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About Us 

 

Training and Development Solutions is a UK training and development solutions provider delivering 

open, in-house and bespoke customer care, human resources, management, marketing, professional 

development and sales training for all types of organisations. We aim to understand our clients and 

build long term relationships with them so that we can provide tailored training and development 

solutions to meet their specific needs.  

We look forward to welcoming you to our growing list of satisfied clients.  

Top 
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Frequently Asked Questions 

Do you run courses for only one delegate? 

 

Yes we do and we have received excellent feedback from delegates who have attended a one-to-one 

course. 

How can I pay for my course? 

 

Payment for all of our courses can be made by cheque, BACS or credit card. We will send an invoice 

to you by e-mail (or to your nominated recipient) and you will then have 30 days to make payment.  

How do I access free places on your course(s)? 

 

When you put more than one delegate on an open or in-house course we will give you a discount for 

the additional delegates. As numbers increase we will start to offer you places free of charge. 

How do I book a place on a course? 

 

By using the on-line booking form or by contacting us directly with your requirement. 

How do you conduct a training needs analysis? 

 

Training needs analysis (TNA) involves a meeting between us when we will visit you at your office 

to discuss staff roles, known skill gaps and to then discuss and make recommendations on the most 

appropriate training or development programme. If skill gaps are not known, or a more detailed TNA 

is required, we can work with you to identify or confirm the specific skills and capabilities required for 

each job role.  

 

This will be followed by a skills audit (using various methods) and analysis which will be presented 

back to you as a written gap analysis with training priorities and recommendations. For this more 

detailed TNA we would wish to discuss a reasonable fee for our time. Should the training need fall 

within our area of expertise we will offer to prepare a proposal and estimate for training delivery. This 

does not commit you in any way.  

If any training needs do not fall within our area of expertise we will be honest and tell you so. 

Sometimes we can put you in touch with partner companies working in different areas e.g. health and 

safety. 

How many places can I book? 

 

As many as you need, up to the maximum number for the course in which you are interested. 

Maximum numbers can be found on the pages that detail where and when a course will run. 

Alternatively, contact us directly with your requirement. 

How much does each course cost? 

 

Most of our one day courses cost £464.13 (£395 + VAT) per delegate and two day courses cost 

£934.13 (£795 + VAT) per delegate; however, the exact cost can be found in the 'Course Fees' 
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section of each course. If you have more than one delegate to book onto a course we offer a discount 

for the second and subsequent delegate(s) providing they all attend the same course on the same 

date. 

If you have a question about one of our late offers then please contact us for details and we will be 

happy to provide you with the cost and availability of places for your chosen course. 

I have booked a course in error. What do I do? 

 

Please contact us as soon as possible and let us know that you have made a mistake. We will cancel 

a course booking as long as: 

¶ Cancellation is made by the same person who booked the course 

¶ Cancellation is made within 7 days of the original booking 

¶ Cancellation is not within the period where cancellation charges are applied 

What does a training day(s) involve? 

 

Most courses are based on PowerPoint presentations but are highly interactive and include a variety 

of discussions, exercises, questionnaires and assessments and sometimes video. The varied format 

makes the day more interesting and memorable and facilitates enhanced learning. We provide 

comprehensive course materials and a course book that helps to capture points learned. During and 

at the end of the course delegates are asked to consider and record which points they can apply to 

their workplace and which skills they may wish to develop further. 

What if I can't find a course that suits my needs? 

 

We will be happy to put a course together for you if it falls within our area of expertise. If it does not 

we will be honest and tell you so. Sometimes we can put you in touch with partner companies working 

in different areas for example health and safety training. 

What if I want my course tailored? 

 

All in-house (bespoke) courses can be tailored to meet your training requirements precisely. Unless 

substantial development of the material is required this is usually at no extra cost. 

What if I would prefer to have the course at my office or locally? 

 

If this is the case then we will come to you and deliver the course in-house which might be on your 

business premises or if you prefer it off-site, at a local venue. This is an option for all of our courses. 

Please let us know if you would prefer the course delivered in-house at the time of booking. 

What training is delivered on each course? 

 

We deliver exactly what is detailed in each course outline. To obtain a copy of the outline please 

download a copy of our latest training course brochure and a link is provided at the bottom of this 

page. 

http://www.trainanddevelop.co.uk/contact_us.php
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When are the courses held? 

 

Scheduled dates for all open courses can be found by navigating to the course you are interested and 

selecting the relevant option on the page. If you have elected to have the course run in-house, please 

contact us and we will arrange a mutually convenient date. 
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Where are the courses held? 

 

Training and Development Solutions (UK) Ltd train extensively throughout the UK utilising our clients 

premises and purpose-built training venues. Our preferred supplier for open (public) courses is Regus 

plc and the addresses of the venues we use most often are listed below: 

Belfast ï 33 Clarendon Dock, Laganside, Belfast BT1 3BG. 

Bristol ï 2430/2440 The Quadrant, Aztec West, Almondsbury, Bristol BS32 4AQ. 

Birmingham ï Central Boulevard, Blythe Valley Business Park, Solihull, Birmingham B90 8AG. 

Glasgow ï 151 West George Street Glasgow G2 2JJ. 

Leeds ï Thorpe Park Business Park, Colton, Leeds LS15 8ZA. 

London ï Hamilton House, Mabledon Place, Bloomsbury, London WC1H 9BB. 

Manchester ï Cinnamon House, Cinnamon Park, Crab Lane, Fearnhead, Warrington WA2 0XP. 

Milton Keynes ï Fairbourne Drive, Atterbury, Milton Keynes MK10 9RG. 

Nottingham ï Regus House, Herald Way, Pegasus Business Park, Castle Donington DE74 2TZ. 

Southampton ï International House, Southampton International Business Park, George Curl Way, 

Southampton SO18 2RZ. 

Sunderland ï 4 Admiral Way, Doxford International Business Park, Sunderland SR3 3XW. 

Further details of these venues can be found on the Regus plc website and see our terms and 

conditions for further information. 

If you would like to have your course delivered in-house then please contact us with your details. 

Will I get a certificate? 

 

Yes you will. We issue certificates for all of our courses so that you can add it to your continuous 

professional development file. 

 

http://www.trainanddevelop.co.uk/admin/scripts/FCKeditor/editor/terms.php
http://www.trainanddevelop.co.uk/admin/scripts/FCKeditor/editor/terms.php
http://www.trainanddevelop.co.uk/contact_us.php
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Credit and Finance Training Courses 

 

Cash Collection by Telephone for Commercial Credit 

Cash Collection by Telephone for Consumer Credit  

Managing Commercial Credit Risk 

Maximising Sales while Minimising Risk 

Understanding Credit Management 

Understanding Financial Statements 
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Cash Collection by Telephone for Commercial Credit  

 

In the same way that sales people are in competition for business credit controllers are in competition 

for cash. The telephone is a powerful tool for cash collection, but only when you have the skills to 

maximise its potential. This dynamic and interactive course enables delegates to use the phone as a 

weapon of mass persuasion, turning reasons for non payment into payment and helping you improve 

payments from all types of customers. 

Course Objectives 

Break through the barriers that block payment and hold up cash 

Knowing your customers and planning your collections strategy 

Using influencing factors to persuade customers to pay sooner 

Closing calls feeling confident you will be paid 

Course Designed For 

Anyone selling goods or providing services on credit involved in telephoning customers for 

payment or who manages a team of people involved in collecting payments from debtors 

Course Duration 

One Day 

Maximum Number of Delegates 

 Eight 

In-House Delivery Option Available 

 Yes 

Course Content 

Getting to Payment 

Strategies for successful collection 

Getting through and speaking to the right person 

Switching on to the person you are dealing with 

Different approaches for different customer types 

Influencing customers in different situations 

Asking questions differently to others telephoning for payment 

Using phrases and statements that get you on side 

Developing negotiation and persuasive skills 

Overcoming excuses, objections and reasons for non-payment 

Breaking negotiation deadlocks 

Stressing the benefits of paying 

Taking away the reasons not to pay 

Using the consequences of non-payment to your advantage 
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Closing the Call 

Reaching agreement 

Following up effectively 

Educating customers to your terms 

Improving future payments 

Areas of Difficulty 

Persuading difficult people to do what you want 

Influencing others to deal with queries that delay payment 

Dealing with other situations and problems you find difficult 

Top 
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Cash Collection by Telephone for Consumer Credit  

 

In the current economic climate more and more people are finding it difficult to keep up with 

repayments of mortgages, loans, credit cards and other debts. Some of these people need careful 

handling and the right approach with collection calls. This dynamic and interactive course enables 

delegates to switch on to the person they are dealing with and create a mood of co-operation, 

appearing to agree in order to change and reach a positive outcome 

 

Course Objectives 

Break through the barriers that block payment and hold up cash  

Come to amicable arrangements without sacrificing goodwill  

How to use influencing factors to persuade customers to pay rather than not pay or pay 

something rather than nothing  

Closing calls with confidence 

Course Designed For 

Call centre, bank, building society, utilities and telephone and mobile phone and debt 

recovery staff involved in collecting arrears, re-payments and debts from private individuals. 

Course Duration 

One Day 

Maximum Number of Delegates 

 Eight 

In-House Delivery Option Available 

 Yes 

Course Content 

Influencing Customers to Pay 

Talking to the Debtor 

Using the right influencing factors 

Asking the right questions 

Being assertive 

Developing persuasive skills 

Overcoming all types of excuses 

Breaking negotiation deadlocks 

Taking away the reasons not to pay 

Dealing with complaints 

Developing counselling skills 

Closing the Call 
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Making sure you get agreement 

Following up effectively 

Stressing the consequences of non-payment 

Areas of Difficulty 

Handling aggressive and abusive people 

Dealing with emotional people 

Dealing with other situations and problems you find difficult 

What if your debtor is in the situation where: 

They are constantly arguing with their partner over bills 

They are always having to pay late 

An increasing amount of their income is used to pay bills 

They are up to their limits with banks and other credit cards 

They are being threatened with legal action 

They are unemployed 

They are separated or divorced 

Top 
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Managing Commercial Credit Risk 

 

Business failures are at an all time high and increasing. This puts more pressure on companies 

providing goods or services on credit to increase sales and have more control over the granting of 

credit and credit limits. This highly interactive course will enable you to maximise credit and control 

risk whilst being commercially minded. 

 

Course Objectives 

To make informed, effective credit decisions on companies you are already dealing with or 

looking to supply on credit in the future, whether they are new businesses, have been trading 

for a few years or are well established. 

Course Designed For 

Anyone involved or looking to get involved in making credit decisions for granting commercial 

credit and managing credit exposure and risk. 

Course Duration 

One Day 

Maximum Number of Delegates 

 Eight 

In-House Delivery Option Available 

 Yes 

Course Content 

Gathering and Understanding Information 

Identifying your customer 

The different types of businesses 

Credit application forms 

Credit reports 

On-line information 

Financial information 

Information from sales people 

Visiting customers 

Working with Financial Information 

Being a credit professional not an accountant 

Understanding the balance sheet and profit and loss account 

Looking at key ratios 

Applying a score to ratios 

Assessing different trends in different industries 
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Making Credit Decisions 

Releasing an order received today 

Reaching a credit decision on a new or well established business 

Setting credit lines 

Determining low, medium and high risk 

Being commercially minded 

Taking a higher commercial risk 

Grading customers 

On-going risk assessment 

Managing the Risk 

Guarantees 

Retention of title 

Credit insurance 

Credit policy, terms and procedures 

Bad debt provision 

Spotting warning signs 

Top 
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Maximising Sales while Minimising Risk 

Selling goods or services on credit can be vital to getting business and growing your business. Many 

sales people, however, see credit management and credit vetting as sales prevention and a cost 

centre to their company rather than a contributor to growth and profit. This highly stimulating, dynamic 

course will enable delegates to understand that good credit management is about maximising profit 

on profitable sales and that both sales and credit should work to the same main objective. 

 

Course Objectives 

Break through the barriers that block sales and hold up orders 

Be aware of the true cost of credit and the impact of bad debts 

Sales and credit working to achieve the same objectives 

Course Designed For 

Sales people and credit management people who want to work together to encourage more 

business from established customers, make commercially minded judgments on new 

businesses, keep accounts open to sell to and collect their money without sacrificing goodwill 

Course Duration 

One Day 

Maximum Number of Delegates 

 Eight 

In-House Delivery Option Available 

 Yes 

Course Content 

Understanding Credit Management 

The effect of overdue debt on profit 

The importance of cash flow 

The impact of bad debts 

How credit management contributes to profit 

Commercial Credit Decisions 

Gathering the right information 

Understanding accounts as a sales person 

Assessing the credit risk 

Getting an order placed today released today 
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Dealing with new businesses 

Maximising credit ratings/limits 

Managing Credit Risk 

Why businesses fail 

Signposts to failure 

Grading customers 

On-going risk assessment 

Collecting Your Money 

Making payment terms part of the sales package 

Educating customers to your terms 

Influencing customers to pay 

Overcoming reasons for non-payment 

Dealing with difficult situations 

Areas of difficulty 

Other problems and situations you find difficult 

Top 
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Understanding Credit Management 

Good effective credit management is vital to running a successful business. This course will show you 

how credit management can contribute to profit and that it is an area worth investing in. 

 

Course Objectives 

To give an understanding of the importance of credit management 

Show that credit management starts right at the front end with good communication when 

customers are placing orders 

Learn how a good credit policy with the right procedures can improve communications, 

stimulate cash flow and increase profit 

Course Designed For 

Anyone who wants to know about credit management and the positive effect it can have on a 

business 

Course Duration 

One Day 

Maximum Number of Delegates 

 Eight 

In-House Delivery Option Available 

 Yes 

Course Content 

How Credit Management Contributes to Profit 

The cost of credit 

The impact of bad debts 

The importance of cash flow 

The effect of overdue debt on profit 

Credit Policy and Procedures 

Its purpose 

Its function 

The primary objectives 

Responsibilities 

Purpose and operation of procedures 
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Managing the Credit Team 

Staffing levels 

Your main objective 

Your common purpose 

Setting targets 

Measuring performance 

Cash planning 

Being cost effective 

Heading for clear goals 

Developing a rapport with sales and others 

Creating a winning environment 

Query Management 

The cost and effect of too many queries 

Communicating effectively to resolve queries 

Minimising queries 

Credit Management Health-check 

Defining key areas you should have in place 

Top 
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Understanding Financial Statements 

 

Understanding strengths and weaknesses in company accounts is a vital skill. This enlightening, 

interactive course starts from the very basics and builds up to in-depth accounts analysis enabling 

delegates to make more informed decisions on businesses they are dealing with or looking to get 

involved with. 

 

Course Objectives 

To build your confidence in looking at figures in financial statements and understanding their 

meaning and true worth 

Looking at key accounting ratios and knowing what they say 

Being aware of off balance sheet items and what they mean 

Spotting hidden dangers and being aware of possible company failure 

Course Designed For 

Anyone who wants a better understanding of company accounts and accounting ratios 

whether they are buyers, sales people, credit managers, credit risk, underwriters or investors. 

Course Duration 

One Day 

Maximum Number of Delegates 

 Eight 

In-House Delivery Option Available 

 Yes 

Course Content 

Understanding Accounts 

Gathering information on limited companies, sole traders and partnerships 

Understanding the balance sheets 

Understanding the profit and loss account 

Filing requirements 

Glossary of terms 
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Accounts Analysis for Making Informed Decisions 

Analysing company accounts 

Working with key ratios 

Applying a score to ratios 

Making quick interim decisions 

Longer term decisions 

Commercially minded credit decisions 

In-depth Accounts Analysis 

Measures of performance 

Measures of financial status 

Working capital use 

Getting behind the figures 

Main headings / sub headings 

The cash flow statement 

Spotting warning signs 

Bad debt autopsy 

Top 
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Customer Care Training Courses 

 

Customer Care ï Delivering a First Class Service 

Developing Effective Telephone Skills 

Handling Customer Complaints 

Handling Telephone Rage 

Managing and Improving Customer Service Process 

Top 
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Customer Care – Delivering a First Class Service  

 

Providing a first class customer service and creating the right impression first time is a must for front 

line staff. To be successful at customer care requires an understanding of customer expectations and 

the skills to exceed that expectation, even when faced with difficult customers. This practical and 

interactive course provides the personal and professional skills for staff that are often the first point of 

contact for customers. Throughout the course delegates will have the opportunity to practice customer 

handling skills with role play, practical exercise and in discussion groups, enabling a confident return 

to the workplace. 

Course Objectives  

Understand the impact of good/bad service.  

Take more responsibility for complete customer satisfaction.  

Handle customer objections and complaints positively.  

Enhance the reputation of the company.  

Create and maintain a professional customer-led image.  

Learn how to develop customer empathy.  

Remain calm even when under pressure.  

Course Designed For 

Front line staff in direct contact with customers, either face-to-face or on the telephone who 

are required to manage a wide variety of customer expectations. 

Course Content 

Customer Care - It’s Important 

The consequences of good/bad service  

Looking to exceed customer expectations  

Managing customersô heightened expectations  

The Customer-led Approach 

Putting customer needs first  

Making the customer feel special and valued  

How much time has the customer got ï be effective or be friendly?  

Ensuring there is a óno pressureô relationship  

First Impressions Count 

Managing first impressions face-to-face  

Managing first impressions on the phone  

 
Communicating Positively 

Establishing rapport  

What not to say - image wreckers  
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Positive body language  

Ending on a positive note 

Front Line Complaint Handling 

Understanding the customerôs real problem  

Caring about the problem - ensuring the customer feels listened to  

Saying ónoô constructively  

Developing customer empathy  

Practical role play exercises  

Handling the irate customer  

Handling the chatty customer  

Handling the apologetic customer  

Personal Development 

Action plan  

Checking your customer care attitude 

Top 
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Developing Effective Telephone Skills 

 

Developing effective telephone skills can be difficult. The telephone is the most familiar piece of 

technology in the workplace and its use is often taken for granted. It is the way we speak to most of 

our customers, the way relationships are forged or broken and information is given or poorly relayed. 

The ability to communicate in a prompt, friendly and professional manner is essential to creating the 

right impression and getting your message across. 

This course will enable delegates to develop or refresh the techniques and skills required to make and 

take calls effectively. You will learn and practice methods for giving and receiving information logically 

and clearly, building rapport and dealing with difficult callers. Role-play will be used with real life 

examples to ensure the course is relevant and applicable. 

Course Objectives 

Create the right impression of yourself and your company and present an image of total 

customer care. 

Communicate confidently and handle customer calls with courtesy, enthusiasm and friendly 

efficiency. 

Handle calls in a structured way, project professionalism in words and voice and speak with 

clarity. 

Manage difficult and aggressive customers and resolve problems successfully. 

Ask the right questions, listen and deal with enquiries, messages and complaints effectively. 

Close calls by summarising outcomes and agreed actions with the caller and by recording 

details. 

Course Designed For 

All staff who need to communicate in a confident, efficient and friendly manner on the 

telephone. It is ideal for those who have frequent contact with customers and is suited to 

those on switchboard or reception, in customer service, call centres and help desks and those 

in a team secretary role. 

Course Content 

Creating a Professional Image over the Telephone  

Understanding how customers form their impression  

First and lasting impressions - getting it right!  

Handling the key stages of the call - achieving seamless service  

Sounding professional and confident  

What not to say - avoiding the image-wreckers 

Improving Your Telephone Communication Skills  

Developing your telephone voice  

Techniques to aid clear speaking - articulation, assimilation, rate, pace, inflection 

Examining the difference between hearing and listening  

Supportive techniques to enhance listening skills - showing empathy and clarifying 

understanding  
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Examining techniques - being Courteous, Clear, Colourful, Concise, Consistent, Correct and 

Communicative 

Controlling the Telephone Process Confidently  

Making and taking calls - the doôs and donôts  

Being prepared and beginning the call  

How to sound confident and helpful - building rapport  

Dealing with enquiries - getting the facts and controlling the call  

Ending the call 

Top 
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Handling Customer Complaints 

 

Handling customer complaints can be difficult, but successful organisations rely on satisfied 

customers. Customers are increasingly demanding the best, fastest and most convenient. If a 

customer feels their complaints and objections are not being heard and dealt with effectively they will 

take their custom elsewhere. Being able to listen and respond to a customerôs complaint, in a positive 

manner, will be an important step in creating long-term customer loyalty. This practical and interactive 

course helps you to develop the range of professional interpersonal and communication skills 

required to deal with complaints with confidence. Practical examples, role-plays, self-appraisals and 

discussion forums are used to enable you to develop the skills to óthink on your feetô and leave the 

customer reassured. 

Course Objectives  

Gather information, even in a tense situation, in order to deal with the real problem.  

Defuse customer anger and build rapport.  

Communicate with confidence and assurance.  

Maintain professionalism under pressure.  

Create customer satisfaction.  

Provide a solution.  

Monitor and analyse complaint levels and identify remedial action.  

Course Designed For 

Front line staff that are either in daily face-to-face contact with customers or over the 

telephone. 

Course Content 

The Complaint - How to Control It 

The damage complaints can do to your organisation  

Making sure the complaint does not escalate  

Accepting customer feedback graciously  

Re-building the customer relationship  

The various techniques required to handle written, telephone and face-to-face complaints  

Communication that Works 

Developing the right attitude - feeling good, thinking positively  

How to sound confident, caring and helpful - building rapport  

Active listening  

Gathering the information  

Checking understanding  

Successful telephone techniques - the doôs and donôts  
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Remaining Calm - Not Over-reacting 

Recognising how serious is the customerôs concern  

Defusing a difficult situation  

Empathise with the complaint - donôt join in the criticism  

Gaining the customerôs respect  

Identifying common ground  

Creating Satisfaction from Dissatisfaction 

Ensuring the customer feels listened to  

Let the customer know what can/will be done about their complaint  

Taking responsibility for the successful outcome  

Getting across your point of view - re-building commitment  

Monitoring complaint levels versus performance standards  

Identifying processes to deal with the most common objections  

Influencing the organisation - collectively looking to avoid future problems  

Personal Development 

Creating an action plan 

Top 
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Handling Telephone Rage 

 

Handling telephone rage is becoming common. More and more employees have to deal with irate 

customers over the phone and evidence from the finance union UNIFI suggests that this problem is 

on the increase. 

 

This interactive course provides individuals with essential tools and techniques to deal with enraged 

callers and the stress that they can cause within a working environment. 

Course Objectives 

Recognise the root causes of 'Phone Rage'.  

Effectively deal with enraged callers.  

Provide positive responses even when you cannot say yes.  

Manage your emotional response when under pressure.  

Turn enraged callers into satisfied customers. 

Course Designed For 

This course is designed for individuals who deal with people on the phone, either in call 

centres, as receptionists or everyday dealings with external and internal customers. 

Course Content 

Telephone Terror  

Why phone rage is on the increase  

What drives and fuels anger  

Empathising with the caller 

Managing Different Types of Callers  

Identifying the common caller types  

Managing both passive and aggressive callers  

How your approach affects others 

Calming Down Quickly  

Coping with stress - ways to manage personal stress  

Staying in control and managing the emotional response  

An introduction to the anger management process 

Transferring Phone Rage into Satisfied Customers  

Turning an outburst into an opportunity  

Taking responsibility for the successful outcome 

Personal Development  

Preparing a personal action plan 

Top 
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Managing and Improving Customer Service Process 

This course is designed to examine the processes and techniques and identify the skills gaps in order 

that your customer service function can meet customer needs. You will learn how to improve your 

current processes to ensure a more effective customer service department.  

This course provides in-depth analysis of process, service techniques and the appropriate approach 

required to achieve excellence in customer service.  

Delegates will have an opportunity to work and improve on their own customer services process.  

Course Objectives 

Understand the relationship between customer loyalty and customer care.  

Recognise your role and responsibilities in building and enhancing customer loyalty, meeting 

customer needs and exceeding expectations.  

Identify the gaps in your current customer service process.  

Set customer service levels and measure performance that will deliver excellence by meeting 

and exceeding customer expectations.  

Set up continuous improvement processes to remove areas of frequent customer 

dissatisfaction. 

Course Designed For 

Managers responsible for the continuous improvement of their customer service function by 

ensuring the efficient and effective running of the customer service process.  

Course Content 

Customer Care and Customer Loyalty  

Understanding your role and responsibilities  

Understanding customer expectations  

Relationship management 

Reviewing Current Processes - What Works and Where are the Opportunities for Improvement  

Examining the processes end to end  

What impression does your customer service create?  

Identifying gaps in the customer service process  

How to identify recurrent problems and the most appropriate solution 
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Customer Service - Processes for Continuous Improvement  

Contributing to continuous improvement for your organisation  

Managing changes in the process - taking people with you  

Delivering successful solutions to problems  

Building relationships and overcoming barriers to good service  

Building customer loyalty  

Setting agreed customer service levels  

Recording and monitoring customer service issues  

Reporting on recurrent trends and identifying appropriate solutions 

Personal Development  

Drafting a revised and improved process to achieve excellence in customer service within 

your organisation.  

Formulating an action plan 

Top 
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Human Resources Training Courses 

 

Diversity in Recruitment and Selection 

How to Deal with Recruitment Consultants 

Interviewing Techniques for Managers 

Recruitment and Selection for Beginners 

Strategic Recruitment and Selection ï A Competency Based Approach 

Stress Management 

Train the Trainer 

Top 
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Diversity in Recruitment and Selection 

 

This workshop is designed to help hiring managers develop a framework and practice for legally and 

ethically diverse recruitment and selection practices. Delegates will consider the implications and 

practicalities of creating an inclusive environment in which all employees are diverse in gender, race, 

culture, language, education, values, lifestyles and family structure. 

Course Objectives 

A clear understanding of the meaning and benefits of diversity in your organisation 

Culturally sensitive recruitment and selection strategies 

A good understanding of the pitfalls of selection interviewing 

Your non-bias interviewing skills 

Course Designed For 

Hiring managers and HR professionals who are part of an organisation's programme to 

embrace and develop a diverse workforce. It is particularly relevant to those who are 

frequently responsible for attraction, recruitment and selection of employees.  

Course Content 

Diversity 

Defining diversity  

Definition and components of diversity  

Rationale for diversity  

Benefits and challenges of diversity  

Impact of diversity on the manager and the HR advisor  

Understanding Legal Requirements the Employment Act  

The Sex Discrimination Act  

The Race Relations Act  

The Disability Discrimination Act  

Diverse Communication 

What's your communication "style"?  

Cultural differences in communication styles  

Gender differences in communication styles  

Communication between a person with a disability and someone without  

Giving feedback in sensitive ways  

Communicating clearly using non-stereotyping and non-jargon words and phrases  

Examining the Recruitment Process 

Application Stage  

How can applicants apply for jobs? ï Is it accessible? 

Where do you post jobs to attract diverse talent?  
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Screening Stage  

What are the screening criteria?  

Are they bona fide requirements?  

What influences our screening decisions ï religion, our own life experiences, cultural 

background?  

Interview  

Type of questions ï do they meet legislative requirements?  

How are candidates evaluated?  

Terminology ï inclusive language  

Common Interviewing Biases 

Stereotyping  

Inconsistency in questioning  

First impressions and negative emphasis  

Halo and Horn Effect  

Contrast Effect  

Accents, eye contact, a firm handshake etc.  

Physical appearance  

English language fluency  

How to Prepare for an Unbiased Interview 

Being Self Aware  

Being Other-Oriented  

Adjusting your speech patterns; speak appropriately  

Modifying your proximity to the candidate  

Selection 

What are your selection criteria?  

Are they legally defensible?  

Are they culturally based?  

Observed behaviours and competence  

Attracting a More Diverse Employee Gaining Knowledge of target groups and their 

experiences  

Target group's values and views  

Cultural and religious requirements  

Developing Community Relationships  

Making Contributions (self-disinterested, sponsorships, in-kind supports) 

Top 
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How to Deal with Recruitment Consultants 

 

This one-day course will give you an insight into the recruitment consultancy industry, it will save you 

time, money and improve recruitment results. Designed and delivered by an ex-consultant from the 

world's largest specialist recruitment consultancy, the course examines every aspect of the industry's 

operations and motives, therefore giving you an invaluable knowledge base for dealing with 

recruitment consultants.  

Course Objectives  

Limit your company's exposure to potentially high expenditure 

Negotiate better ópreferred supplier' agreements  

Create more productive relationships with consultancies  

Build robust frameworks from which to select consultancies  

Course Designed For  

This course is relevant for HR and Line Managers who have responsibility for managing 

recruitment consultancy relationships. If your company regularly replaces staff in high 

turnover roles, it is likely that they will need to use recruitment consultancies; understanding 

the óinside track' will be an invaluable tool for getting better results from them 

Course Content 

Understanding the Different Types of Consultancies 

Types of recruitment consultancy  

The services they offer  

When and why would you use them?  

Recruitment Technology, Resources and Capability  

The database ï how is it used and how should it be used?  

Briefing candidates ï identifying good and bad practice  

Business development ï how they develop their business and how this impacts upon you  

Online and office networks ï how they are used  

The Motivations of Consultancies and Individual Consultants  

What makes a Recruitment Consultant ótick'?  

How are they managed and how does this affect their performance?  

How are they remunerated and how does this affect their performance?  

What are their revenue models and business needs?  

Sorting the Good from the Bad  

Stage 1 ï over the phone  

Stage 2 ï the client meeting  

Stage 3 - preferred supplier status  
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Negotiation and Development  

Fees, negotiating and hidden costs ï removing surprises and gaining advantage  

óBad practice' and how to avoid it - stop problems before they happen  

How do you gain and develop commitment and mutual benefit?  

The New Laws 

What are they?  

Who do they affect?  

What do they mean? 

Top 
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Interviewing Techniques for Managers 

 

This course provides a comprehensive overview of the interviewing process and looks at methods, 

techniques and cost/time factors involved. Participating in a highly practical course, you will practice 

role play interviews and consider different styles, techniques and approaches. You will also come 

away with a simple and robust scoring system for recording and comparing interview notes. This will 

improve your confidence in interviewing for any type of role.  

 

Course Objectives  

Practice and development of different types of interview and their benefits.  

An improved ability to plan the process.  

Experimentation with different types of questions to use in interviews.  

Better ability to use scoring systems and methods of evaluating candidates. 

A better base from which to organise other interviewers in the process.  

More effective control of offer/candidate management.  

Course Designed For  

Managers, supervisors and HR professionals who regularly interview for new employees. 

Ideally, the course would involve a core number of people from the same organisation, so that 

learning can be shared, taken away and implemented more effectively in their organisation.  

 Course Content  

 Types of Interview Process  

The range of processes and their relative pros and cons  

Which techniques to use and why  

The role of testing and presentations in interviews  

Who should be involved?  

Interview Selection Using Competencies  

What are competencies?  

A simple competency model for interview scoring and notes  

Conferring with colleagues and evaluating selection decisions  

The Interview Structure  

What do you want to achieve at each stage  

Balancing the need for information exchange  

Motivations and their role in offer management  

Where to start and where to end  

Practical issues  
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Interview and Questioning Styles  

The merits and uses of open, closed, loaded and probing questions  

Competency-based interviewing questions ï how to use them  

Diversity and overcoming cultural differences in communication  

Difficult candidates ï how to handle them  

Selling your company and the role at interview 

Closing the Loop  

Managing feedback directly and via agencies  

Making the offer ï how and when  

Top 
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Recruitment and Selection for Beginners 

 

A one day, fast track introduction to the entire recruitment and selection cycle. The course is designed 

as a highly practical workshop, to give new recruiters a real insight into the processes, issues and 

hurdles involved in running a successful recruitment and selection campaign.  

 

Course Objectives  

Exposure to the entire cycle, giving greater control and foresight. 

A good framework for understanding timings, costing and issues hurdles.  

Understand common errors and develop a set of potential solutions. 

Develop the ability to plan, brief and execute a basic recruitment campaign.  

Practice taking and giving a brief.  

Become better qualified to write a recruitment advert.  

Have a better understanding of your employment brand.  

Course Designed For  

Human resource specialists, managers and team leaders new to the recruitment process. 

 Course Content  

 Understanding the Complete Recruitment Cycle  

Overview ï the entire process  

Timing and resources involved ï who are the interested parties  

Motivations of the interested parties to a campaign  

Using Competencies  

What are competencies  

Simplifying the jargon  

Using competencies for recruitment and selection  

An easy and robust system  

The Job Brief and Person Specification  

The job brief ï how is it derived?  

The person specification ï how does this translate to market availability?  

The job grading and benefits ï is the role pitched at the appropriate level?  

Giving and Taking a Job Brief  

Briefing all relevant internal resources effectively  

Translating your brief to the marketplace ï does it fit?  

Understanding who will communicate the message, how and when  

Creating the Pool of Candidates  
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Different methods of attracting candidates  

Direct advertising vs. recruitment agencies  

Costs and timings involved  

The Candidate Filter  

How to judge what you are looking for  

How to ensure that everyone agrees  

Consistency and relevance in selection criteria  

A simple scoring system  

The Interview  

Lining up your resources  

Types of interview process  

Interview techniques  

A simple scoring system  

The Offer  

Exploring the motivations of interviewees  

Why do they reject offers?  

How to manage the process for greater success  

Top 
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Strategic Recruitment and Retention 

 

An insightful and essential workshop on recruitment strategy and planning designed to improve the 

outcomes of your employee recruitment and retention and focusing on a competency-based 

approach. This one day workshop aims more to develop questions than to seek immediate solutions 

to complex problems. 

 Course Objectives  

Comparing successful in-house competencies. 

Organising a framework and systems to identify competencies in others. 

Marketing your new programme internally and to the outside world. 

Providing new and viable career paths. 

Employing new talent. 

Training graduates and experienced hires to develop future leaders. 

Evaluating their ófit' in the changing organisation. 

Nurturing them for maximum retention. 

Testing and developing the process to maintain momentum, óbuy-in' and initiative.  

Course Designed For  

The workshop is suitable for Senior Management and Board level employees who will have a 

direct impact on the shaping of óthe new company' and its recruitment and retention strategy. 

It would be beneficial to have representatives from various senior levels and functions 

including HR, Operations, Finance, IT, Sales and Marketing, in order to provide input about 

current recruitment and retention processes (and their effects) throughout your organisation.  

Course Content  

Where Does Our Company Want to Be in 5/10 Years Time?  

What needs to be delivered to achieve this  

Where are the gaps in the company's current ability to do so 

People skills and culture ï what changes would make our task easier 

Who is 'Successful' in the Company and Why?  

Identifying ósuccessful' people and teams in the organisation  

Why are they successful?  

What drives them (management structure, goals and leadership) 

Isolating successful competencies in behaviour  

What are Competencies (and how can they help)  

The UK vs. US versions of competencies in organisations  

Putting them together  

A simple framework for applying this to your company  
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Re-evaluating the Current Workforce  

Why do people join your company?  

Why do you lose ógood people'?  

What kind of people do you generally retain?  

Why current employees are not adopting the new styles of behaviour required to deliver 

change  

Developing New Skills within the Established Employee Base  

Identifying talent in the organisation  

Nurturing future talent development  

Selling vision for a new way of working  

‘A New Breed of Employee' 

The issue is of employee attraction  

Understanding the labour market  

Advertising your employer brand  

Encouraging higher quality and quantity of response to recruitment advertisements 

Understanding what makes some applicants stand out from the crowd. 

Top 
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Stress Management 

 

Most of us have to deal with stress every day, but do we really know what effect it has on us? What 

are the causes of stress? What are the physical and psychological implications of dealing with high 

stress levels? This stress management training course examines many of the issues surrounding 

stress and its resulting consequences, looks at ways in which we can deal with and manage the 

things we find stressful. 

 

Course Objectives  

Examine what causes stress. 

Look at the effect of stress on individuals. 

Consider the physical and psychological effects of stress. 

Define how we deal with stress. 

Examine ways in which we can reduce the effects of stress. 

Course Designed For 

Any individual who is experiencing difficulty in dealing with the various pressures of a busy 

modern working life and who would benefit from guidance in understanding and managing the 

resultant stress positively. 

Course Content 

What is stress? 

Stress management 

Stress at work 

Individual perceptions of stress 

Burnout processes 

Developing Face-to-face Confidence 

Using your body language for impact  

Using all the senses to grab attention  

Overcoming personal concerns and fears  

Receiving and coping with high impact conversation  

Handling objections 

Precise questioning 

Gaining the Confidence of Others 

Advanced listening  

Encouraging and responding to positive and negative feedback  

Dealing constructively with negative or unresponsive individuals  

Understanding the other personôs position  

From Impact to Actions 

Creating positive outcomes  

Not losing sight of the desired result  
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Negotiating the first steps of your success  

Continual reinforcement of the message 

Personal Action Plan 

Developing techniques to handle stress positively 

Applying these techniques to the individualôs environment 

Top 



 

 

 

© Training and Development Solutions (UK) Ltd  2001-10 

 

 

 

Train the Trainer 

 

Many people aspire to work as a trainer. Training others is a skill, but who trains the trainer? 

Individuals progressing towards, or developing their role as a trainer, face one of the most challenging 

and rewarding learning curves of their career. This is a highly practical train the trainer training course 

providing a comprehensive foundation for new trainers in training session design, development and 

delivery. Delegates will acquire skills which enable them to prepare training objectives based on the 

needs of the individual and the business and also to select, develop and structure appropriate 

content.  

Participants will also learn how to maximise individual learning through their approach and training 

style and build greater confidence in their ability to interact with and motivate trainees. 

 

Course Objectives  

Clearly identify the requirements of your training role.  

Write appropriate training objectives.  

Identify appropriate training materials and structure content to meet the objectives of the 

group.  

Confidently deliver effective training sessions.  

Select and utilise effective visual aids to support your training sessions.  

Overcome difficult situations or problems which can occur during training sessions.  

Evaluate the effectiveness of your training against pre-determined objectives.  

Course Designed For  

New trainers and individuals who are looking to build their skills and confidence in training 

session planning, preparation and delivery. 

Course Content 

The Role of the Trainer 

Why organisations train  

Meeting the needs of the business  

Supporting organisational objectives and strategies  

The qualities of a successful trainer  

The Learning Process 

How people learn  

Learning styles - maximising individual development through the learning process  

Identifying trainees - the selection criteria  

Adapting your training style to meet the needs of the group  

Establishing and Meeting Training Objectives 

Establishing and writing objectives - ensuring the success of your training sessions  

Building course content - deciding on depth and scope of material  

Sequencing materials and developing course structure  

Building in questions to support the learning process  
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Training Methods and Visual Aids 

Using visual aids for maximum effect - selecting appropriate visual aids  

Working with whiteboards, transparencies and flip charts 

Using computer based presentation packages  

Selecting appropriate training methods - trainee analysis  

Trainer-led facilitation and group discussion  

Training methods review - video, syndicate exercises etc.  

Group Dynamics 

The make-up and structure of groups  

Anticipating and overcoming trainee problems  

Handling difficult trainees 

Training Delivery and Evaluation 

Training exercises; design and delivery of training sessions  

Each delegate will undertake practical sessions throughout the duration of the course, these 

encompass; the writing of session objectives, content development and training delivery. 

Video will be used to aid this process 

Evaluating Training 

Effectively measuring learning outcomes  

Short and long term measurement  

Future Development 

Developing your personal action plan  

Top 



 

 

 

© Training and Development Solutions (UK) Ltd  2001-10 

 

 

 

 

 

Management Training Courses 

 

An Introduction to Management and Leadership 

Building High Performance Teams 

Business Planning 

Communication Skills for Managers 

Conducting Successful Meetings 

High Impact Presentation Skills 

Interview and Selection Skills 

Management and Leadership Skills for Supervisors 

Motivating Others to Perform 

Negotiation Skills for Managers 

Project Management 

Setting Objectives and Performance Management 

Time and Priority Management 

Top 
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An Introduction to Management and Leadership 

 

The management and leadership of people is one of the key areas that effects motivation and 

productivity in business today. Are you aware of different management and leadership styles and the 

affect they can have on others? Is the most appropriate style enabling others to perform and achieve 

results being used? Successful managers are able to develop and use a range of management and 

leadership styles and to apply the most appropriate one for the task facing them. The management 

style may also need to adapt to fit with different teams and individuals. This course will provide 

delegates with a range of management styles and the ability to judge when best to use each.  

Course Objectives 

Understand your preferred management style.  

Choose the appropriate management style.  

Understand the impact of different management styles.  

Improve overall team performance.  

Develop interpersonal skills to make things happen.  

Course Designed For 

This course will provide an insight into different management styles so that delegates can 

select the most appropriate for their organisation. It will also be valuable to managers looking 

to understand the impact of management styles and how this affects others. 

Course Content 

Developing an Effective Management Style 

Reviewing your role - how do others see you?  

Identifying your strengths and weaknesses  

Projecting a professional and credible image  

Identifying what your organisation needs, wants and expects of you 

Meeting the demands of both your manager and your team  

Different Management Styles 

Empowering - letting others lead  

Hands on or hands off - advantages and disadvantages  

Leading - from the front and from a distance  

Consultative - supporting and directing others  

Motivating - leading positive thinking  

Challenging - leading new thinking  

Adapting Your Management Style 

Understand the individual and team needs  

Adapting to the situation and different individuals  

Reading the signs - understanding the impact of your style  
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Interpersonal and Behavioural Skills 

Differentiating between different types of individual behaviour  

Maintaining open and honest channels of communication  

Persuading and influencing others - getting your ideas across  

Encouraging co-operation within the team  

Enhancing your management style  

Personal Development 

Practical solutions immediately transferable to the workplace  

Creating a personal action plan  

Top 
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Building High Performance Teams 

 

Building a high performance team is important for all managers. High performance teams deliver 

results and deliver them faster. They also enable the cross-fertilisation of ideas and through working 

together, a better team spirit. This course concentrates on building high performance teams in the 

workplace and the skills and techniques needed to create a dynamic team with its own momentum. 

This is a very practical course using case studies and best practice. 

 

Course Objectives  

Develop business leadership skills.  

Develop a creative, innovative and entrepreneurial approach.  

Increase ability to motivate teams.  

Improve verbal communication skills.  

Understand different team roles.  

Build individual high performance within the team.  

Empower the team.  

Evaluate the effectiveness of the team.  

Course Designed For 

For managers, irrespective of function, who want to transform their team into a motivated 

team that consistently arrives at successful outcomes. 

Course Content 

What is a High Performance Team? 

The essential components  

What distinguishes a high powered team  

How to build a high performance team  

Identifying Key Strengths within the Team 

Different role preferences  

Identifying your role preferences  

Creating a balance of roles and aptitudes  

Learning new roles - seeing things differently  

Strengthening the team  

Encouraging innovation  

Motivating the Team 

The link between delegation and motivation  

When and when not to employ power to gain influence and credibility  

Target the right individual with the right task - setting goals  

Team targets  

Providing recognition and feedback  

Dealing with difficult people  



 

 

 

© Training and Development Solutions (UK) Ltd  2001-10 

 

 

 
Communicating with Your Team 

Face-to-face communication - a positive approach to meetings and briefings  

Open communication - ensuring all team members understand what is expected of them  

Developing an effective two-way communication process  

Verbal and written communication skills  

Overcoming the barriers to effective communication  

Leadership Styles 

Differentiating between management and leadership  

Your role as leader  

What are the leadership styles?  

What is your natural style and how can it be developed?  

Leading by example  

Managing and Empowering the High Performance Team 

Agreeing objectives  

Empowering team members  

Personal Development 

Formulating an action plan 

Top 
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Business Planning 

 

Business planning is critical in the achievement of business objectives and hitting targets. This 

business planning training course provides a thorough grounding in how to create, measure and 

implement a business plan. Delegates will address the key strategic, planning and budgetary issues 

for implementing a successful business plan and have the opportunity to review the initial stages of 

their own plans using their own real data. 

 

Course Objectives  

Identify the key steps of the business planning process.  

Relate your plan to the organisation's business plans and objectives. 

Devise, evaluate and implement a successful business plan.  

Develop key indicators to track progress versus the plan.  

Manage the budgetary aspects of a business plan.  

Decide how to review and revise the business plan.  

Course Designed For 

Any member of staff for whom the production of a business plan is in their area of 

responsibility 

Course Content 

The Key Elements of a Business Plan 

What is the business plan? - purpose and key elements  

Understanding the business plan cycle  

Techniques for developing business planning 

Relating your plan to corporate objectives and strategy  

Identifying resources required 

Business Analysis and Strategic Planning 

Market analysis - SWOT  

Competitive profiling and analysis  

Market analysis - market size and future trends  

Boston Matrix  

Strategic planning  

Implementing the Plan 

Financial management and reporting  

Creating and controlling a budget - managing costs, cash flow, income and profit  

Pay out and return on investment  

Risk identification and management 

Managing resources - setting team/departmental objectives and direction 

Evaluating and Evolving the Business Plan 

Measuring success - where are you in the plan and what have you achieved  

Reviewing and reporting progress versus plan  
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Personal Development 

Develop a personal action plan 

Top 
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Communication Skills for Managers 

 

Communication skills for managers are vital and most managers recognise that communication skills 

are essential in business. Managers need to be able to communicate, build relationships and work 

with individuals at all levels. Their behaviour and interpersonal skills can affect others both positively 

and negatively. As a result, this is a major element of good management. 

 

This communication skills for managers training course enables delegates to enhance their personal 

and team productivity by improving their working relationships. The programme will allow delegates to 

develop a greater awareness of the affect their behaviour has on others and increase their options 

when dealing with difficult staff, conflict or work-related problems. 

 

Course Objectives  

Acknowledge your personal behavioural style and its affect on the performance of you, your 

team and colleagues.  

Use an enhanced understanding of the dynamics at work within a team and contribute in a 

more productive manner as a team leader.  

Communicate and negotiate in a more persuasive and compelling style.  

Adopt an appropriate style of interpersonal behaviour for the variety of interactions you 

complete during a working day.  

Enhance the performance and motivation of your team and individual team members through 

improved managerial communication skills.  

Develop a range of responses to deal successfully with difficult people and conflict whilst 

maintaining effective working relationships.  

Course Designed For  

Managers, team leaders and supervisors who are looking for performance improvements on 

both an individual and team basis. 

Course Content  

Increasing Self-awareness  

An examination of different behaviour styles  

Learning to view people as the key to your success  

The affect of our behaviour on the performance of others  

The psychology of human interaction - an introduction to Transactional Analysis  

Understanding and capitalising upon human motivation  

The importance of acknowledging and respecting the feelings and rights of others  

 
Interpersonal Communication  

The importance of effective interpersonal communication  

The barriers to communication - physical barriers, mental preconceptions, etc.  

Enhancing your listening and questioning technique  

Avoiding ambiguity and misunderstandings - sending the correct messages  

Non-verbal communication - positive body language  

Communicating - one-to-one, informally and at meetings  

Using your skills to negotiate with others  
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Effective Team Building  

The dynamics of successful team interaction  

Forging a positive, co-operative team from a group of individuals  

Team roles and their influence on teamwork  

Building a strong team spirit  

Exploiting the strengths of team members for the good of the team  

The theories of leadership  

Working with Others  

Power relationships within the team/department  

Gaining influence - getting colleagues to want to work with you  

Assuming a confident and persuasive approach to your dealings with others  

Contributing to the team decision-making process  

Creative decision making - utilising other team members  

Handling Difficult Situations  

Dealing with conflict - amongst colleagues, with supervisors and clients  

Maintaining discipline  

Respecting the rights, feelings and dignity of others  

Minimising conflict - turning potentially negative situations into positive ones  

Communicating difficult/personal news  

Practical Sessions  

Throughout this course there will be a number of practical exercises carried out which will 

enable delegates to put into practice much of the theory covered. 

Top 
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Conducting Successful Meetings 

 

Conducting successful meetings is a vital skill in todayôs business environment and they provide a 

vital forum for planning, debate, information, briefing and decision-making. However, too many 

meetings are poorly prepared and managed, leading to the loss of valuable time and failure in 

satisfying their objectives. This course is designed to give participants guidelines on the necessary 

preparation and structure of meetings to ensure successful outcomes. It is also designed to enable 

participants to learn and practise the effective skills of chairing and participating in shorter and more 

productive meetings. 

 

Course Objectives 

Learn how to prepare for a meeting so that participants are clear about their role and what is 

to be achieved. 

Acquire a range of interpersonal skills to keep control of the meeting and disarm disruptive 

participants. 

Ensure that each agenda item is introduced and dealt with effectively. 

Structure discussions to build group consensus and gain a clear decision on each specific 

agenda item. 

Identify what can go wrong in meetings and know what action to take to ensure participants 

keep focused on the task. 

Encourage appropriate participation and eliminate time wasting. 

Course Designed For 

All professional staff required to run and/or participate in meetings. This workshop will be 

especially useful for those who want to ensure full participation and commitment from 

everyone present whilst reducing the length of the meeting. 

 

Course Content 

Roles and Responsibilities  

How to become an effective meeting leader 

Which type of meeting suits your needs? 

Your key responsibilities as a participant  

Clarity in Meeting Preparation  

Creating meeting objectives that are clear and specific  

Setting an agenda  

Structuring the agenda - where to place the least and most important items  

How to lobby for support  

Collecting appropriate data from interested parties  

Briefing minute takers and guest speakers 
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Lead an Effective Meeting  

Personal qualities of meeting leaders  

Creating an atmosphere where all participants will be able to contribute  

Keep focused on the agenda and prevent the introduction of irrelevant issues  

Controlling time wasting and disruptive influences  

Forging an environment for open discussion  

Formulating agreement from a variety of views  

Guidelines for running short meetings 

Communicate with Authority  

Learning the fundamentals of non-verbal communication 

Deal with Disruptive Influences  

Ensuring all participants have say  

How to make interventions that will curtail irrelevant discussions  

Employing techniques to keep control 

Action Points and Endings  

Tips for making clear decisions  

The two prime times for summarising key points  

Gaining commitment through the delegation of action points  

How to prevent the meeting from drifting on  

Learning to end with a focus on the future 

Personal Development  

Creating a personal action plan to enhance your future development 

Top 
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High Impact Presentation Skills  

Making high impact presentations or speeches to an audience requires skill, professionalism and 

confidence. Successful speakers can deliver a persuasive and convincing high impact presentation 

with style and impact and as a result achieve their desired response. This highly participative high 

impact presentation skills training course concentrates on the three 'Ps' of presentation - preparation, 

practice and performance.  

Delegates will leave the course thoroughly versed in the essential elements of every successful 

presentation and will gain significant practice within a safe environment, guided and encouraged by 

an experienced coach. Optional video recording equipment will be used and every delegate can leave 

the course with a record of progress for further reference. Delegates should come to the course 

prepared with a subject about which they will develop a presentation. 

 

Course Objectives  

Make polished and powerful presentations using voice, tone and body language to maximise 

effectiveness.  

Put humour, timing and spontaneity to more effective use.  

Deal confidently and competently with awkward situations and difficult questions.  

Overcome nervousness, negative feelings and anxiety.  

Understand your audience.  

Make more effective use of visual aids and multimedia technology.  

Plan and prepare presentations systematically to ensure clarity and impact.  

Course Designed For 

Individuals who are experienced in delivering presentations. This course is a practically based 

workshop designed to teach delegates how to project a more professional image by adding 

polish, interest and panache to their presentation, with the intention of inspiring and creating 

positive image. 

Course Content  

The Vital First Impressions  

Who are you? What credibility do you have?  

Creating the right conditions: non-verbal and physical cues  

Defining and redefining the objectives  

Panic Free Presentations  

The power of good preparation  

Planning and contingencies  

Your rapid reference planner - flow charts for every presentation  

Language: enunciation, style, vocabulary  

Content: distinguishing between information and data  
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Energy: how to channel nervous energy to positive ends  

Practicing the performance in your mind  

Dynamic Delivery - Adding Variety  

Choosing the best available information  

Maintaining interest - keeping the audience 'hooked'  

Stimulating curiosity - the key to motivation  

Power and tone  

Humour  

Silence  

Establishing Rapport with the Audience  

Analysing the demographic map of your audience  

Profiling your audience for levels of interest, ability and influence  

Creating introductions that 'hook'  

Explaining the boundaries and limitations of your presentation  

Managing Difficult Audiences  

Dealing with difficult people - controlling the flow  

Handling objections and difficult questions  

The Use and Abuse of Multimedia  

OHP's, charts, video, 35mm slides, computer displays etc.  

The disadvantage of visual aids - maintaining control  

Matching the aid to suit the audience  

Problems  

Tips and techniques 

Personal Development  

Formulating a personal action plan  

Top 
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Interview and Selection Skills  

 

The interview and selection of the right people is essential to the success of every team and 

organisation. However, the process of interview and selection is costly both in terms of time and 

resources particularly if the wrong decision is reached. It is critical that the right candidate is 

appointed first time. This practical interview and selection skills training course will provide individuals 

with guidance in the skills and techniques essential to conducting a successful selection process.  

The course includes group discussions, exercises, role play and an Interview Skills Questionnaire, 

enabling delegates to benefit in the widest possible manner.  

 

Course Objectives  

Understand why mistakes are made. 

Understand a four step process. 

Plan and prepare for a selection interview 

Identify where you can improve your existing interview techniques and contribute to the 

interview process with increased confidence. 

Project a professional image during the interview which puts the candidate at ease. 

Specify the requirements of the job vacancy to be filled and maintain a focus on the 

interviewôs primary objectives. 

Identify the criteria against which to select the most suitable candidate for the job vacancy. 

Use an effective questioning technique to elicit information from the interviewee. 

Understand how to assess potential in a candidate and make effective decisions about each 

candidate based on the information gained during the interview.  

Course Designed For  

Staff who are required to take part in selection and interviewing or who administrate 

recruitment and need to have a good understanding of the recruitment and selection process.  

Course Content  

Preliminary Considerations  

Defining the recruitment and selection process  

Methods of recruitment - head-hunters, recruitment agencies, the media and internal 

applications 

Key documents  

Identifying your role and responsibilities 

Understanding why mistakes are made  
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Selection Overview - A Four Step Process  

a) Define the position 

Define the role and responsibilities 

Identify the required skills and competencies  

Prepare checklist for interview questions  

b) Screen the candidates 

 Agencies  

 Application forms, CV's, telephone interviews  

c) Interview 

The introduction  

Types of interview questions and techniques  

Behaviour and competency based interviewing  

Closing the interview 

d) Document and decide 

Objective comparison of candidates 

Giving feedback, both positive and negative  

The Interview Environment  

Preparing the interview room  

Selecting an appropriate interview time and venue  

Style of interview - one-to-one, board, panel, who should attend etc.  

Conducting Successful Interviews  

Establishing an open environment in which the candidate is encouraged to open up  

Overcoming barriers to communication 

Building rapport quickly  

Positive body language  

Keeping the interview on track 

Identifying candidate's qualities, attributes and skills 

The importance of employment legislation in successful interviewing  

What not to ask  

Interview simulation - delegates will be given opportunities to conduct an interview in a 

supportive and risk free environment  



 

 

 

© Training and Development Solutions (UK) Ltd  2001-10 

 

 

Effective Questioning and Listening  

Questioning techniques - open and closed questions  

Developing active listening skills  

Probing questions - seeking clarification of answers  

Note-taking - recording information for future use  

Interview Review  

Post interview assessments  

Reviewing candidate's qualities, attributes and skills against predetermined criteria  

Selecting the right candidate - evaluating performance, strengths and weaknesses  

Personal Development  

Developing a personal action plan  

Top 
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Management and Leadership Skills for Supervisors 

 

One of the key figures in every successful team is the team supervisor. The management and 

leadership skills this individual possesses has a profound influence on the motivation and 

commitment of the team and this in turn affects the results and objectives the team achieves. 

Successful teams require clear direction and strong leadership.  

This management and leadership skills for supervisors training course focuses on the essential skills 

and qualities for effective management and leadership, building successful teams and developing and 

managing a diversity of personalities. 

Delegates will have the opportunity to: consider practical and straightforward ways to lead, organise 

and motivate their team in order to achieve outstanding performance and results, learn how to 

develop staff using different management styles and discuss recruitment, appraisal, delegation and 

motivation. 

 

Course Objectives  

Identify the key skills and characteristics of successful leaders and team managers.  

Understand leadership styles and develop personal strategies for enhancing the effectiveness 

of your team.  

Develop your team's strengths.  

Understand how to manage different personalities and encourage mutual respect and co-

operation from all team members.  

Manage effective team meetings and briefings.  

Carry out effective delegation and give constructive feedback.  

Resolve conflict and deal with difficult people and situations confidently and positively.  

Create and maintain an ongoing action plan for continuous improvement of the team and your 

individual management and leadership skills.  

Course Designed For  

Supervisors, team leaders and managers who are looking to provide clear direction and 

leadership to their team in order to ensure maximum effort, commitment and motivation in the 

achievement of team objectives. 

Course Content  

The Art of Effective Team Management and Leadership  

Understanding the role and characteristics of a successful leader  

Recognising and reviewing your personal style of leadership  

Assessing the key leadership skills  

 
Building a Successful Team  

Identifying the traits of an effective team  

Understanding the stages of team development  

Distinguishing team roles and responsibilities  
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Encouraging mutual respect and co-operation with your team  

Handling conflict within the team and promoting co-operative behaviour  

Motivating to Achieve Results  

Setting a clear direction 

Keeping the team on target  

Providing support and recognition  

Keeping Communication Channels Open  

Type and frequency of communication 

Team briefings and meetings  

Enhancing Team Performance Through Training and Development  

Developing the skills of individuals  

Problem-solving and decision making within the team  

Letting team members take greater responsibility - moving towards an empowering 

environment  

Personal Development  

Creating your personal development plan  

Creating your team development plan  

Top 
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Motivating Others to Perform 

Motivated people perform better, but motivating others to perform is a difficult task for some 
managers. Most managers appreciate that motivated people perform better because they are 
committed, enthusiastic and more productive when using their range of skills to their maximum 
potential. Motivated people also stay with organisations for longer, thus reducing staff turnover. 

This training course, motivating others to perform, will help managers to understand how they can 
motivate others to perform more effectively and how to best handle de-motivated individuals. 

Course Objectives  

Recognise the factors that motivate people.  

Read between the lines to understand what people are not saying.  

Apply motivational theories and techniques to workplace situations.  

Recognise the style of leadership that works best to motivate your team. 

Understand how effective communication can help cut down de-motivation.  

Know how to work with and turn around a de-motivated individual.  

Course Designed For  

Any manager or supervisor looking to motivate, inspire and influence to get the best 

performance out of their teams.  

Course Content  

Understanding People  

Why people work and what are their key motivators?  

What are the motivating factors? 

What employees want from their bosses and their jobs?  

What are the causes of de-motivation?  

Working with others to talk them out of de-motivation and into getting things off their chest  

Planning what to do next  

Concepts and Theories of Motivation  

Understanding the theories and putting them into practice (e.g. Maslow, Hertzberg and 

McGregor)  

Leadership Styles to Maximise Motivation  

Motivational leadership styles and their impact on your team  

Identifying your preferred style  

Recognising the effect of your preferred style 

 
Communication to Assist Motivation  

Tools for effective communication  

Delivering feedback 
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Communicating positive and constructive criticism  

Explaining situations fully to increase motivation 

Working with De-motivated Individuals  

Providing support and recognition 

Empathising and understanding the issue  

Involvement through empowerment 

Providing a sense of ownership and responsibility  

Coaching and development 

Setting personal development goals  

Setting SMART objectives  

Personal Development  

Preparing and developing a personal action plan to support your return to the workplace  

Top 
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Negotiation Skills for Managers 

 

Negotiation skills are used by all managers, either face-to-face or by telephone, both with external 

organisations and internally with colleagues. Beyond the world of 'buying and selling' managers use 

negotiation skills for a variety of reasons; project deadlines, human resource allocations, service 

delivery specifications, improved support, or increased budget allocation.  

This negotiation skills for managers training course will provide delegates with support and guidance 

on how to employ practical negotiation skills to conduct win-win negotiations. Practical exercises 

exploring strategies for dealing with 'stand-offs' and 'sticking points' will enable participants to explore 

fully, how their own personal style and attributes can be applied effectively/successfully to the 

negotiation process. 

 

Course Objectives  

Identify and negotiate the best deal/outcome possible.  

Understand the key skills and processes necessary for successful negotiations.  

Recognise the different approaches to the negotiating process and understand their 

implications.  

Identify, develop and employ the interpersonal skills and techniques crucial to negotiating 

proactively.  

Work on individual strengths and weaknesses to develop a personal style of negotiation that 

is powerful, sincere and effective.  

Develop flexibility in your negotiation style to identify and practice individual/group behaviours 

that are helpful in negotiations.  

Develop successful negotiating strategies that can be used according to the needs and 

demands of your organisation.  

Look at the use of negotiation skills in both one-to-one and team-to-team negotiations.  

Course Designed For  

All managers, team leaders and supervisors who negotiate with suppliers, clients and 

colleagues both inside and outside their organisation. The course is particularly useful for 

those new to commercial negotiations and for those whose job performance is measured by 

successful outcomes strategies. 

Course Content  

Introduction  

The fundamental elements involved in negotiation 

The skills required to be an effective negotiation 

The stages of the win-win style of negotiation 

Preparation  

Preparation involved before starting a negotiation  

Setting your maximum and minimum objectives for each negotiable issue  

Valuing and identifying concessions and determining what you want in return  

Identifying sources and types of information concerning the other side's position  
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Establishing the Climate  

Using questioning techniques to identify a negotiator's maximum and minimum objectives  

Recognising and reading signals from the other negotiator  

The right and wrong type of question to ask in negotiations  

Proposing  

Effective ways of making and receiving proposals to aid agreement and avoid deadlock  

Using counter-proposals to keep the negotiation progressing  

Packaging the proposal to interest the other party  

How to use creative thinking to develop options for mutual gain  

Ways of testing your assumptions without making a commitment 

The Skills of Bargaining  

Valuing your concessions from the other side's point of view  

Successful strategies when trading concessions  

Using bargaining to build momentum and avoid deadlock  

Reading the other side's negotiating position from the pattern of their concessions  

Closing 

Timing the close  

Ways of testing when the other side is ready to close  

Different types of closing techniques and how to use them  

Key points when writing up the agreement at the end of the negotiation  

Negotiation Strategies  

Key factors which affect the choice of the appropriate negotiation strategy 

Types of power in negotiations; how to recognise and use them  

How the balance of power influences the choice of strategy  

Negotiation Tactics  

Examples of different types of tactics  

How to use them; how to counter them  

Tactics that can be used when in a low power or weak negotiation position  

Team Negotiations  

The difference between one-to-one and team-to-team negotiations  

The different roles in a negotiating team and what each one does during the negotiation  

Team negotiation strategies and techniques  

Practical Exercises - Bringing it all Together  

Practicing negotiating skills using role plays and exercises  

Optional video recording for structured feedback of the negotiation skills process 
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Project Management 

 

Project management is used by organisations of all sizes to address issues, introduce new 

programmes and manage workload. At present the demand for project management skills and project 

managers far outstrips supply. This introductory project management training course provides 

delegates with knowledge and essential skills that will enable them to manage small to medium sized 

projects effectively. It is highly practical and much of the course consists of a simulated project 

undertaken in small groups. Delegates will also have an opportunity to analyse their own problems 

and concerns about projects they currently manage or will be managing. 

 

Course Objectives  

Define what is meant by a project and how it differs from normal management tasks.  

Identify the role, skills and qualities of an effective project manager.  

Set clear and realistic objectives for a project and understand the stages of the project life 

cycle.  

Confidently plan, organise and document a project in a logical manner.  

Gain and maintain the support and commitment of others and clearly identify the role of all 

project team members.  

Monitor, control and adjust a project effectively and keep all relevant parties informed of 

progress.  

Predict risks and make appropriate contingency plans.  

Review and learn from strengths and weaknesses identified on completion of a project.  

Understand the role that IT can play in supporting the project manager.  

Balance the demands of a project with your day-to-day role and be successful in both. 

Course Designed For 

Individuals who are new to the role of project manager. 

Course Content 

Introduction to Project Management 

What is a project? Differentiating between a project and your day-to-day tasks  

Defining what we mean by project management  

The role of the project manager  

Skills of the project manager 

The Project Life Cycle 

A four staged approach to managing projects  

Project definition - setting objectives, scope and constraints  

Agreeing objectives with the project sponsor 
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Project Planning 

Basic planning tools and techniques  

Creating a work breakdown structure  

Methods of estimating time and cost  

Creating a plan of activities  

Using a bar chart  

Identifying areas of risk and developing a contingency plan  

Project monitoring and change control - responding to problems  

Documenting the plan 

Implementing and Controlling Projects 

Keeping activities on track  

Monitoring performance  

Dealing with problems to keep the project on track  

Making the right decisions  

Dealing with requests for change 

Effective Project Communication and People Management 

The essentials of effective project communications  

Gaining support and maintaining commitment to the project  

Using influencing skills to gain and maintain access to resources  

Promoting the project and keeping it alive 

Project Close 

Measuring results against objectives and the plan  

Capturing learning for future projects  

Closing down and moving on 

Using IT 

Utilising project management software - the key considerations 

Personal Development 

Review of problems and concerns  

Formulating an action plan 

Top 
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Setting Objectives and Performance Management 

 

Setting objectives and performance management can be a daunting and challenging prospect for 

managers. This setting objectives and performance management workshop is designed to help 

managers become more effective in developing, supporting, coaching and managing the performance 

of staff. Delegates will develop new skills and confidence through hands-on practice using proven 

people management tools, which apply to both teams and individuals. The programme covers how to 

manage the performance of staff through setting clear objectives and goals, reviews and appraisals 

and on the job feedback. 

 

Course Objectives 

Identify appropriate performance standards and competencies  

Define and communicate clear performance goals  

Hold clear and concise performance review discussions  

Develop individual development plans  

Monitor and measure performance  

Use coaching, mentoring and appraisal to enhance individual performance  

Use performance management to encourage individuals to take responsibility for their 

development  

Improve recruitment and retention of staff  

Course Designed For 

Managers, team leaders and supervisors who have people reporting to them and who are 

responsible for managing and developing the performance of others. 

Course Content 

The Importance of Performance Management - to the Team and to the Business 

The cost of poor people management  

Common barriers to good performance management  

Setting Objectives and Clear Expectations 

Creating and communicating the performance standards for all posts - ensuring common 

understanding  

Using a competency framework  

Setting SMART organisational, team and individual objectives  

Personal goal setting - clarifying the work outputs, skills and knowledge needed to meet 

performance expectations  

Creating learning and development plans  

Linking reward structures to performance change  
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Reviewing Performance 

Developing appropriate appraisal systems  

Reviewing versus objectives - right work in the right way?  

Communicating clearly - structuring the review meeting  

360 degree feedback versus standard appraisal  

Encouraging self-appraisals/reviews  

On the Job Coaching and Feedback 

Motivating individuals and the team  

Handling difficult people  

Using coaching and mentoring  

Giving feedback to make a difference to the daily performance of people - don't wait for a 

formal review  

Identifying and filling skills gaps  

Providing support and encouragement  

Top 
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Time and Priority Management  

 

Time and priority management is crucial in today's business environment. Time is a limited and 

expensive resource that requires as much, if not better, management than money. If time were 

money, how many people in business would spend it so unwisely and freely, without any focused pre-

planning, prioritising or forecasting of the return on the investment? In today's hectic business world, 

many are still forced to do just that because they don't have the time to change their behaviour. This 

practical time and priority management training course is for those who want to take more control of 

their workloads by organising tasks, people and themselves more effectively. 

 

Course Objectives  

Recognise the value of effective time management to yourself, your team and your 

organisation.  

Clarify your own and your team's objectives, key areas of responsibility and priorities.  

Identify and overcome the primary causes of poor time management for yourself and your 

team.  

Identify time wasters and personal preferences that affect performance in the workplace.  

Prioritise your tasks and cope more effectively with day-to-day demands and pressures.  

Learn to plan ahead and use your time more effectively to increase personal and team 

productivity.  

Release more time to manage and delegate tasks effectively.  

Become more assertive and disciplined, achieving greater control through improved personal 

organisation, resulting in a healthier, more productive lifestyle both at work and beyond. 

Course Designed For 

Managers, team leaders and professionals who need to manage time more effectively to 

enhance their own performance and that of their team. 

Course Content 

Managing Your Job  

Managing yourself and the resources at your disposal  

What are you and your team trying to achieve?  

Defining your objectives and key result areas  

Establishing responsibilities and priorities 

Practical Time Management and Planning Activities 

Effective use of diaries, time planners, time logs, etc.  

Criteria for prioritising - urgent and important  

Planning and scheduling your activities  

Dealing with interruptions and distractions - staying focused  

Managing time under pressure  

Developing a proactive approach to short, medium and long term plans 
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Managing Yourself 

Investing time and effort in order to achieve more in the future  

Your time management behaviour - preferred working styles  

Personal effectiveness - a guide to self-discipline  

Highlighting personal 'time-stealers' and areas of weakness 

Managing Others and Meetings 

Managing people managers, colleagues, team members and customers  

Getting more things done through assertive behaviour  

Making the most of meetings as participant or chairperson 

Effective Delegation  

The rules of effective delegation - overcoming personal preferences and prejudices  

Using delegation as a means of coordinating the workload of your team/department  

Delegation - freeing up your time and developing staff 

On-going Self-development  

Reviewing your management of time at regular intervals  

Overcoming your old habits - maintaining your new standards 

Top 
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Marketing Training Courses 

 

An Introduction to Marketing 

Marketing in Practice 
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An Introduction to Marketing 

 

This introduction to marketing course is designed to enable the new marketeer to develop a thorough 

understanding of the many areas encountered in the busy marketing environment. All major aspects 

of marketing are covered and delegates will be able to apply the theories and practice of marketing on 

their return to work. Although based on PowerPoint presentations the course is highly interactive and 

includes discussions, exercises and practice in using planning tools. 

Comprehensive course materials are provided which will prove a useful reference tool for continued 

development at work  

Course Objectives  

Understand the function and role of all major internal departments encountered. 

Prepare clear objectives for dealing with major marketing events.  

Understanding the manufacturing and finance decisions that affect the marketing mix. 

Effective communication with internal and external customers. 

Understanding the marketing mix and dealing with agencies.  

What affects product-marketing strategy?  

Sales force relations and utilisation  

How to prepare an effective marketing plan.  

Course Designed For  

Newly appointed product managers, field force or other staff planning a move into marketing 

and HR personnel who need to understand the product management role and function. 

Course Content  

What is Marketing? 

Who are your customers?  

Successful and unsuccessful marketing 

How does Marketing Relate to other Company Departments? 

What other departments do 

Influencing other departmental decisions 

When to communicate with other departments 

How to communicate with other departments 

Meetings and how to participate effectively 

Getting the Product from R&D to the Customer. 

Understanding the R&D process  

The manufacturing process 

Regulatory affairs affecting your environment 

Financial matters: - pricing, budgeting and managing the budget 
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The Marketing Mix 

Market research, the types available and when to use Marketing Data 

Advertising, its many forms and their effectiveness 

How to plan an advertising campaign 

What works and doesn't work 

Public Relations, what it can do for your product 

Opinion leader development 

Communications, what it means and when they are used 

Dealing with external agencies, reviewing performance, appointing new agencies 

Managing the agency budget 

E-commerce and the WWW 

Trade and distribution relations  

The Marketing Plan 

Preparing an effective plan 

How to prepare a budget that is likely to be approved 

The marketing plan vs. the sales plan 

The strategic plan 

The company plans 

Working with the plan after you have written it 

So how is your product doing then?  

The Sales Force 

The golden window 

Sales force materials 

Presenting to the sales team 

Working with sales management 

Introducing the new 

Field feedback and how to encourage it 

Personal Development  

What do I know now?  

What do I need to develop?  

Next week?  

Next month?  

Next Year?  

What comes after marketing? 

Top 
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Marketing in Practice 

 

This two day marketing in practice training course will examine the function and practice of marketing 

in more detail. A well-proven process for strategic planning which delegates will be able to use in 

practice will be explained. However, the real emphasis of this course will be on tactical plans, 

implementation and control and gaining the co-operation of others. It will take a very ñhands-onò look 

at the job of brand management. 

Interesting and enlightening, the marketing in practice training course will provide useful tools, 

examples of best practice and be full of good tips. Delegates will leave the course equipped to put 

their new knowledge and skills into practice and their development in the role will be accelerated. 

This course is following on from our Introduction to Marketing training course.  

In-house courses can be tailored to reflect and support aspects of your companyôs culture and 

marketing planning process. A pre-course assessment and post-course follow-up or mentoring can 

also be arranged. 

Course Objectives 

Understand the Marketing Concept and definitions of marketing. 

Identify external and internal customers. 

Understand department functions and how to manage customer relationships. 

Understand the marketing planning process and the components of a marketing plan. 

Be able to undertake strategic planning and write marketing plans. 

Understand the marketing mix ï Product, Price, Promotion and Place. 

Know how to implement and control a plan. 

Identify the skills of an effective brand manager. 

Course Designed For 

Newly appointed brand managers and those who have worked in the role for 1 to 2 years. 

The course is suitable for staff from; manufacturing, retail, B2B, B2C or public organisations 

and examples of marketing practice will be drawn from all areas. In-house courses can be 

tailored according to business type.  

Course Content 

The Marketing Concept 

Definitions of marketing; the eras of marketing; customer focus; customer needs and wants; 

creating value for customers; customer satisfaction 

The marketing organisation; how marketing crosses all disciplines 

How marketing provides a framework for business and driving profitable growth 

The Development Cycle 

Market research 

New product development 

Production 
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Marketing 

Product life cycles  

Internal and External Customers  

Internal customers: marketing; sales; customer service; finance; manufacturing; legal; senior 

managers; departmental functions 

Skills for working with internal customers 

External customers: consumers; buyers and distributors; agencies; other suppliers; regulators 

Selecting, reviewing and managing agencies; retainer or project based fees 

Strategic Marketing Planning 

Strategic planning overview; planning timetables; primary and secondary market research; 

research agencies; market and environmental analysis; product and company analysis 

The SWOT analysis; quantitative SWOT analysis; strategic options and developing a 

strategy; segmentation; positioning; target audience; marketing objectives 

The Marketing Mix 

Product: specification; customer benefits; branding; packaging; labelling; support services 

Price: balance of revenue and profit versus competitiveness; value to customer; basic price; 

discounts and special offers; pricing strategies 

Promotion: adoption pathways; advertising; publicity; personal selling; POS; customer 

promotions; E-strategy; integrated communications 

Place: wholesaler and retailer channels; sales force; coverage; trade promotions; DTC; direct 

and on-line channels 

The marketing mix and adoption pathways; the marketing mix and customer type; the 

marketing mix and product life cycle; co-ordinating with marketing peers and looking for 

synergies 

The Financial Plan 

Market and sales forecasting; methods; sanity checks; the product P&L; production forecasts 

Implementation 

Internal briefings: marketing peers; training; sales management and sales force briefings; 

getting ñbuy-inò and keeping promises; production 

External briefings: agencies, suppliers and third parties; written briefs; quality of briefs; 

checking understanding 

Building constructive relationships; organisation; prioritisation; forward planning; project 

management; administration 

Field visits; sales force communications and support; feedback and progress reports; 

recognition and motivation 

Control 

Tracking and measurement: monthly tracking reports; market and competitor trends; product 

sales volume and value; scheduled research; sales force activity; A&P budget control and 

stock control 

Field visits, customer visits and competitor intelligence 
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Identifying deviations to plan; corrective actions; diagnostic research; the dynamic plan and 

contingencies 
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Writing a Marketing Plan 

Preparation and writing; templates; in-built tracking; the ñlivingò document 

Post-Course Action Plan 

Preparing an action plan 

Top 
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Professional Development Training Courses 

 

Assertiveness Skills 

Communication Skills 

Handling Conflict in the Workplace 

Handling Difficult People and Situations 

Improving Personal Effectiveness 

Influencing, Persuading and Negotiation Skills 

Presentation Skills 

Professional Written Communication Skills 

Questioning and Listening Skills 

Working in Teams 

Top 
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Assertiveness Skills 

 

Assertiveness skills are important. Assertiveness skills training can help manage difficult people and 

situations in an assertive manner. Assertive rather than aggressive or submissive behaviour can 

reduce the spiralling pressures and stresses that cause people to act and think negatively or under 

perform.  

 

This assertiveness skills training course examines the differences between assertive, non-assertive 

and aggressive behaviour. Delegates will then practice assertive approaches to the many difficult 

situations they face mirroring real life scenarios.  

 

In a safe environment, role-play will introduce delegates to difficult, defensive or negative people who 

in various ways cause problems and conflict. With guidance and individual support, delegates will 

learn and implement proven techniques to deal with people effectively.  

Course Objectives  

Understand why and how conflict arises and how to identify silent conflict.  

Recognise the non-verbal and verbal attributes of assertiveness and the benefits of its 

application in the workplace.  

Develop a style that is productive, positive and direct rather than aggressive or submissive.  

Be assertive and confident in situations that involve teams, conflict and confrontation.  

Adopt a constructive and influential behaviour style in the face of negative attitudes and 

aggression or when addressing poor performance.  

Recognise the rights and values of others and communicate your views and ideas in a direct 

and effective manner.  

Give and receive feedback in a constructive and positive way.  

Develop assertiveness techniques by practicing ways in which difficult situations and people 

can be handled effectively.  

Course Designed For  

Members of an organisation, regardless of role or function who need time and space to 

examine, learn and practice positive and assertive techniques for working with others 

effectively. 

Course Content  

Defining Assertiveness  

Defining assertive, aggressive and submissive behaviour  

The essence of assertiveness  

The value of assertiveness in the workplace  

Achieving More Productive Relationships  

Understanding yourself and others  

The dynamics of interpersonal relationships  

Why rights are important to assertiveness  

Identifying and overcoming flawed thinking processes  
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Persuasive and Assertive Communication 

Verbal aspects of behaviour  

Adopting assertive body language  

Developing your skills when giving and receiving feedback  

Practicing active listening  

Effective questioning techniques  

Assertive and Influencing Techniques 

Planning your behaviour - the three steps to assertive behaviour  

Empathy, discrepancy, consequence and responsive assertion techniques  

Escalating your assertiveness level  

Assertiveness Toolkit 

During the course delegates will be able to role-play situations appropriate to their current 

development needs. The following scenarios illustrate the typical areas covered: 

Disciplining a team member  

Dealing with a negative team member or poor performance  

Handling conflict, confrontation and aggression  

Saying 'no' to unreasonable/unrealistic demands  

Dealing with anger and bullying  

Setting objectives  

Agreeing deadlines with others  

Telling others what you want - asking for things  

Expressing opinions effectively - getting people to listen  

Giving your boss feedback on your working relationship  

Communicating with senior people  

Dealing with sensitive issues  

Your On-going Assertive Development 

Establishing your goals and a plan of action for implementation on your return to work 

Top 
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Communication Skills 

 

Communication skills are one of the most important skills in the modern workplace. Communication 

skills help us to interact more effectively with colleagues at all levels of the organisation and this 

requires a complex mix of skill and style and an ability to adapt to different personality types. To 

establish and promote a particular view or idea or to communicate an unpopular message requires 

confidence and empathy. To consistently achieve successful outcomes, it is necessary to have an in-

depth understanding of what really happens during the process of communication. This 

communication skills training course introduces delegates to the fundamental dynamics of high impact 

communication. 

 

Course Objectives  

Appreciate the importance of high impact communication in a variety of situations.  

Create the appropriate environment for delivery of excellent face-to-face communication.  

Deliver your message with confidence.  

Construct and refine your messages to ensure you are understood and receive a positive 

response.  

Develop a range of communication skills to ensure you receive appropriate attention.  

Refine your ability to elicit a high quality response from your audience.  

Gain the confidence of others.  

Convert communication into action.  

Course Designed For 

Individuals who need to create a lasting and distinctive impact on the people with whom they 

interact.  

Course Content 

What is High Impact Communication? 

Understanding what communication is  

Discovering your own communication style - personal audit  

How to communicate and get noticed  

How to impact at all levels within the organisation  

Developing the Appropriate Environment 

Scene setting - preparing the ground  

Putting people at ease - techniques to establish rapport  

Opening remarks and 'ice-breakers'  

Being aware of and removing communication barriers  

Developing Face-to-face Confidence 

Using your body language for impact  

Using all your senses 

Overcoming personal concerns and fears  

Handling objections  
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Building High Impact Messages 

The power of positive language  

Using past, present and future to build your message 

Structuring skills  

Using metaphor 

Questioning skills  

Gaining the Confidence of Others 

Listening Skills 

Encouraging and responding to positive and negative feedback  

Dealing constructively with negative or unresponsive individuals 

Understanding the other person's position  

From Impact to Actions 

Creating positive outcomes  

Not losing sight of the desired result  

Negotiating the first steps of your success  

Continual reinforcement of the message  

Personal Development 

Formulating an action plan  

Top 
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Handling Conflict in the Workplace 

 

Conflict is one of the most destructive behaviours in business and handling conflict in the workplace is 

one of the most challenging.  

Our natural response when confronted with conflict is to either run away or stay and battle it out. 

Whichever response is chosen we can sometimes feel uncomfortable with the results; either because 

we have imposed our will on another, or they have imposed their will on us. These situations can be 

successfully managed when you are equipped with the correct techniques which allow conflict to be 

resolved and a mutually acceptable compromise to be reached.  

This exciting course, focusing on how to handle conflict in the workplace and conflict management, 

will equip delegates with practical techniques they can use to perform effectively in any difficult work 

situation.  

This is a highly practical course that involves role-play and other exercises and all delegates should 

come prepared to enter into the spirit of the day. 

 

Course Objectives  

Recognise conflict issues that impact on performance. 

Confront conflicts and problems in a non-hostile manner. 

Manage and resolve conflict effectively. 

Control anxiety, fear and anger. 

Actively listen to individuals and groups. 

Identify and analyse conflicts and/or problems. 

Practice strategies and applications to resolve conflict and obtain positive results. 

Develop tools to implement conflict management in the workplace.  

Course Designed For 

Any member of an organisation who has to deal with conflict either from colleagues, or 

customers; and feels that they would benefit from the opportunity to enhance their ability to 

resolve the issue with some mutual agreement.  

Course Content 

Understanding Behaviour  

Current behaviour 

Desired behaviour 

Your own behaviour in the face of conflict  

Reasons for Behaviour  

Organisational and personal perspectives 

Influences of learned behaviour  

Communication Styles  

Personal audit of preferred communication style  
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Approaches to Conflict  

Options for responding 

Reflections and review of dealing with your own situation  

Anger in Others  

Staying calm in the face of enemy fire 

Defusing anger 

Introducing rapport  

Application to the Workplace  

Review of the approach discussed 

Personal evaluation 

Role-play  

Personal Development  

Developing an action plan 

Top 
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Handling Difficult People and Situations 

 

Handling difficult people and situations is one of the most stressful aspects of the modern working 

environment. This handling difficult people and situations training course provides a practical guide on 

how to handle difficult people and situations effectively and ensure successful outcomes. Delegates 

will examine aspects of human behaviour and review their options when faced with difficult, 

aggressive or un-co-operative people. This course provides delegates with an opportunity to discuss 

their own experiences as well as those of others in a safe and supportive environment. 

 

Course Objectives  

Deal with conflict situations promptly with minimal disruption to the essential tasks at hand.  

Approach people problems with increased confidence and an enhanced understanding of the 

reasons behind colleagues' behaviour.  

Forge positive working relationships with individuals who might previously have been viewed 

as difficult or un-co-operative. 

Develop an enhanced understanding of the factors that motivate and de-motivate your 

colleagues.  

Overcome negative or aggressive behaviour.  

Adopt a confident, professional and appropriate behaviour style when faced with difficult 

people or situations.  

Course Designed For 

PAs, secretaries, administrators, office managers, supervisors etc. who have experienced 

difficulties when dealing with others and would benefit from a more assertive and confident 

approach. 

Course Content 

Developing Your Understanding of Behaviour 

People and behaviour  

An introduction to Transactional Analysis  

Encouraging others to break non-productive work behaviour styles  

How your behaviour affects others and vice versa  

Recognising the different factors which influence an individual's motivation 

Interpersonal Skills and Assertiveness 

Adopting an assertive approach to your relationships with others  

Being positive - avoiding personality clashes  

Building harmonious and open working relationships  

Communicating with colleagues at all levels within your organisation  

Dealing with Difficult People 

Why are some people difficult?  

Dealing with people who are aggressive, cynical or obstructive  

Identifying and dealing with the underlying causes of 'difficult behaviour'  
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Dealing with Difficult Situations  

Typical situations you may face at work and ways of dealing with them  

Dealing with situations and events rather than personalities  

Adopting an appropriate approach in a variety of situations  

Overcoming the pre-conceived ideas and attitudes of others - looking for positive outcomes  

Role Plays - Dealing with Others Effectively  

During the course delegates will be able to role-play situations appropriate to their current 

development needs. Emphasis will be placed on making these role-play scenarios relevant to 

the real life working experiences of delegates 

Top 



 

 

 

© Training and Development Solutions (UK) Ltd  2001-10 

 

 

 

Improving Personal Effectiveness 

 

Improving personal effectiveness is a wide ranging topic and no single facet of behaviour can improve 

it dramatically; however, understanding what makes some people more effective than others and by 

examining these factors an improvement in personal effectiveness can be achieved. This is a highly 

interactive training course and delegates will be asked to take part in a number of questionnaires, 

case studies and discussions in order to improve their personal effectiveness. 

 

The course has been broken down into three sections with a different focus in each section: Personal 

Assertiveness, Time and Priority Management and finally Conducting Successful Meetings. 

 

Course Objectives 

 

Deal with conflict situations promptly with minimal disruption to the essential tasks at hand. 

Approach people problems with increased confidence and an enhanced understanding of the 

reasons behind colleaguesô behaviour. 

Forge positive working relationships with individuals who might previously have been viewed 

as difficult or un-cooperative. 

Develop an enhanced understanding of the factors that motivate and de-motivate your 

colleagues. 

Overcome negative or aggressive behaviour. 

Adopt a confident, professional and appropriate behaviour style when faced with difficult 

people or situations. 

Recognise the value of effective time management 

Clarify your own key areas of responsibility and priorities. 

Identify and overcome the primary causes of poor time management. 

Identify time wasters and personal preferences that affect performance in the workplace. 

Prioritise your tasks and cope more effectively with day-to-day demands and pressures. 

Learn to plan ahead and use your time more effectively to increase personal productivity. 

Become more assertive and disciplined 

Learn how to prepare for a meeting so that participants are clear about their role and what is 

to be achieved. 

Acquire a range of interpersonal skills to keep control of the meeting and disarm disruptive 

participants. 

Ensure that each agenda item is introduced and dealt with effectively.    

Structure discussions to build group consensus and gain a clear decision on each specific 

agenda item. 

Identify what can go wrong in meetings and know what action to take to ensure participants 

keep focused on the task. 

Encourage appropriate participation and eliminate time wasting. 

 

Designed For 

 

This course is designed for professional and administrative staff at any level, may be of 

particular use to those with a supervisory or managerial role or where personal interaction 

with others is involved. 
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Course Content 

 

Section One - Personal Assertiveness 

 

Handling difficult people and situations is one of the most stressful aspects of the modern working 

environment. This section provides a practical guide on how to handle difficult people effectively and 

ensure successful outcomes in an assertive but non-aggressive manner. Delegates will examine 

aspects of human behaviour and review their options when faced with difficult, aggressive or un-co-

operative people. This part of the course provides delegates with an opportunity to discuss their own 

experiences as well as those of others in a safe and supportive environment. 

 

Developing Your Understanding of Behaviour 

 

People and behaviour 

Encouraging others to break non-productive work behaviour styles 

How your behaviour affects others and vice versa 

Recognising the different factors which influence an individualôs motivation 

 

Interpersonal Skills and Assertiveness 

 

Adopting an assertive approach to your relationships with others 

Being positive - avoiding personality clashes 

Building harmonious and open working relationships 

Communicating with colleagues at all levels within your organisation  

 

Dealing with Difficult People 

 

Why are some people difficult? 

Dealing with people who are aggressive, cynical or obstructive 

Identifying and dealing with the underlying causes of ódifficult behaviourô  

 

Dealing with Difficult Situations 

 

Typical situations you may face at work and ways of dealing with them 

Dealing with situations and events rather than personalities 

Adopting an appropriate approach in a variety of situations 

Overcoming the preconceived ideas and attitudes of others - looking for positive outcomes  

 

Section Two - Time and Priority Management 

 

Time management is crucial in todayôs business environment. Time is a limited and expensive 

resource that requires as much if not better management than money. If time was money how many 

people in business would spend it so unwisely and freely without any focused pre-planning, 

prioritising or indeed any forecasting of the return on the investment? In todayôs busy business world 

many are still forced to do just that because they donôt have the time to change their behaviour.  This 

practical and intensive part of the course is aimed at delegates who want to take more control of their 

workloads by organising tasks, people and themselves more effectively. 
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Managing Your Job 

 

Managing yourself and the resources at your disposal 

What are you and your team trying to achieve? 

Defining your objectives and key result areas 

Establishing responsibilities and priorities 

 

Practical Time Management and Planning Activities 

 

Effective use of diaries, time planners, time logs, etc. 

Criteria for prioritising - urgent and important 

Planning and scheduling your activities 

Dealing with interruptions and distractions - staying focused 

Managing time under pressure 

Developing a proactive approach to short, medium and long term plans 

 

Managing Yourself 

 

Investing time and effort in order to achieve more in the future 

Your time management behaviour - preferred working styles 

Personal effectiveness - a guide to self-discipline 

Highlighting personal ótime-stealersô and areas of weakness 

 

On-going Self-development 

 

Reviewing your management of time at regular intervals 

Overcoming your old habits - maintaining your new standards 

 

Section Three - Conducting Successful Meetings 

 

Conducting successful meetings is a vital skill in todayôs business environment and they provide a 

vital forum for planning, debate, information, briefing and decision-making; however, too many 

meetings are poorly prepared and managed, leading to the loss of valuable time and failure in 

satisfying their objectives.  This section of the course is designed to give participants guidelines on 

the necessary preparation and structure of meetings to ensure successful outcomes. Its purpose is 

also to enable delegates to learn and practise the effective skills of chairing and participating in 

shorter and more productive meetings. 

 

Roles and Responsibilities 

 

How to become an effective meeting leader 

Which type of meeting suits your needs? 

Your key responsibilities as a participant  
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Clarity in Meeting Preparation 

 

Creating meeting objectives that are clear and specific 

Setting an agenda  

Structuring the agenda - where to place the least and most important items 

How to lobby for support 

Collecting appropriate data from interested parties 

Briefing minute takers and guest speakers 

 

Lead an Effective Meeting 

 

Personal qualities of meeting leaders 

Creating an atmosphere where all participants will be able to contribute 

Keep focused on the agenda and prevent the introduction of irrelevant issues 

Controlling time wasting and disruptive influences 

Forging an environment for open discussion 

Formulating agreement from a variety of views 

Guidelines for running short meetings 

 

Communicate with Authority 

 

Learning the fundamentals of non-verbal communication 

 

Deal with Disruptive Influences 

 

Ensuring all participants has a say 

How to make interventions that will curtail irrelevant discussions 

Employing techniques to keep control 

 

Action Points and Endings 

 

Tips for making clear decisions 

The two prime times for summarising key points 

Gaining commitment through the delegation of action points 

How to prevent the meeting drifting on 

Learning to end with a focus on the future 

 

Personal Development 

 

Creating a personal action plan to enhance your future development  

 

Top 
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Influencing, Persuading and Negotiation Skills 

 

Influencing, persuading and negotiation skills enable successful people to influence the thinking and 

behaviour of others and to facilitate an effective spread of information throughout a team via their 

communication skills. People who have these skills build strong relationships, exert greater influence 

on their colleagues and project a positive image of themselves and their organisation. This 

influencing, persuading and negotiation skills training course has been designed to assist delegates 

by enhancing their ability to communicate confidently and professionally. It will help delegates to 

recognise the link between communication and its effect on their perceived value in the eyes of 

colleagues and to become more confident, persuasive and influential at work. 

 

Course Objectives  

Understand the principles that support effective and persuasive communication.  

Communicate in a more persuasive manner with colleagues and individuals from outside your 

organisation.  

Handle difficult situations.  

Develop more effective and creative working relationships.  

Explain complicated ideas in a manner that aids understanding and increases the likelihood of 

success.  

Communicate with increased confidence at meetings.  

Become a more active listener.  

Apply the fundamental principles of negotiation strategy to your day-to-day communication.  

Use enhanced persuasion skills to act as an opinion shaper amongst your colleagues.  

Identify your own preferred influencing style and use it to encourage people to change their 

behaviour willingly.  

Course Designed For  

This course is designed for individuals who would benefit from an enhanced ability to 

persuade and influence in the workplace. 

Course Content 

Effective Communication Skills 

Defining communication and the communication process  

Your personal communication style - self-analysis/skills audit  

Interpersonal Communication 

Non-verbal communication and body language - using it to strengthen your position 

Using your voice to advantage - tone, pace and style  

Personal presentation - creating the right impression  

Identifying and overcoming barriers to effective communication  
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Positive and Assertive Communication 

Saying 'yes' when you know you should be saying 'no'  

Expressing your ideas in a direct and effective manner  

Contributing at meetings and gaining co-operation from others  

Using assertive and positive language  

Persuasive and Influential Communication 

Expressing your views, ideas and requests with confidence  

Persuasive communication - gaining the agreement of others  

Ensuring your communication is clear, concise and easily understood  

Understanding and developing a more active and effective listening process  

Enhancing your questioning skills  

Difficult Situations - Communicating with Confidence 

Creating a positive impression when dealing with senior colleagues  

Communicating difficult or sensitive messages  

Gaining co-operation from others and minimising conflict  

An Introduction to Negotiation 

The negotiation process - basic negotiating techniques  

Defining your personal style of negotiating  

Pre-negotiation - preparation and planning  

Setting your objectives and deciding your own limits of compromise  

Analysing the other side's position  

Concluding the negotiation in a positive and productive manner - gaining a 'win-win' situation  

Personal Development 

Prepare a personal action plan to support your return to the workplace 

Top 
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Presentation Skills 

 

Presentations, whether to colleagues, managers or customers, are a highly effective way of 

communicating information to a group. Presentation skills are something that everyone can acquire. 

This presentation skills training course provides participants with the opportunity to practice the 

preparation and delivery of formal and informal presentations. Delegates will be given the opportunity 

to learn from practical exercises, some of which will be recorded and made available for study after 

the course. Due to the interactive nature of this course and the personal guidance given by the 

trainer, the number of delegates is limited to eight. 

 

Course Objectives  

Speak to groups with greater confidence and professionalism.  

Overcome nervousness, negative feelings and pre-presentation anxiety. 

Plan and prepare more effectively and achieve your presentation with skill.  

Be spontaneous whilst still putting across the required message.  

Handle difficult topics and people with confidence.  

Focus attention on the key issues and generate audience acceptance of your message.  

Communicate your message clearly, project enthusiasm and maintain the group's interest.  

Use visual aids to enhance the appeal and professionalism of your communication.  

Adapt your approach when communicating with large or small groups.  

Encourage audience interaction and deal with questions and feedback.  

Course Designed For  

Individuals at all levels who are required to speak in front of others, project a professional 

image and develop their skills and confidence. 

Course Content 

The Power of Effective Communication 

Communicating one-to-one and one-to-many  

Overcoming the barriers to successful group speaking  

What makes communication successful?  

Formal and informal communication opportunities  

The purpose of team briefings/meetings and presentations  

Preparing to Speak in Front of Others 

Planning to meet the needs of your audience  

Analysing your objectives - focusing on the key issues  

Preparing your intended material  

Preparing and using guidance notes  

Practicing - perfecting your delivery and timing  

 
Speaking Confidently - Maintaining Control and Projecting Professionalism 
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Confidence and its affect on audience reaction  

Overcoming nerves and building your confidence  

Preparing yourself prior to speaking - relaxation techniques to ease anxiety  

Presentation Skills 

Body language - how it affects audience reaction  

Positive eye contact with members of your audience  

Grasping and maintaining audience attention - drawing them into your presentation  

Presenting in a style which attracts your audience  

Holding Interest when Speaking 

Projecting your voice - speaking with authority and confidence  

Using positive language and appropriate gestures  

The techniques used by successful presenters to make their presentations more influential 

and powerful  

Speaking in a persuasive manner  

Timing your delivery - pacing yourself  

Using Visual Aids 

The available aids - OHP's, charts, video, 35mm slides, presentation packs etc.  

Putting together effective visual aids  

Using appropriate aids which add value to your presentation  

Maintaining control of your visual aids  

Establishing Rapport with the Audience 

Building a rapport - understanding audience psychology  

Your image - what does it say about you and your presentation?  

Personal Development 

Formulating a personal action plan 

Top 
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Professional Written Communication Skills 

 

Organisations and individuals establish their credibility with professional well written communication. 

This professional written communication skills training course provides delegates with immediate and 

practical guidance on how to communicate effectively and professionally through written 

communication. In areas ranging from planning and grammar, tone, style and final proof-reading, 

delegates will quickly develop their professional written communication skills and confidence in order 

to improve e-mails, letters, memos and reports.  

Course Objectives  

Plan, prepare and write with greater confidence.  

Construct letters, memos, e-mails and short reports that get results. 

Produce written communications that relay your message to the recipient in a positive, 

professional and persuasive manner.  

Save time and handle correspondence with less instruction.  

Adapt your writing style to suit the nature of the correspondence whilst achieving clarity and 

brevity.  

Write accurately and professionally, avoiding unnecessary jargon or clichés.  

Avoid common errors and use sentences, paragraphs and punctuation correctly and 

effectively.  

Analyse and edit your work quickly and constructively and adopt effective proof-reading 

techniques.  

Course Designed For  

Individuals who want to save time and produce accurate, professional business 

correspondence with confidence.  

Course Content  

The Principles of Effective Business Writing  

Types of business documents: letters, reports, e-mails, facsimiles and minutes  

Avoiding Common Problems  

The rules and reasons for grammar - avoiding common pitfalls  

Building better sentences - using punctuation to aid understanding  

Vocabulary, spelling, jargon and slang  

Formal words, proprietary names, copyright  

The Recipient  

Focusing on the reader's requirements  

Using the right approach - responding to complaints, giving information, getting action, 

interesting customers etc.  

Creating an impact - getting and maintaining the reader's attention  

The use of 'action words' to inspire positive response and results  
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Preparation and Approach  

Clearly defining the objectives of the document  

Gathering factual information to assist in conveying your message  

Organising your thoughts/material logically  

Simple structuring  

Styles of Writing and Being Persuasive  

A 'reader-friendly' style - compelling openings and positive conclusions  

Informative, persuasive or assertive writing  

Imaginative use of vocabulary  

Developing Your Style of Business Writing  

Overcoming 'word inflation' and cutting out the 'waffle'  

Writing in a clear, concise and professional business manner  

Expressing yourself - conversational and appealing writing  

Enhancing your language skills and expanding your vocabulary  

Constructive Self-analysis  

Avoiding redundant phrases, unnecessary jargon and clichés  

Identifying and correcting grammatical errors  

Proof-reading and editing - avoiding time-consuming rewrites  

Personal Development  

Progressing your writing skills - introduction to report writing  

Refining your skills - learning to get it right first time  

Formulating an action plan  

Top 
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Questioning and Listening Skills 

Questioning and listening skills are the key to effective mutual communication and understanding. 

They play a vital part in ensuring good communication is achieved and open working relationships are 

built. This highly practical questioning and listening skills training course will provide techniques to 

enhance delegate's ability to question and listen. 

 

Course Objectives  

Communicate more effectively.  

Gain new information through effective questioning techniques.  

Pick up on hidden messages.  

Listen for feelings as well as meaning.  

Use techniques to check and build understanding.  

Increase your confidence when communicating face-to-face.  

Course Designed For  

Individuals who want to improve their confidence, gather information, build relationships and 

persuade internal and external audiences. 

Course Content 

Barriers to Effective Communication 

Identifying and using different communication styles  

Why do we not communicate effectively?  

The impact of the company culture  

Understanding the other person's perspective  

The Impact of Poor Listening and Questioning 

Creating confusion and misunderstanding  

Losing new ideas and stifling creativity  

Causing frustration and de-motivation  

Good Listening Skills 

Why are listening skills so important?  

Actively listening - not just hearing  

The importance of body language - detecting unconscious non verbal patterns  

Learn how to listen for feelings  

How to absorb an unpalatable message  

Improving your concentration when listening  

Developing empathy - demonstrating appreciation of the other person's point of view  
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Good Questioning Skills 

What is the purpose of questions?  

Taking the time to question - rather than answer  

Dealing with enquiries - getting the facts  

Seeking information - knowing what to ask  

Using probing techniques to gather information  

Understanding when and how to ask a question  

Checking for receptivity and gaining commitment  

Using the Information 

Using information effectively  

Personal Development 

Creating an action plan  

Top 
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Sales Training Courses 

 

Achieving Sales on the Telephone 

Advanced Negotiation Skills 

Advanced Sales Development 

Closing Skills 

Converting Enquiries into Sales 

First Line Sales Management 

Key Account Management 

Negotiation Skills 

Successful Selling Skills 

Territory Management 

Top
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Achieving Sales on the Telephone 

 

Achieving sales on the telephone in telesales environments requires a special set of sales skills. This 

popular course enables delegates to develop their telephone selling skills and self-confidence in order 

to increase sales on the telephone, call-to-order ratios, overcome 'brush-offs' and convert leads into 

sales. The course is highly participative, with delegates using their own 'real life' scenarios in practice 

sessions. 

 

Course Objectives  

Build and develop a confident telephone manner to break through the barriers that block your 

path to an appointment or sale.  

Plan your calls and call rate to ensure maximum return from your efforts.  

Promote your company and product using the appropriate tone and language.  

Avoid rejection and build a relationship with each customer throughout the call. 

Use effective questioning and listening techniques to match the relevant benefits of your 

products to the customer's needs.  

Overcome objections and handle complaints confidently.  

Present price in a positive way.  

Turn general enquiries into an appointment or sale.  

Course Designed For  

Anyone responsible for making outbound or handling inbound telesales calls with customers 

and prospects, including appointment making and dealing with general sales enquiries. 

Course Content 

Selling on the Telephone  

The skill set required for successful telesales 

What makes people buy?  

Knowing your company and product in depth  

Understanding and overcoming phone blocks e.g. voice mail, switchboards etc. 

Communicating Effectively  

Communicating without seeing, the unique features of telephone communication  

Creating a vision, turning words into pictures  

How to 'hook' your customer  

Five key probing techniques to establish and agree customer needs  

Listening for buying signals 

Proactive Selling and Appointment Making  

Creating the right impression on outbound/cold calls  

Planning for success 

Call rates, your script and your individual style  

Increasing order value 

Responsive selling  



 

 

 

© Training and Development Solutions (UK) Ltd  2001-10 

 

 

 
Inbound Calls  

Turning incoming calls into orders  

Presenting your product in a positive light  

Ensuring you match your customerôs needs precisely  

Understanding your customerôs concerns 

Overcoming Objections and Securing the Sale  

Pre-empting and preparing for objections  

Differentiating between real objections and 'brush offs' 

How to handle the silent decision maker  

Timing the close 

Personal Development 

Developing an action plan  

Top 
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Advanced Negotiation Skills 

 

This advanced negotiation skills training course is designed for experienced negotiators who are 

looking to develop advanced negotiation skills in the more complex and challenging aspects of the 

negotiation process. It is a highly interactive two-day course which will help delegates examine the 

negotiation process as it relates to the on-going demands of their business.  

 

At this advanced level, we will apply concepts already learned to help deal with complex situations 

involving negotiating teams, multi-party negotiations and negotiators of varying skill levels.  

 

There will be a focus on the team as an effective negotiating unit and extensive use of case studies to 

provide practice in real world situations. Further practice using role-play and small group activities 

provides immediate feedback that delegates can use to refine their skills.  

 

Course Objectives 

Revision of the essential elements involved in negotiation.  

Self-analysis - understanding behavioural patterns.  

Understand negotiation structure. 

Improve preparation and planning.  

Be aware of and use signals.  

Deliver assertive proposals.  

Creative use of variables within negotiation.  

Minimise and optimise concessions.  

The needs and motivations that exist in negotiation.  

Develop a negotiation mentality. 

Course Designed for 

Those who already have grounding in negotiation tactics and professional negotiators in both 

the public and private sectors, who are looking to develop their skills and build on their 

strengths 

Course Content  

Day 1 

Understanding the Implications of the Win/Win Concept 

Examining the 'inner game' of effective negotiation 

Identifying the beliefs that are important in negotiating effectively 

Reviewing your own beliefs: do you need to make changes?  

Building Rapport 

Building a sense of trust and understanding 
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Sensory Acuity 

Interpreting underlying messages 

Effective listening techniques 

Explaining listening positions 

Getting to grips with alternative questioning strategies 

Needs Definition 

Understanding what the other side really wants 

Positions vs. interests 

Power negotiation vs. needs based negotiation 

Yes Sets 

Building a history of agreement into the meeting 

Overcoming resistance 

'Re-framing' 

Using metaphor 

How to avoid making premature concessions 

Sending Positive Messages 

Putting your point of view across in a positive manner 

Understanding the power of body language and voice quality 

Being assertive  

The broken record technique 

Day 2 

Planning the Negotiation 

Working through the planning process 

Specifying outcomes 

Building a database 

Analysing the database and understanding where the power lies 

Building a settlement range 

Planning the negotiation 

Testing the plan 

Conducting the Negotiation 

Obtaining vital information: agreeing outcomes and establishing the agenda 

Probing in order to develop understanding 

Making proposals and giving and receiving concessions 

Applying effective closing techniques 

Agreeing action, recording outcomes and monitoring the result 

 
Key Behaviours that Influence the Outcome 
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Analysing strengths and weaknesses by using negotiating skills assessment checklists 

Developing your key learning points 

Breaking Deadlock 

Acquiring key techniques for overcoming obstacles to agreement 

Understanding the 'chunk up' and 'chunk down' strategy 

Applying the "negative consequences" technique using counter examples to diffuse 

objections and overcome barriers 

Common Tactics 

Tips on responding effectively to popular but counterproductive negotiating tactics 

Understanding some of the more common negotiation 'ploys' and how to counter them 

Case Studies 

Developing a personal action plan 

Top 
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Advanced Sales Development 

 

Advanced sales development and advanced sales skills are about understanding people - including 

yourself; understanding how your buyer thinks, what your customer really wants and choosing the 

right approach to successfully develop that customer. Delegates attending this advanced sales 

development workshop will develop and practice the advanced interpersonal skills needed to win 

increased business, particularly from their more challenging customers. The course incorporates 

numerous case studies under the guidance of a trainer with a long and successful track record in 

building strong sales relationships.  

Course Objectives  

Build interpersonal relationships based on awareness of how others see you.  

Assess the strengths and weaknesses of your own personal style.  

Analyse and advance your communication skills with others.  

Analyse buyer motivations with a more in-depth understanding of sales psychology. 

Develop selling skill that will really interest your customers.  

Learn the impact that organised knowledge can have on your sales.  

Analyse the strengths and weaknesses of the competition to differentiate the relevant benefits 

of your solution.  

Use your personal business information to improve your sales.  

Write and present successful proposals. 

Course Designed For 

The course is designed for senior sales professionals looking to develop successful 

partnerships with their accounts and intending to building long-term revenue generating 

relationships. 

Course Content  

Assessing your Current Impact and Ways to Improve It  

Your customer and you - the psychology of selling 

Transactional Analysis and sales 

Getting to speak to the right people  

The buyer's motivation  

Relationships and rapport - key elements to success  

Advantageous use of voice and body language  

How successfully do you build relationships?  

Conduct a Personal Audit and Review your Skill Sets  

Why is the relationship important?  

Accurately assess your target customers  

Identify key skills and approaches for different types of customers  

Developing the customer - better than your competitor's 
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Researching the Scope and Strength of the Competition  

Elevating your product and service from the competitor's 

Extending the range of 'purchases'  

Long term 'buy in' from clients  

Keeping competitors out  

Selling the solution 

Effective Proposals to Beat the Competition  

Presenting the solution for maximum impact  

Recognising the benefits that buyers want  

Understanding the value of intangible benefits  

Selling yourself as well as your product or service  

Developing a Long Term Partnership 

Opening the door to develop a partnership with the customer  

Helping the customer succeed - creating the long term 'win-win'  

Involving the customer in your own products/service development  

Continuing to exceed expectations  

Top 
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Closing Skills 

 

Closing skills are an often neglected part of the sales process and successful sales people recognise 

that closing skills are possibly the most essential part. Business relies on successful closing skills; not 

only does it win the business but it also creates a lasting impression with the customer. Creating a 

win-win outcome is a real skill. Once you can close with confidence your customer is more likely to 

return, thus helping you to achieve your sales targets. This practical and highly interactive closing 

skills training course helps you develop the skills to close the sale both confidently and successfully. It 

uses individual exercises, group discussion forums, role-playing and personal feedback to encourage 

full participation. Real life cases are also used to aid the transfer of learning to your own selling 

situations.  

 

Course Objectives  

Create an effective pitch.  

Establish common ground quickly.  

Adapt your approach to suit the individual and organisation.  

Control the sale through the use of demonstrations, visual aids and brochures.  

Read the buying signals.  

Move toward the close with more confidence.  

Leave the door open for future business development.  

Course Designed For 

Sales managers, sales executives and account managers with direct customer contact, who 

are responsible for generating and closing sales. 

Course Content 

Closing Positively 

Don't rush it or leave it until the buyer has run out of time  

Present the close positively  

Keep moving forward  

Leave the customer thinking about future opportunities  

Getting the Pitch Right 

Issues that influence buying - market research, public relations, competitors 

Understand and keep to the brief - let the buyer explain what they want  

Presenting your pitch  

Reacting to the buyer  

Communication that Works 

Building credibility  

Matching selling style to buyer's behaviour  

Building rapport through body language and interpersonal skills  

Active listening 
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Reading the Buying Signs 

Gathering information - volume, timing, which products/services  

Assessing the buyers interest level through their questions  

Importance of timing  

Sell the benefits for the buyer - not just the product  

Exceed expectations - introduce some additional 'benefits' at the close  

Cross sell if the buyer seems interested  

The Difficult Situation - Solved 

Overcoming objections  

How to get out of deadlock situations  

Maintaining a firm stance when necessary without increasing tension  

Getting past 'no'  

Don't Walk Away - Negotiate 

Keeping the discussion going - remaining flexible  

Defending the offer and conditions  

Negotiating without complete authority  

Looking for win-win  

Add Value - Don't Forget After Sales Service 

Following up with the client ensuring the product lives up to the customer's expectations 

Top 
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Converting Enquiries into Sales 

 

How much more successful would your business be if you could convert more enquiries into sales? 

Converting enquiries into sales is the link between customer service and selling in today's business 

environment. It is no longer sufficient for customer service staff or administrators to merely answer 

queries, solve problems or action customer's requests. There is now the added challenge of 

identifying sales opportunities as part of almost every customer interaction. 

 

This practical converting enquiries into sales training course will examine how the traditional service 

role can be transformed into a generator of new business. Individual exercises, group discussions and 

'real life' practice scenarios ensure full participation together with the development of confident 

opportunity spotting and conversion skills, all aimed at improving your sales results. 

 

Course Objectives  

Recognise a wide range of sales, appointment and referral opportunities.  

Use effective questioning and listening techniques to identify customer needs.  

Use a simple but effective strategic sales model to generate customer interest.  

Understand how to offer cross-sell and up-sell alternatives without appearing pushy or 

aggressive.  

Confidently offer solutions that meet your customer's needs.  

Turn opportunities into sales focused actions.  

Answer objections and gain customer commitment.  

Complete effective follow-up activity by phone  

Course Designed For 

Anyone who undertakes a customer service or administrative role and who now needs the 

skills to generate sales, referrals or appointments. 

Course Content 

How Service Roles Have Changed  

Your new role and responsibilities  

Understanding the link between service and selling  

How to change your mind set and be comfortable in the revised role 

Opportunity Spotting  

Using the right questions to identify sales opportunities  

Recognising when it is appropriate to cross-sell or up-sell  

Tips and techniques to direct your conversations  

Building a Relationship with Each Customer 

Using a strategic sales model to map out each approach  

Assessing each customerôs style and behaviour  

Creating the confidence to deal with people at all levels 
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Providing Solutions and Objection Handling  

How to convert opportunities into sales  

Creating and communicating the right solutions  

Confirming the exact nature of objections  

How to overcome the most common objections  

Recognising why objections are buying signals 

Gaining the Commitment  

When to ask for the commitment 

Different ways of getting to 'yes' 

Following up opportunities on the telephone 

Your script and your style 

Building the customer's receptivity and trust 

How to secure a commitment on the telephone 

Personal Development 

Action planning - the essential next steps 

What next? 

Top 
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Customer Relationship Management 

Customer Relationship Management (CRM) is developing into a major element of corporate strategy 

for many organisations. CRM, also known by other terms such as relationship marketing and 

customer management, is concerned with; the creation, development and enhancement of 

individualised customer relationships with carefully targeted customers and customer groups which 

results in maximizing their total customer life-time value.  

 

Industry leaders are now addressing how to transform their approach to customer management. 

Narrow functionally-based traditional marketing is being replaced by a new form of cross functional 

marketing - CRM. The traditional approach to marketing has been increasingly questioned in recent 

years. This approach emphasised management of the key marketing mix elements such as product, 

price, promotion and place within the functional context of the marketing department.  

 

This two day course examines the new CRM approach, whilst recognising these key elements still 

need to be addressed, it reflects the need to create an integrated cross-functional focus - one which 

emphasises retaining as well as winning customers; thus, the focus is shifting from customer 

acquisition to customer retention and towards ensuring appropriate amounts of time, money and 

managerial resources are directed at both of these key tasks. The new CRM paradigm reflects a 

change from a traditional sales approach to what is now being described as ócustomer managementô. 

Course Objectives  

What is customer relationship management? 

Looking at customers. 

Managing the customer. 

Measuring CRM. 

Standards and continuous improvement in CRM. 

CRM as a business process. 

CRM, communication and people. 

Negotiating with customers. 

Conducting successful meetings with your customers. 

Designing and delivering a successful presentation.  

Course Designed For 

Managers, supervisors, customer service representatives and anyone within an organisation 

who wants to better understand the techniques of building customer relationships and loyalty. 

Course Content 

Day One 

What is Customer Relationship Management?  

Why focus on relationships? 

How does CRM impact the organisation? 
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Why does the organisation need CRM? 

CRM as a product 

CRM as a process 

Looking At Customers  

Identifying your customer 

Internal customers 

External customers 

Why do we need customers? 

Customer expectations 

Integrating the customer 

Generating a customer focused solution 

Managing the Customer  

Why manage customers? 

Customer value 

Hierarchy of service 

Information vs knowledge 

Customer and culture  

Measuring CRM  

Characteristics of excellent CRM 

Measuring customer service 

Problems in CRM 

Standards 

Continuous improvement in CRM  

CRM as a Business Process  

Opening doors 

Conducting meetings  

Developing the relationship  

CRM, Communication and People  

Communication as a CRM activity 

People and CRM  

Body language  
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Negotiating with Customers  

Identify and negotiate the best deal/outcome possible  

Understand the key skills and processes necessary for successful negotiation  

Recognise the different approaches to the negotiating process  

Identify, develop and employ interpersonal skills  

Work on individual strengths and weaknesses  

Develop flexibility  

Develop successful strategies  

One-to-one and team-to-team negotiation 

Day Two 

 

Clarity in Meeting Preparation 

Creating meeting objectives that are clear and specific  

Setting an agenda  

Structuring the agenda - where to place the least and most important items  

How to lobby for support  

Collecting appropriate data from interested parties  

Briefing minute takers and guest speakers  

Lead an Effective Meeting 

Personal qualities of meeting leaders  

Creating an atmosphere where all participants will be able to contribute  

Keep focused on the agenda and prevent the introduction of irrelevant issues  

Controlling time wasting and disruptive influences  

Forging an environment for open discussion  

Formulating agreement from a variety of views  

Guidelines for running short meetings  

Controlling the Meeting  

Taking a lead in the meeting  

Ensuring everyone is aware of/agrees what is to be talked about  

Ensuring relevant topics are covered  

Summarising and agreeing action points  

Action Points and Endings 

Tips for making clear decisions  

Gaining commitment through the delegation of action points  

How to prevent the meeting drifting on  

Learning to end with a focus on the future 
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Panic Free Presentations  

The power of good preparation  

Planning and contingencies  

Content: distinguishing between information and data  

Energy: how to channel nervous energy to positive ends  

Practicing the performance  

Dynamic Delivery - Adding Variety 

Choosing the best available information  

Maintaining interest - keeping the audience óhookedô  

Stimulating curiosity - the key to motivation 

Top 
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First Line Sales Management 

 

The first line sales manager's job can be one of the most challenging positions, particularly when you 

are managing a team remotely. Many successful sales people assume that they will be good sales 

managers but ï whereas their own sales success rested in their own hands ï they are suddenly 

dependent on a group of individuals: individuals whose levels of ability, commitment and motivation 

will vary widely.   

 

This course starts by exploring the concepts of management and leadership and provides sound 

guidance about the leadership styles that are most likely to motivate most people. It continues by 

outlining the real foundations of good management practice: ensuring that roles and responsibilities 

are well defined, clear objectives are set and detailed plans are developed. But good planning alone 

will not suffice; the plan has to be put into practice and implemented well. Consequently, the course 

will address the topics of managing a sales team remotely, supporting and coaching the team, 

particularly through field visits, as well as motivation, teambuilding and performance review and 

management. 

 

A good mix of presentation, group discussions, self-assessment exercises and case studies will 

provide an interactive course that will be invaluable to those in the early part of their career as a first 

line sales manager. 

 

Course Objectives 

 

Appreciate the difference between management and leadership 

Develop your leadership style to maximise team performance 

Understand what can go wrong when setting objectives 

Design a process for developing effective territory plans 

Understand how to get the most out of team meetings 

Be able to plan and structure an effective field visit 

Be aware of how coaching will improve skills and change behaviour 

Understand the power of motivation in a sales team 

Appreciate how to build a good team 

Be able to review and manage good performance and poor performance 

Develop your own performance and action plan 

 

Course Designed for 

 

This course is suitable for staff who are about to move into a first line sales management role 

or those who have recently done so. It is particularly relevant to those working with virtual or 

remote teams. 

 

Course Content 

 

Leadership Style 

 

Management and leadership: are they one and the same? 

Leadership style 

Situational leadership ï adapting your style 
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Managing remotely 

 

Roles & Responsibilities 

 

What is expected of the sales manager? 

Allocating roles and responsibilities within the team 

 

Setting Objectives and Targets 

 

Setting objectives 

How to forecast and plan for targeted sales performance  

How to measure sales results  

Management information 

 

Individual territory plans 

 

Territory analysis 

Customers or key accounts? 

Territory objectives 

Detailed territory action plans 

 

Communication 

 

Frequency of communication 

Successful team meetings 

 

Managing Remotely and Field Visits 

 

Leading a remote team and keeping the ñfinger on the pulseò 

Focus of effort ï low or high performers? 

Giving support 

Effective coaching to improve performance 

Giving feedback and planning to follow-up  

Sharing best practice 

 

Motivation 

 

Theories of motivation 

What are the common motivators 

Motivating salespeople 

Motivating through feedback 

Motivation through teambuilding 

 

Performance Reviews 

 

Periodic reviews against plans 

Formal appraisals 

Performance management and dealing with underperformance 
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Personal Development 

 

Identifying personal strengths and weaknesses and creating a personal development plan  

Top 
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Key Account Management  

 

Key account management and the development of key accounts are critical to an organisationôs 

success or failure. It is the larger order or longer-term contract that can smooth out the cash flow and 

create significant profit potential. Multiple relationship management, networking and strategic planning 

are all crucial skills to maximise and maintain the potential of key accounts. This course provides 

delegates with practical and effective strategies to ensure that key account relationships are nurtured 

into highly valued partnerships. A strong focus will be placed on strategic planning and the skills 

needed to protect key accounts from competitor attack. Delegates will leave this course with a plan 

that will allow them to achieve all of the above. 

Course Objectives  

Complete a successful transition into the key account managerôs role.  

Construct and implement clear strategic plans to consolidate your key account relationships 

and gain valuable new and repeat business.  

Recognise and deal effectively with competitor threats.  

Use effective skills to persuade and motivate the key buyers, influencers and decision-

makers.  

Select the most appropriate approach to secure increased and profitable business from your 

key accounts.  

Develop strong personal links with all the key individuals in your major accounts and turn 

relationships into long-term partnerships.  

Respect, reassure and motivate the key personnel charged with servicing and supporting 

your major accounts.  

Course Designed For 

Key account executives, account managers and those who are progressing into a key 

account management role or who have limited experience in managing accounts. 

Fundamental sales skills are assumed and will not be covered on this course. 

Course Content 

Account Management - It’s Big Business 

The profile of a key account  

Selling and account management - the difference  

Account manager - your role and responsibilities  

Prioritising - Who are the Key Accounts? 

Research your customers profile and position 

Investment versus return - get your priorities right  

Assess your strengths, weaknesses and unique advantages  
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Planning a Key Account Strategy 

Be clear about the potential of each account  

How to develop a key account over the long-term  

Longer buying cycles and their impact on your sales strategy  

Recognising threats and dealing with them  

Setting specific goals and objectives for each meeting  

Relationship Management 

Understanding the organisational structure of your account  

Influencing and negotiating with multiple contacts  

Networking within your account  

How and when to adapt your account management style  

From Relationship to Partnership 

Strengthening the relationship through regular contact  

Alliances across an organisation to maintain preferred supplier status  

Constructing strategic service level agreements 

Teamwork to Support Key Accounts 

Planning how to support your key accounts  

Identifying and overcoming internal barriers that prevent quality support  

Ensuring all support staff play a key role in servicing your major accounts  

What to expect of customer service staff  

Motivating staff within a positive team culture 

Top 
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Negotiation Skills  

 

Negotiation and negotiation skills are key to all parts of the business world and negotiation requires a 

special set of skills. Negotiation skills are useful not only in the business world but face-to-face, on the 

telephone, with external organisations and internally with colleagues. Beyond the world of 'buying and 

selling' everyone negotiates for a variety of reasons; project deadlines, human resource allocations, 

service delivery specifications, improved support or increased budget allocation.  

This negotiation skills training course will provide delegates with support and guidance on how to 

employ practical skills to conduct win-win negotiations. Practical exercises exploring strategies for 

dealing with 'stand-offs' and 'sticking points' will enable participants to fully explore how their own 

personal style and attributes can be applied effectively/successfully to the negotiation process. 

 

Course Objectives  

Identify and negotiate the best deal/outcome possible.  

Understand the key skills and processes necessary for successful negotiations.  

Recognise the different approaches to the negotiating process and understand their 

implications.  

Identify, develop and employ the interpersonal skills and techniques crucial to negotiating 

proactively.  

Work on individual strengths and weaknesses to develop a personal style of negotiation that 

is powerful, sincere and effective.  

Develop flexibility in your negotiation style to identify and practice individual/group behaviours 

that are helpful in negotiations.  

Develop successful negotiating strategies that can be used according to the needs and 

demands of your organisation.  

Look at the use of negotiation skills in both one-to-one and team-to-team negotiations.  

Course Designed For 

All specialist staff that negotiate with suppliers, clients and colleagues both inside and outside 

their organisation. The course is particularly useful for those new to commercial negotiations 

and for those whose job performance is measured by successful outcomes and exit 

strategies. 

Course Content 

Introduction 

The fundamental elements involved in a negotiation  

The skills required to be an effective negotiator  

The stages of the win-win style of negotiation  

Preparation 

Preparation involved before starting a negotiation  

Setting your maximum and minimum objectives for each negotiable issue  

Valuing and identifying concessions and determining what you want in return  

Identifying sources and types of information concerning the other side's position  
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Establishing the Climate 

Using questioning techniques to identify a negotiator's maximum and minimum objectives  

Recognising and reading signals from the other negotiator  

The right and wrong type of question to ask in negotiations  

Proposing 

Effective ways of making and receiving proposals to aid agreement and avoid deadlock  

Using counter-proposals to keep the negotiation progressing  

Packaging the proposal to interest the other party  

How to use creative thinking to develop options for mutual gain  

Ways of testing your assumptions without making a commitment  

The Skills of Bargaining 

Valuing your concessions from the other side's point of view  

Successful strategies when trading concessions  

Using bargaining to build momentum and avoid deadlock  

Reading the other side's negotiating position from the pattern of their concessions  

Closing 

Timing the close  

Ways of testing when the other side is ready to close  

Different types of closing techniques and how to use them  

Key points when writing up the agreement at the end of the negotiation 

Negotiation Strategies 

Key factors which affect the choice of the appropriate negotiation strategy  

Six types of power in negotiations; how to recognise and use them  

How the balance of power influences the choice of strategy  

Negotiation Tactics 

Examples of different types of tactics  

How to use them; how to counter them  

Tactics that can be used when in a low power or weak negotiation position  

Team Negotiations 

The difference between one-to-one and team-to-team negotiations  

The different roles in a negotiating team and what each one does during the negotiation  

Team negotiation strategies and techniques  

Practical Exercises - Bringing it all Together 

Practicing negotiating skills using role plays and exercises 
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Successful Selling Skills 

 

Successful selling skills don't happen by chance. This highly interactive successful selling skills 

training course develops the key skills and techniques which will enable delegates to sell with 

confidence in face-to-face situations. The course focuses on maximising the opportunities available 

when in a pressured environment. To make the most of these opportunities requires a simple but 

effective sales process and a sharp focus on achieving a small number of key sales objectives. 

 

Course Objectives  

Build customer rapport and project a positive company image.  

Use the appropriate communication skills in order to develop the customer relationship.  

Read the situation and use the appropriate sales techniques.  

Deal with objections through persuasion.  

Negotiate positively.  

Plan and lead the face-to-face meeting through to a successful conclusion.  

Maintain control of the meeting and move to a close for your sale.  

Course Designed For 

This course is ideal for those who are relatively new to sales, or more experienced 

salespeople looking to use a óStrategic Salesô technique for the first time.  

Course Content 

Helping Them Buy 

Do the research - don't take up too much of their time with 'background information'  

Know your product - and identify what may particularly motivate each customer 

Discover what the customer really wants - or help them define this  

Make sure they know all the options they have - cross selling related products where 

appropriate 

Prepare and Build Rapport 

Check your company's previous contact with the client - know the history and key contacts 

Know who you are meeting - and their expectations from the meeting  

Plan the meeting - how you can win over the customer  

Rapport building - showing interest, making the customer relaxed  

Reading the situation - what are the client's priorities and motives  

Adapting your style  

Meeting your customer's needs by adapting the benefits of your product  

Communication that works 

Different Presentation Styles to Fit the Situation  

Building trust and understanding  

Listening, probing and questioning  

Diffusing tension  

Body language  
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Active Listening  

Using brochures and sales aids  

Checking understanding  

Clarifying the objection - is it real or a negotiation stance?  

Dealing with the objection through persuasion  

The buying signs - negotiating and closing the sale 

The Difference Between Negotiation and Persuasion  

Structuring the negotiation - keeping it moving forward  

Using effective bargaining techniques  

Recognising when to move to the sale  

Practicing how to ask for the sale and closing  

Keeping in contact - how to stay top of mind  

Follow the meeting quickly with a proposal and additional information  

Personal Development 

Developing an action plan 
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Territory Management 

 

Territory management often means you are being pulled in several directions - making presentations, 

arranging calls, following up with proposals, visiting new customers and keeping in contact with key 

accounts. This territory management training course focuses on the practical skills required in order to 

plan your time more successfully, enabling you to maximise sales within your territory. A range of 

practical exercises and discussion forums are used to ensure that on return to the work place 

delegates can apply their skills with confidence. 

 

Course Objectives  

Control and improve your sales performance with better planning and prioritising.  

Balance the urgent with the important - delivering the short term as well as medium term 

sales opportunities.  

Organise your diary and travel in order to save time.  

Get more out of meetings - set clear objectives for what you need to achieve by when.  

Keep on top of the paperwork.  

Focus on the activities that drive sales growth.  

Course Designed For 

Sales executives and managers looking to increase their sales through better organisation 

and increased productivity. 

Course Content 

Plan Your Territory 

Prioritising your prospects - allocating time in relation to return  

Organising your meetings to reduce travel  

Prioritising skillfully 

Developing your existing customers and finding new prospects within your territory  

Plan Your Time 

Understanding the major time consumers - be effective rather than busy  

Planning how to meet targets  

Dealing with interruptions  

Allocating time to organise and manage your paperwork - before it takes over  

Set and Achieve Milestones 

Responding to the customer within agreed time frames  

Creating a sense of urgency  

Contingency planning  

Meetings that Deliver Results 

Agree the purpose of the meeting  

Clarifying the customer's expectations and available time  

Successfully closing the meeting  
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The Important and the Urgent - Managed 

Keeping focused on the important - it's what drives your sales  

Minimising the urgent - it becomes a time consumer 

Personal Development 

Creating an action plan 
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Training Venues 

 

Training and Development Solutions (UK) Ltd train extensively throughout the UK and hire training 

rooms when necessary. Our preferred supplier is Regus plc and further details can be found on the 

Regus website (http://regus.co.uk). 

Training and Development Solutions (UK) Ltd reserves the right to use different venues when 

appropriate and no guarantee is given or implied that we will use a facility provided by Regus; 

furthermore, we reserve the right to change to another venue at short notice, but will provide all 

delegates with alternative venue details as soon as is possible. 
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Contact Us 

 

Telephone:  0870 718 9997 

Mobile: 

¶ Mark Pickford - 0788 240 2600 

¶ David Cooper - 0783 475 2967  

Fax: 0700 580 2775 
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Terms and Conditions of Business 

 

This page (together with the documents referred to on it) tells you the terms and conditions on which 

we will provide you with the courses and course documentation (Courses) listed on our website 

www.trainanddevelop.co.uk (our site) to you.  Please read these terms and conditions carefully before 

making a booking for any Courses from our site.  You should understand that by booking any of our 

Courses, you agree to be bound by these terms and conditions. You should print a copy of these 

terms and conditions for future reference. 

 

1.    ABOUT US 

 

The site is operated by Training & Development Solutions (UK) Limited (we).  We are registered in 

England and Wales under company number 4674183 and with our registered office at St Andrews 

Hall, Broadway, Shifnal, Shropshire TF11 8AZ.  Our VAT number is 818 7984 69. 

 

2.    HOW TO BOOK 

 

2.1    You can book a standard course: 

 

(a)    on-line using the booking form; or 

(b)    by contacting us directly with details of the course that you wish to attend. 

 

2.2    You can book a customised course by contacting us directly and discussing your requirements. 

 

3.    HOW THE CONTRACT IS FORMED BETWEEN YOU AND US 

 

3.1    After booking a course, you will receive an e-mail from us acknowledging that we have received 

your booking.  Please note that this does not mean that your booking has been accepted.  Your 

booking constitutes an offer to us to purchase delegate places at a course.  All bookings are subject 

to acceptance by us and we will confirm such acceptance to you by sending you an e-mail that 

confirms that the booking has been made (Booking Confirmation).  The contract between us 

(Contract) will only be formed when we send you the Booking Confirmation.   

 

3.2    The Contract will relate only to those courses whose booking we have confirmed in the Booking 

Confirmation.  We will not be obliged to deliver any other Courses which may have been part of your 

booking until the booking of such courses has been confirmed in a separate Booking Confirmation. 

 

4.    DEVELOPMENT FEES 

 

4.1    We reserve the right to levy a course development fee when the customisation of a course, in 

accordance with clause 2.2, results in the course material being wholly or partly re-written.  This fee 

will be agreed on a case by case basis and will be confirmed prior to any work being started after 

which a Booking Confirmation will be sent.  
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5.    CANCELLATIONS and TRANSFERS 

 

5.1    The following cancellation/transfer fees and periods apply to any cancellations/transfers by you: 

 

Days notice of cancellation/transfer prior to the commencement of the Course and % of course fee to 

pay: 

 

42 workings days or over - 25% 

26-41 working days - 50% 

11-25 working days - 75% 

10 working days or under (including non-attendance) - 100% plus all non-recoverable expenses. 

 

5.2    Subject to clause 5.1, if you are contracting as an individual and not for a business you may 

cancel a Contract at any time within seven working days beginning on the day after you receive the 

Booking Confirmation.  In this case you will receive a full refund of the price paid for the courses less 

an administration charge. 

 

5.3    Should you cancel a course booking you may attend another course of equal or greater value 

upon paying the difference (if any).  Should this be done an administration charge will be levied in 

accordance with the cancellation/transfer fees detailed in clause 5.1 and in addition you will be 

required to pay the applicable fee for the new course of your choice. 

 

5.4    To cancel a Contract you must inform us by e-mail in the first instance (ruth at 

trainanddevelop.co.uk) and also in writing. 

 

5.5    You will not have any right to cancel a Contract for the booking of any customised courses. 

 

5.6    We reserve the right to cancel and/or amend any booking at any time without notice to you. 

 

6.    COURSE JOINING INSTRUCTIONS 

 

6.1    We will endeavour to send to you by e-mail joining instructions for all courses approximately 10 

days prior to the course delivery date. 

 

6.2    Should you not receive such instructions within the period mentioned in clause 6.1 then you 

should contact us immediately so that such instructions may be delivered to you. 

 

7.    DELEGATES 

 

7.1    If you are unable to attend a substitute may attend at no extra charge.  Please inform us of 

these changes as soon as possible. 

 

7.2    Delegates shall act reasonably throughout the course.  We reserve the right to cease training or 

expel the delegate should their behaviour be unacceptable to the course provider. 
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8.    COURSE LOCATION 

 

8.1    We reserve the right to amend the course location at short notice; however, we will endeavour 

to provide you with details of alterations as soon as possible. 

 

9.    COURSE FEE  

 

9.1    The price of any courses will be: 

 

(a)    as quoted on our site from time to time except in cases of obvious error; or 

(b)    where courses are customised, the fee advised by us.   

 

9.2    Prices quoted are inclusive of VAT . 

 

9.3    We reserve the right to amend course fees from time to time, but changes will not affect 

bookings in respect of which we have already sent you a Booking Confirmation. 

 

9.4    We will normally verify prices as part of our booking confirmation procedures so that, where a 

course's correct price is less than our stated price, we will charge the lesser amount for the course.  If 

a course's correct price is higher than the price stated on our site we will normally, at our discretion, 

either contact you for instructions before sending a Booking Confirmation or reject your booking and 

notify you of such rejection.  

 

9.5    We are under no obligation to provide the course to you at the incorrect (lower) price, even after 

we have sent you a Booking Confirmation, if the pricing error is obvious and unmistakeable and could 

have reasonably been recognised by you as a mis-pricing. 

 

10.    PAYMENT 

 

10.1    We will endeavour to e-mail to you a VAT invoice for the courses within 5 working days of the 

course delivery date.  Should this method of delivery not be acceptable you should inform us when 

the course is booked and we can mutually agree an alternative method of delivery. 

 

10.2    Invoices shall be paid without deduction or set-off. 

 

10.3    All invoices are due to be settled within 30 calendar days of delivery of commencement of the 

course or cancellation of a course and time for payment shall be of the essence. Notwithstanding the 

terms outlined above we reserve the right to request payment in advance. 

 

10.4    Without prejudice to any other right or remedy that it we may have, if you fail to pay the invoice 

sum on or before the due date, we may: 

 

(a)   if you are contracting as an individual and not for a business: 

(i)    charge daily interest on such sum from the due date for payment in accordance with section 69 of 

the County Courts Act 1984; and 

(ii)    such administration fees that are incurred. 

 
(b)   In all other cases, not falling under 8.3(a): 

(i)    charge daily interest on such sum from the due date for payment in accordance with the Late 
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Payment of Commercial Debts (Interest) Act 1998 as amended and supplemented by the Late 

Payment of Commercial Debts Regulations 2002; and 

(ii)    such administration fees that are incurred in accordance with the Late Payment of Commercial 

Debts (Interest) Act 1998 as amended and supplemented by the Late Payment of Commercial Debts 

Regulations 2002.  

 

11.    OUR LIABILITY 

 

11.1    We shall not be liable to you for any direct or indirect costs incurred by you as a result of: 

 

(a)    variation of a course location by us or any third party; or 

(b)    cancellation of a course by us or you; or 

(c)    loss or damage to property. 

 

11.2    Our liability is limited to the course fee. 

 

11.3    All warranties, conditions and other terms implied by statute or common law are, to the fullest 

extent permitted by law, excluded from the Contract. 

 

11.4    This does not include or limit in any way our liability: 

 

(a)    For death or personal injury caused by our negligence; 

(b)    Under section 2(3) of the Consumer Protection Act 1987;  

(c)    For fraud or fraudulent misrepresentation; or 

(d)    For any matter for which it would be illegal for us to exclude, or attempt to exclude, our liability. 

 

12.    WRITTEN COMMUNICATIONS 

 

Applicable laws require that some of the information or communications we send to you should be in 

writing.  When using our site, you accept that communication with us will be mainly electronic.  We will 

contact you by e-mail or provide you with information by posting notices on our website.  For 

contractual purposes, you agree to this electronic means of communication and you acknowledge that 

all contracts, notices, information and other communications that we provide to you electronically 

comply with any legal requirement that such communications be in writing.  This condition does not 

affect your statutory rights. 

 

13.    NOTICES 

 

13.1    All notices given by you to us must be given to Training & Development Solutions (UK) Limited. 

 

13.2    We may give notice to you using the e-mail or postal address you provide to us when making a 

booking. 

 

13.3    Notice will be deemed received and properly served immediately when posted on our website, 

24 hours after an e-mail is sent, or three days after the date of posting of any letter.  In proving the 

service of any notice, it will be sufficient to prove, in the case of a letter, that such letter was properly 

addressed, stamped and placed in the post and, in the case of an e-mail that such e-mail was sent to 

the specified e-mail address of the addressee. 
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