will give you some practical tools and hands-on experience with critical thinking 
and problem solving.

Topics include:

•  Work through the critical thinking process to 

build or analyze arguments

• Develop and evaluate explanations

• Improve key critical thinking skills, including 

active listening and questioning

• Use analytical thought systems and creative 

thinking techniques

• Prepare and present powerful arguments

• Plus more…



DIVERSITY TRAINING
1 - Day

The workplace is a diverse collection of individuals who are proud of their gender, sexual 
orientation, religion, ethnic background, and all the other components that make an individual 
unique. One of the challenges for workplace leaders is how to help these diverse individuals work 
as a team. This workshop will give you ways to celebrate diversity in the workplace while bringing 
individuals together.

Topics include:

• Describe what diversity and its related terms 

mean.

• Explain how changes in the world have affected 

you and your view.

• Identify your stereotypes.

• Use terms that are politically correct and avoid 

those that are not.

• Avoid the pitfalls related to diversity.

• Use a technique for dealing with inappropriate 

behavior.

• Develop a management style to encourage 

diversity.

• Take action if you or one of your employees feels 

discriminated against.



EMOTIONAL INTELLIGENCE
1 - Day

For leaders looking to connect and motivate their team, it’s crucial that they learn about emotional 
intelligence.

Emotional intelligence is the ability to identify and manage one’s own emotions and the emotions 
of others and it is a pivotal factor in personal and professional success. Some psychologists believe 
that emotional intelligence is a better predictor of career success than an impressive résumé or a 
high IQ.

Topics include:

• History of emotional intelligence

• Recognize how our emotional health and physical 

health are related

• Learn techniques to understand, use, and 

appreciate the role of emotional intelligence in the 

workplace

• Understand the different emotions and how to 

manage them

• Validate emotions in others



FACILITATION SKILLS
2 - Days

Facilitation skills are essential for fostering collaboration, guiding productive discussions, and 
enabling groups to achieve their goals effectively. This course is designed to equip participants with 
the tools and techniques needed to lead engaging and outcome-driven meetings, workshops, and 
team activities. Through interactive learning, you will explore strategies to manage group 
dynamics, encourage diverse perspectives, and maintain focus in challenging situations. Whether 
you're a manager, educator, community leader, or team member, this course will empower you to 
create inclusive environments that inspire participation, drive consensus, and achieve impactful 
results.

Topics include:

• Distinguish facilitation from instruction and 

training

• Identify the competencies linked to effective 

small group facilitation

•  Understand the difference between content 

and process

• Identify the stages of team development and 

ways to help teams through each stage

• Use common process tools to make meetings 

easier and more productive



FUNCTIONAL BUSINESS 
WRITING SKILLS
2 - Days

Although we live in a technological world, technology is still not a viable substitute for developed 
writing skills. Industry professionals will recognize weak writing, and many people need some 
assistance when improving their writing in a business setting. This course focuses on concrete 
solutions and shares the necessary tools writers need to advance their writing skills.

Topics include:

• The value of well-written communication

• Keeping it clear and concise - how to write 

and proofread your work

• Learning to apply these writing skills in real-

world situations

• Paragraph structure, tone, and syntax 

details

• Formatting emails, letters, and memos for 

various professional settings



FUNDAMENTALS OF 
BUSINESS MANAGEMENT
3 - Days

This business management skills program is for individuals who wish to get ahead within their 
organization and people starting up their own business. This course focuses on a bit of 
everything that a business needs to become successful. In addition, you will learn about different 
business structures, who is managing and who is leading, how to create a brand and the value of 
a strategic plan.

Topics include:

• Apply the best methods for creating, leading, 

and managing their own business

• Establish an organizational framework 

through operations, finance, and leadership

• Set up an effective and efficient system for 

hiring, retaining, and succession planning

• Start researching and designing their 

strategic plan

• Describe the essential elements of marketing, 

sales, and their company brand

•  Apply financial and accounting terms 

correctly



HARASSMENT IN THE 
WORKPLACE
2 - Days

Workplace harassment undermines professional environments, damages morale, and disrupts 
productivity. This course is designed to empower employees and leaders by providing a clear 
understanding of what constitutes workplace harassment, how to identify it, and the steps to 
prevent and address it effectively. Through engaging content and practical scenarios, participants 
will learn how to foster a culture of respect, inclusivity, and accountability, ensuring a safe and 
supportive workplace for everyone.

Topics include: 

• Explaining acceptable workplace behaviour

• Assisting in creating a harassment policy

• Stating some ways to prevent harassment and 

understand what role they can play

• Demonstrating some ways to protect 

themselves from harassment

• Understanding the complaint process, from the 

complaint to the reply, to mediation or 

investigation, to a solution

• Helping the workplace return to normal after a 

harassment incident 



HUMAN RESOURCES 
TRAINING FOR THE NON-HR 
MANAGER
3 - Days

Iw ¦~daÂ’� fa�¦-v~¿iwg À~�pd, vawÂ vawage�� awd �«�e�¿i�~�� a�e eÁ�ec¦ed ¦~ deap Ài¦h �~ve 
h«vaw �e�~«�ce i��«e�. TheÂ vaÂ be a�med ¦~ ¦ame �a�¦ iw de¿ep~�iwg j~b de�c�i�¦i~w�, ¦ame �a�¦ iw 
iw¦e�¿ieÀ�, ~� ¦ame �e��~w�ibipi¦Â f~� di�ci�piwe. Thi� À~�m�h~� Àipp iw¦�~d«ce ¦h~�e vawage�� ¦~ 
h«vaw �e�~«�ce c~wce�¦�. We Àipp Àapm Â~« ¦h�~«gh ¦he hi�iwg ��~ce��, f�~v �e�f~�viwg a �mipp� 
iw¿ew¦~�Â ¦~ c~wd«c¦iwg ¦he iw¦e�¿ieÀ; di�c«�� ~�iew¦a¦i~w; awd c~¿e� �~ve i��«e� ¦ha¦ a�i�e af¦e� 
¦he hi�iwg (�«ch a� di¿e��i¦Â i��«e�, c~v�ew�a¦i~w, awd di�ci�piwe).

T~�ic� iwcp«de:

• Idew¦ifÂ c«��ew¦ i��«e� iw ¦he h«vaw �e�~«�ce 

Íepd awd ¦he chawgiwg �~pe ~f �«�e�¿i�~�� awd 

vawage�� iw ¦e�v� ~f HR f«wc¦i~w�

• W�i¦e j~b ��eciÍca¦i~w� awd idew¦ifÂ c~�e 

c~v�e¦ewcie�

• A��pÂ ve¦h~d� ~f Íwdiwg, �epec¦iwg, awd 

mee�iwg ¦he be�¦ �e~�pe «�iwg beha¿i~«�ap 

de�c�i�¦i~w iw¦e�¿ieÀiwg ¦echwi�«e�

• Ge¦ weÀ ev�p~Âee� ~ff ¦~ a g~~d �¦a�¦

• Uwde��¦awd c~v�ew�a¦i~w beweÍ¦�



INFLUENCE AND 
PERSUASION
1 - Day

Today’s organizational environments require you to get results by working effectively with others. 
Exceptional persuasion and influencing skills enable you to do this successfully, regardless of your 
position.
In this workshop, you will gain insights into the nature of influence and your own influence style 
that will equip you with the knowledge you need to build credibility with others. You’ll learn to 
craft compelling messages that will allow you to connect emotionally to your stakeholders and 
enable you to negotiate with greater success.

Topics include:

•  Make decisions about using persuasion versus 

manipulation

• Apply the concepts of pushing and pulling when 

influencing others

• Use different techniques for getting persuasive 

conversations and presentations underway

• Make a persuasive presentation by using the 5 S’s

• Apply storytelling techniques to extend the 

influence

• Leverage concepts of neuro-linguistic 

programming in everyday influence and persuasion



INVENTORY MANAGEMENT
1 - Day

The Iw¿ew¦~�Â Mawagevew¦ ¦�aiwiwg c~«��e i� de�igwed f~� �e~�pe À~�miwg Ài¦h Àa�eh~«�e ~� 
�¦~cm�~~v vawage�� awd Àh~ a�e �e��~w�ibpe f~� Àha¦ c~ve� iw awd g~e� ~«¦ ~f ¦he c~v�awÂ. 
Thi� c~«��e �h~À� iwdi¿id«ap� h~À ¦~ pead aw efÍciew¦pÂ-~�e�a¦ed awd c~�¦-effec¦i¿e iw¿ew¦~�Â 
��~ce��, Ài¦h ew~«gh ��~d«c¦� a¿aipabpe f~� �ape awd a �«fÍciew¦ av~«w¦ ~f �¦~cm�iped ��~d«c¦�.

T~�ic� iwcp«de:

•  Uwde��¦awd ¦e�v� ¦ha¦ a�e f�e�«ew¦pÂ «�ed 

iw Àa�eh~«�e vawagevew¦ 

• Idew¦ifÂ ¦he g~ap� awd ~bjec¦i¿e� ~f 

iw¿ew¦~�Â vawagevew¦ awd vea�«�e Â~«� 

��~ce�� agaiw�¦ ¦he�e g~ap�

• Capc«pa¦e �afe¦Â �¦~cm, �e~�de� �~iw¦�, awd 

~�de� �«aw¦i¦ie�

• E¿ap«a¦e iw¿ew¦~�Â vawagevew¦ �Â�¦ev�

• Idew¦ifÂ ¦he �a�¦� ~f ¦he iw¿ew¦~�Â cÂcpe

• Be¦¦e� vaiw¦aiw iw¿ew¦~�Â acc«�acÂ



LEADERSHIP ESSENTIALS: 
COACHING, DELEGATING, 
AND MOTIVATING
3 - Days

Effective leadership is the cornerstone of team success, and this course equips leaders with the 
essential skills to inspire and empower their teams. Participants will explore the core principles of 
coaching, mentoring, delegating, and motivating, learning how to unlock potential, build trust, and 
drive performance. Through practical strategies and interactive exercises, this course provides the 
tools to cultivate strong relationships, foster growth, and create a positive, results-oriented 
workplace culture. Whether you're a seasoned leader or new to the role, this course will elevate 
your leadership capabilities.

Topics include:

• What does effective coaching, delegating, and 

motivating look like?

• Learn how to create a climate that embraces all 

three skills

• Identify and assess employees who need coaching 

and motivating

• Learn what to delegate and what not to delegate 

and how to delegate those things well

• Take control of factors that can derail your 

workplace productivity



LEARN TIME MANAGEMENT 
SKILLS
1 - Day

Time is money, the saying goes, and lots of it gets lost in disorganization and disruption. We also 
deal with a constant barrage of technology, people, and tasks that can contribute to that 
disorganization. Many people find that they flit from one task to another, trying to get everything 
done.

In this workshop, you will learn how to make the most of your time by getting a grip on your 
workflow and office space, using your planner effectively, and delegating some of your work to 
other people.

Topics include:

• Effectively organize yourself and your 

workspace

• Learning different techniques on how to 

prioritize your workload

• Identifying the right things to be doing and 

develop plans for doing them

• Learning what to delegate and what not to 

delegate and how to delegate those things well

• Taking control of factors that can derail your 

workplace productivity 



LOGISTICS AND SUPPLY 
CHAIN MANAGEMENT
2 - Days

The supply chain is a crucial part of any business’ success. Optimizing the flow of products and 
services as they are planned, sourced, made, delivered, and returned can give your business an 
extra competitive edge.

This course will introduce you to the basic concepts of supply chain management, including the 
basic flow, core models, supply chain drivers, key metrics, benchmarking techniques, and ideas 
for taking your supply chain to the next level.

Topics include:

• The basic supply chain structure

• Supply chain drivers

• Aligning your supply chain with business strategy

• Managing supply chain risks 

• Tracking and evaluating supply chain data

• Troubleshooting supply chain problems

• Sharing supply chain activities

• Sustainable supply chain strategies

• Applying lean techniques to the supply chain

• The future of supply chain management



MANAGING ACROSS 
CULTURES
1 - Day

Our culture defines many aspects of how we think, feel, and act. It can be challenging for 
managers to bridge cultural differences and bring employees together into a functioning team. 
This course will give supervisors and managers easy-to-use techniques for communicating 
across cultures, building teams, promoting multiculturalism in the organization, and leveraging 
the global talent pool.

Topics include:

 

• Define what culture is and how it shapes the 

workplace

• Identify how stereotypes shape our perception

• Develop useful cross-cultural attitudes 

• Communicate effectively across cultures

• Effectively manage employees from different 

cultures 

• Help teams overcome cross-cultural and 

virtual barriers

• Promote acceptance and awareness in your 

organization to help create a multicultural 

environment



NEGOTIATING FOR RESULTS

2 - Days

Neg~¦ia¦iwg i� ab~«¦ �e�~p¿iwg diffe�ewce� awd �e~�pe Àh~ caw va�¦e� ¦he ��~ce�� ~f weg~¦ia¦i~w 
Íwd ¦ha¦ ¦heÂ caw �a¿e ¦ive awd v~weÂ awd de¿ep~� a highe� deg�ee ~f �a¦i�fac¦i~w Ài¦h ~«¦c~ve� 
a¦ h~ve awd a¦ À~�m. Whe¦he� Â~« a�e À~�miwg ~w a ��~jec¦ ~� f«pÍppiwg �«��~�¦ d«¦ie�, ¦hi� 
À~�m�h~� Àipp ��~¿ide Â~« Ài¦h a ba�ic c~vf~�¦ pe¿ep ¦~ weg~¦ia¦e iw awÂ �i¦«a¦i~w. Thi� iw¦e�ac¦i¿e 
À~�m�h~� iwcp«de� ¦echwi�«e� ¦~ ��~v~¦e effec¦i¿e c~vv«wica¦i~w awd gi¿e� Â~« ¦echwi�«e� f~� 
¦«�wiwg face-¦~-face c~wf�~w¦a¦i~w iw¦~ �ide-bÂ-�ide ��~bpev �~p¿iwg.

T~�ic� iwcp«de:

•  H~À ~f¦ew Àe app weg~¦ia¦e awd ¦he beweÍ¦� ~f 

g~~d weg~¦ia¦i~w �mipp�

• The iv�~�¦awce ~f ��e�a�iwg f~� ¦he weg~¦ia¦i~w 

��~ce��, �ega�dpe�� ~f ¦he ci�c«v�¦awce�

• The ¿a�i~«� weg~¦ia¦i~w �¦Âpe� awd ¦hei� 

ad¿aw¦age� awd di�ad¿aw¦age�

• S¦�a¦egie� f~� deapiwg Ài¦h ¦~«gh ~� «wfai� ¦ac¦ic�

• Smipp� iw de¿ep~�iwg ap¦e�wa¦i¿e� awd �ec~gwiÉiwg 

~�¦i~w�

• Ba�ic weg~¦ia¦i~w ��iwci�pe�, iwcp«diwg BATNA, 

WATNA, WAP, awd ¦he ZOPA



NETWORKING FOR SUCCESS

2 - Days

Before the digital age, workers would build a network of working relationships to improve their 
careers. Today, networking is even more important for expanding one’s business or career options. 
In this course, we explore the most effective platforms and techniques for business networkers.
Whether people want to network in person at big or small events, or they are trying to figure out 
how to make the most out of digital platforms like LinkedIn, this course explores the most 
effective ways of networking!

Topics include:

• Introduce themselves in a meaningful, 

memorable way, even if they have never worked 

on an elevator pitch before

• Be goal focused about networking so that they 

can make the most of events that they attend

• Apply the concept of give first and be helpful 

as part of a system of reciprocity

• Use strategy and systems in order to network 

effectively

• Leverage the availability and usefulness of the 

Internet, including LinkedIn



ORDER DESK AND CALL 
CENTRE TRAINING
3 - Days

Either manning a service desk or on the phone, businesses need well trained employees who can 
get through to their customers and provide superior service. This three-day inclusive training 
course helps anyone learn to make the most of their profession, including understanding the best 
ways to listen and be heard. All phone or face-to-face interactions have some elements of sales or 
customer service skills, which are explored in detail throughout this hands-on course.

Topics include:

• Subtleties of body language and verbal skills

• Verbal communication traits such as pitch, 

tempo, and tone

• Questioning and listening skills

• How to effectively say “no” and deliver bad news

• Implementing effective negotiating skills

• The need to create and deliver meaningful 

messages

• The value of personalizing interactions and 

developing relationships

• Various methods for managing stress



OVERCOMING YOUR FEAR 
OF PUBLIC SPEAKING

1 - Day

D~ Â~« ge¦ we�¿~«� Àhew ��e�ew¦iwg a¦ c~v�awÂ vee¦iwg�? D~ Â~« Íwd i¦ ha�d ¦~ vame 
c~w¿e��a¦i~w a¦ ga¦he�iwg� awd �~ciap e¿ew¦�? D~ Â~« p~cm «� iw aÀmÀa�d �~ciap �i¦«a¦i~w�? If �~, 
¦hi� À~�m�h~� i� j«�¦ f~� Â~«! I¦’� aived a¦ awÂb~dÂ Àh~ Àaw¦� ¦~ iv��~¿e ¦hei� ��eamiwg �mipp� iw 
iwf~�vap �i¦«a¦i~w�. We’pp gi¿e Â~« ¦he c~wÍdewce awd ¦he �mipp� ¦~ iw¦e�ac¦ Ài¦h ~¦he��, ¦~ ��eam iw 
iwf~�vap �i¦«a¦i~w�, awd ¦~ ��e�ew¦ iw f�~w¦ ~f �vapp g�~«��.

T~�ic� iwcp«de:

• S�eam Ài¦h v~�e c~wÍdewce iw ~we-~w-~we 

c~w¿e��a¦i~w� 

• Feep v~�e c~wÍdew¦ ��eamiwg �~ciappÂ ~� 

�vapp g�~«�� �«ch a� vee¦iwg�

• P�ac¦ice de¿ep~�iwg ¦he�e �mipp� iw a �afe awd 

�«��~�¦i¿e �e¦¦iwg

• Pp«� v~�e...



PRINCIPLES OF PROJECT 
MANAGEMENT
3 - Days

P�~jec¦ vawagevew¦ i� a ¿i¦ap �mipp f~� ¦«�wiwg idea� iw¦~ �«cce��f«p ~«¦c~ve�, awd ¦hi� begiwwe� 
c~«��e ��~¿ide� a �~pid f~«wda¦i~w ¦~ ge¦ �¦a�¦ed. De�igwed f~� ¦h~�e weÀ ¦~ ¦he Íepd, ¦he c~«��e 
iw¦�~d«ce� meÂ c~wce�¦�, ¦~~p�, awd ¦echwi�«e� f~� �pawwiwg, eÁec«¦iwg, awd c~v�pe¦iwg ��~jec¦� 
effec¦i¿epÂ. Pa�¦ici�aw¦� Àipp pea�w h~À ¦~ �e¦ cpea� ~bjec¦i¿e�, vawage �e�~«�ce�, v~wi¦~� ��~g�e��, 
awd c~vv«wica¦e Ài¦h �¦ameh~pde��. BÂ ¦he ewd ~f ¦he c~«��e, Â~«'pp ha¿e ¦he c~wÍdewce awd 
mw~Àpedge ¦~ vawage �vapp ��~jec¦� awd c~w¦�ib«¦e effec¦i¿epÂ ¦~ pa�ge� ~we�, �e¦¦iwg ¦he �¦age f~� 
f«¦«�e �«cce�� iw ��~jec¦ vawagevew¦.

T~�ic� iwcp«de:

• Uwde��¦awd Àha¦ i� veaw¦ bÂ a ��~jec¦.

• Rec~gwiÉe Àha¦ �¦e�� v«�¦ be ¦amew ¦~ 

c~v�pe¦e ��~jec¦� ~w ¦ive awd ~w b«dge¦.

• Sepp idea� awd vame ��e�ew¦a¦i~w�.

• U�e �iv�pe ¦echwi�«e� awd ¦~~p� f~� �pawwiwg 

awd ¦�acmiwg a ��~jec¦.

• U�e ve¦h~d� f~� mee�iwg ¦he ¦eav f~c«�ed awd 

v~¦i¿a¦ed.



PROBLEM-SOLVING AND 
DECISION MAKING
2 - Days

We make decisions and solve problems continually. We start making decisions before we even get 
out of bed (shall I get up now or not?). Sometimes, we will have made as many as 50 decisions by 
the time we leave for work. Despite all the natural decision making that goes on and the problem 
solving we do, some people are very uncomfortable with having to make decisions. 
The key rests in our ability to identify options, research them, and then put things together in a way 
that works. Having a process to work through can take the anxiety out of problem solving and make 
decisions easier.

Topics include:

• Apply problem solving steps and tools

• Analyze information to clearly describe 

problems

• Identify appropriate solutions

• Think creatively and be a contributing 

member of a problem-solving team

• Select the best approach for making decisions

• Create a plan for implementing, evaluating, 

and following up on decisions

• Avoid common decision-making mistakes



PUBLIC RELATIONS
2 - Days

The Íepd ~f �«bpic �epa¦i~w� ha� chawged Ài¦h ¦he e¿~p«¦i~w ~f c~v�«¦e�� awd ¦he ��eed Ài¦h 
Àhich iwf~�va¦i~w caw ���ead. H~Àe¿e�, ¦he weed f~� �«bpic �epa¦i~w� ¦~ be cpea�, c~wci�e, awd 
acc«�a¦e Àhipe beiwg c~v�pe¦epÂ a���~��ia¦e f~� ¦he �i¦«a¦i~w ha� w~¦ chawged. Iw ¦hi� c~«��e, 
peade�� Àipp pea�w h~À ¦~ de¦e�viwe ¦he ¦Â�e ~f iwf~�va¦i~w �e�«i�ed, a���~ach PR �¦�a¦egicappÂ, 
c�ea¦e c~v�eppiwg �epea�e�, awd vawage ¦hei� vedia �epa¦i~w�. 

T~�ic� iwcp«de:

•  A��pÂ ¦he diffe�ew¦ �«��~�e� ¦~ �¦�a¦egic ¿�. 

¦ac¦icap PR

• De�igw a PR �¦�a¦egÂ

• De¿ep~� �¦�~wg �epa¦i~w�hi�� Ài¦h �e�~�¦e�� 

awd j~«�wapi�¦�

• Tame ¦hei� c~vv«wica¦i~w �mipp� ¦~ a highe� 

pe¿ep 

• Pp«� v~�e...



PURCHASING AND 
PROCUREMENT FOR THE 
BEGINNER
2 - Days

Purchasing and procurement extends past getting the products and services that an organization 
needs at the right time and the right price. This field has evolved to include strategic relationship 
building, supply chain management, and communication with stakeholders to continually improve 
processes and results.

Topics include:

• The value of procurement

• The five rights of purchasing

• Checklist for supplier evaluation

• The purchasing cycle

• Managing competitive bidding with RFPs and 

RFQs

• Techniques for successful negotiation

• Risk management

• Agile procurement

• The role of cross-functional teams in 

purchasing and procurement



RISK MANAGEMENT
1 - Day

Ri�m vawagevew¦ ha� p~wg beew a meÂ �a�¦ ~f ��~jec¦ vawagevew¦, awd i¦ ha� ap�~ bec~ve aw 
iwc�ea�iwgpÂ iv�~�¦aw¦ �a�¦ ~f ~�gawiÉa¦i~wap be�¦ ��ac¦ice�. C~��~�a¦i~w� ha¿e �eapiÉed ¦ha¦ 
effec¦i¿e �i�m vawagevew¦ caw w~¦ ~wpÂ �ed«ce ¦he wega¦i¿e iv�ac¦ ~f c�i�e�; i¦ caw ��~¿ide �eap 
beweÍ¦� awd c~�¦ �a¿iwg�.
The �i�m vawagevew¦ f�aveÀ~�m ��~¿ided iw ¦hi� À~�m�h~� i� ÎeÁibpe ew~«gh f~� awÂ 
~�gawiÉa¦i~w. Y~« caw a��pÂ i¦ ¦~ a �iwgpe ��~jec¦ ~� a de�a�¦vew¦ ~� «�e i¦ a� a ba�i� f~� aw 
ew¦e���i�e-Àide �i�m vawagevew¦ ��~g�av.

T~�ic� iwcp«de:

• DeÍwe �i�m awd �i�m vawagevew¦

• E�¦abpi�h a �i�m vawagevew¦ c~w¦eÁ¦

• De�c�ibe ¦he 7 R’� awd 4 T’� ¦ha¦ f~�v ¦he f�aveÀ~�m 

~f �i�m vawagevew¦ ac¦i¿i¦ie�

• De�igw awd c~v�pe¦e a ba�ic �i�m a��e��vew¦

• De¦e�viwe ¦he a���~��ia¦e �e��~w�e ¦~ �i�m� awd 

c�ea¦e a �paw f~� ¦h~�e �e��~w�e�

• De�c�ibe ¦he meÂ c~v�~wew¦� ~f �e�~�¦iwg, 

v~wi¦~�iwg, awd e¿ap«a¦i~w ~f a �i�m vawagevew¦ 

��~g�av



SKILLS FOR THE 
ADMINISTRATIVE ASSISTANT
2 - Days

Adviwi�¦�a¦i¿e a��i�¦aw¦� a�e ¦he bacmb~we ~f awÂ ~�gawiÉa¦i~w, ew�«�iwg ~�e�a¦i~w� �«w �v~~¦hpÂ 
awd efÍciew¦pÂ. Thi� c~«��e i� de�igwed ¦~ ��~¿ide a��i�iwg awd c«��ew¦ adviwi�¦�a¦i¿e 
��~fe��i~wap� Ài¦h ¦he �mipp� awd mw~Àpedge ¦~ eÁcep iw ¦hei� �~pe�. Pa�¦ici�aw¦� Àipp pea�w e��ew¦iap 
¦echwi�«e� f~� ~�gawiÉa¦i~w, c~vv«wica¦i~w, ¦ive vawagevew¦, awd ��~bpev-�~p¿iwg, a� Àepp a� 
��~ÍciewcÂ iw meÂ ~fÍce ¦echw~p~gie� awd ¦~~p�. Whe¦he� Â~«'�e �¦a�¦iwg Â~«� ca�ee� ~� p~~miwg ¦~ 
ewhawce Â~«� eÁ�e�¦i�e, ¦hi� c~«��e Àipp ��e�a�e Â~« ¦~ c~wÍdew¦pÂ �«��~�¦ ¦eav�, vawage 
��i~�i¦ie�, awd c~w¦�ib«¦e ¦~ ~�gawiÉa¦i~wap �«cce��.

T~�ic� iwcp«de:

• Uwde��¦awd ¦he iv�~�¦awce ~f ��~fe��i~wap 

��e�ewce ~w ¦he j~b. 

• Lea�w h~À ¦~ �epf-vawage ¦~ bec~ve v~�e 

effec¦i¿e awd efÍciew¦.

• Iv��~¿e Â~«� c~vv«wica¦i~w� �mipp�, 

iwcp«diwg pi�¦ewiwg, �«e�¦i~wiwg, awd beiwg 

v~�e a��e�¦i¿e.

• Iwc�ea�e Â~«� effec¦i¿ewe�� iw �ec~gwiÉiwg 

awd vawagiwg c~wÎic¦ awd deapiwg Ài¦h 

difÍc«p¦ �e~�pe.



SKILLS FOR THE SERVICE 
ADVISOR
2 - Days

Service advisors play a critical role in delivering exceptional customer experiences while bridging 
the gap between clients and technical teams. This course is tailored to equip aspiring and current 
service advisors with the skills needed to excel in customer service, communication, and sales. 
Participants will learn how to effectively identify customer needs, provide clear explanations of 
services, manage expectations, and build long-term trust. With a focus on professionalism, 
problem-solving, and upselling techniques, this course prepares you to thrive in a fast-paced, 
customer-centric environment.

Topics include:

• Understanding the roles and responsibilities 

of a service advisor

• Understand the legal obligations for the 

position

• Demonstrating a customer service approach

• Understanding how your own behavior 

affects the behavior of others

• Demonstrating confidence and skill as a 

problem solver

• Providing accurate repair estimates

• Plus more…



STARTING A SMALL BUSINESS
2 - Days

S¦a�¦iwg a �vapp b«�iwe�� i� aw eÁci¦iwg j~«�weÂ ¦ha¦ �e�«i�e� ��e�a�a¦i~w, mw~Àpedge, awd 
�¦�a¦egic �pawwiwg. Thi� c~«��e i� de�igwed ¦~ g«ide a��i�iwg ew¦�e��ewe«�� ¦h�~«gh ¦he e��ew¦iap 
�¦e�� ~f pa«wchiwg awd vawagiwg a �«cce��f«p b«�iwe��. F�~v de¿ep~�iwg a �~pid b«�iwe�� �paw 
awd «wde��¦awdiwg Íwawce� ¦~ va�me¦iwg �¦�a¦egie� awd wa¿iga¦iwg pegap �e�«i�evew¦�, 
�a�¦ici�aw¦� Àipp gaiw ��ac¦icap iw�igh¦� awd ¦~~p� ¦~ ¦«�w ¦hei� idea� iw¦~ �eapi¦Â. Whe¦he� Â~«’�e 
eÁ�p~�iwg a �ide h«�¦pe ~� b«ipdiwg a f«pp-¦ive ¿ew¦«�e, ¦hi� c~«��e ��~¿ide� ¦he f~«wda¦i~w ¦~ 
�¦a�¦ �¦�~wg awd g�~À Ài¦h c~wÍdewce.

T~�ic� iwcp«de:

• Re�ea�ch awd awapÂÉe ¦he iwdi¿id«ap c~v�~wew¦� 

weeded f~� a b«�iwe�� �paw

• Lea�w ab~«¦ ¦he ¦�ai¦� ~f aw ew¦�e��ewe«�

• EÁ�paiw ¦he �«��~�e awd f«¦«�e ~f Â~«� b«�iwe�� 

iw ea�Â ¦~ «wde��¦awd ¦e�v�

• EÁaviwe Àhe�e ¦~ p~~m f~� Íwawciwg 

• Cpa�ifÂ ¦he �¦e�� weeded ¦~ ge¦ Â~«� b«�iwe�� ~ff 

¦he g�~«wd



STRATEGIC PLANNING
2 - Days

If you and the people who work with you don’t understand where the company is going, they may 
all develop their own priorities and actually prevent you from getting where you need to be. Part 
of getting everyone on board is creating a strategic plan complete with the organization’s values, 
vision, and mission. Then, there is the challenge of bringing these principles to life in a meaningful 
way that people can relate to. This course will help you describe what you want to do and get 
people where you want to go.

Topics include:

•  Identify the values that support their company

• Define the vision for their company

• Write a mission statement that explains what the 

company’s purpose is

• Complete meaningful SWOT analysis

• Apply tools and techniques to create a strategic 

plan that directs the organization from the 

executive to the front line

• Implement, evaluate, and review a strategic plan

• Identify how related tools, such as the strategy 

map and balanced scorecard, can help them 

develop a strategic plan



STRESS MANAGEMENT
1 - Day

Pe~�pe ¦~daÂ a�e eÁ�e�iewciwg j~b b«�w~«¦ awd �¦�e�� iw e�idevic ��~�~�¦i~w�. MawÂ �e~�pe feep 
¦he devawd� ~f ¦he À~�m�pace, c~vbiwed Ài¦h ¦he devawd� ~f h~ve, ha¿e bec~ve ¦~~ v«ch ¦~ 
hawdpe. Thi� À~�m�h~� eÁ�p~�e� ¦he ca«�e� ~f �«ch �¦�e�� awd �«gge�¦� gewe�ap awd ��eciÍc �¦�e�� 
vawagevew¦ �¦�a¦egie� ¦ha¦ �e~�pe caw «�e e¿e�Â daÂ.

T~�ic� iwcp«de:

• Uwde��¦awdiwg ¦ha¦ �¦�e�� i� aw 

«wa¿~idabpe �a�¦ ~f e¿e�Âb~dÂ’� pife

• Rec~gwiÉe ¦he �Âv�¦~v� ¦ha¦ ¦epp Â~« 

Àhew Â~« ha¿e ch�~wic �¦�e�� ~¿e�p~ad

• Chawgiwg ¦he �i¦«a¦i~w� awd ac¦i~w� 

¦ha¦ caw be chawged

• H~À ¦~ deap be¦¦e� Ài¦h �i¦«a¦i~w� awd 

ac¦i~w� ¦ha¦ caw’¦ be chawged

• C�ea¦iwg aw ac¦i~w �paw f~� À~�m, h~ve, 

awd �paÂ ¦~ hep� �ed«ce awd vawage 

�¦�e��



THE FUNDAMENTALS OF 
CUSTOMER SERVICE
2 - Days

The Fundamentals of Customer Service course has been developed with the help of organizations 
that consistently exceed exemplary customer service. This workshop is focused on managing 
customer expectations and dealing with challenging service situations. The Fundamentals of 
Customer Service course will outdo the competition and show how a company can be loyal to 
their customers.

Topics include:

• Exhibiting true customer service within all 

aspects of a business

• Recognizing how your own behaviour 

affects other peoples’ behaviour

• Showing confidence and skill as a critical 

problem solver

• Utilizing techniques on how to deal with 

difficult customers

• Choosing to make the correct choices that 

will provide superior service



THE PROFESSIONAL 
SUPERVISOR
3 - Days

Supervisors play a pivotal role in bridging the gap between management and frontline teams, 
ensuring goals are met while fostering a productive work environment. This course is designed to 
equip new and aspiring supervisors with the skills and knowledge to lead effectively. Participants 
will explore key areas such as communication, team building, conflict resolution, performance 
management, and decision-making. Through practical tools and strategies, this course prepares 
you to confidently handle the challenges of supervision, inspire your team, and drive 
organizational success.

Topics include:

• Clarify the scope and nature of a supervisory position

• Learn some ways to deal with the challenges of the role

• Recognize the responsibilities you have as a supervisor, 

to yourself, your team, and your organization

• Acquire a basic understanding of leadership, team 

building, communication, and motivation, and what part 

they play in effective supervision.

• Develop strategies for motivating your team, giving 

feedback, and resolving conflict.



TRAIN THE TRAINER
3 - Days

Ev�~Àe�iwg ~¦he�� ¦h�~«gh effec¦i¿e ¦�aiwiwg i� b~¦h a �mipp awd aw a�¦, awd ¦hi� c~«��e i� de�igwed 
¦~ hep� Â~« va�¦e� i¦. The T�aiw-¦he-T�aiwe� c~«��e e�«i�� �a�¦ici�aw¦� Ài¦h ¦he ¦~~p� awd 
¦echwi�«e� ¦~ de�igw, depi¿e�, awd e¿ap«a¦e iv�ac¦f«p ¦�aiwiwg �e��i~w�. Y~«’pp pea�w h~À ¦~ ewgage 
di¿e��e a«diewce�, ada�¦ Â~«� a���~ach ¦~ diffe�ew¦ pea�wiwg �¦Âpe�, awd c�ea¦e aw ew¿i�~wvew¦ ¦ha¦ 
f~�¦e�� g�~À¦h awd de¿ep~�vew¦. Whe¦he� Â~«’�e weÀ ¦~ ¦�aiwiwg ~� p~~miwg ¦~ �eÍwe Â~«� �mipp�, 
¦hi� c~«��e Àipp ��e�a�e Â~« ¦~ c~wÍdew¦pÂ pead �e��i~w� ¦ha¦ pea¿e a pa�¦iwg iv��e��i~w.

T~�ic� iwcp«de:

• Rec~gwiÉe ¦he iv�~�¦awce ~f c~w�ide�iwg ¦he 

�a�¦ici�aw¦� awd ¦hei� ¦�aiwiwg weed�, iwcp«diwg ¦he 

diffe�ew¦ pea�wiwg �¦Âpe� awd ad«p¦ pea�wiwg ��iwci�pe�.

• Kw~À h~À ¦~ À�i¦e ~bjec¦i¿e� awd e¿ap«a¦e Àhe¦he� 

¦he�e ~bjec¦i¿e� ha¿e beew ve¦ a¦ ¦he ewd ~f a ¦�aiwiwg 

�e��i~w.

• De¿ep~� aw effec¦i¿e ¦�aiwiwg �¦Âpe, «�iwg a���~��ia¦e 

¦�aiwiwg aid� awd ¦echwi�«e�.

• C~wd«c¦ a �h~�¦ g�~«� ¦�aiwiwg �e��i~w ¦ha¦ 

iwc~��~�a¦e� ¦he�e ¦�aiwiwg c~wce�¦�.
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