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Powers of Persuasion

This course presents the elements of each Power,
shows how to activate each Power, how to apply
individual Powers and Power combinations.

We provide a process for determining which
Powers will be most easily activated in each
persuasion encounter.

The Friendship Power
The keys to this power are frust and a common
bond.

The Authority Power

By effectively showing credibilify, knowledge ond
autherity, you reduce the risk inherent in most deci-
sions.

The Consistency Power

We are slaves to consistency. When we learn what
others are consistent with, we can frame oucre-
quest accordingly. g

The Reciprocity Power
This is the well documented, universal
psychological requirement for quid pro quo.

The Contrast Power
In the real world of the brain, objective values
simply don't matter: percepfions rule.

The Reason Why Power

Scientific studies create and validate the Reason
Why Power. Ask without a reason, get turned
down. Provide a reason for acting, and you
persuade compliance.

The Hope Power
Hope is the strongest motivator of all human
activity.

Topics Include:

.

* Action Plan _
¢ The Aweso ,: SRS




(503) 927 5562

Customer Service

In Reality, Goods and Services aren’t |
Sold; Products and Services are Bought =~
by Customers. ;

Customer Service: A Sirategic Advantage

Leaders in today's rapidly changing business world have determined
that there is more to success than catchy advertising campaigns.
Whether it is a business, a professional practice, a health care facility
or a government agency, success comes to organizations that

are dedicated to looking after their customers. Quality alone is not
enough.

High-performance organizations have realized that their proactive
approach to employee skills development helps them leverage
customer service as a strategic advantage.

In this first module you will:

» Define a version of customer service

* Discover customer expectations W
* Recognize the customer experience

* Enhance customer service skills

Coaching Customer Service

Effective customer service coaches focus their attention on monitoring
performance, providing feedback and recognizing accomplishments.
They direct their attention to every level of customer service delivery,
working with superstars as well as low performers to improve their /
customer service skills.

Organizations that place high value on attracting new cusfomers, ,i
dazzle customers with their superior services and keep them long ferm,
value the role that coaching plays in developing their workforce. 5’

Topics Include:

« Understanding customer service coaching

» Developing customer service coaching techniques
» Coaching customer service personnel

» Enhancing customer service coaching skills




Effective Supervisory Skills
A Great Leader Inspires Others fo find
Confidence in Themselves.

Understanding the Role of the Supervisor

Supervisors play a key role in any organization. They are responsible for
creating a link between upper management and front-line employees,
and have a dramatic impact on employee performance and behavior.

In this full day program your supervisors will gain an understanding of their
role in the organization and acquire knowledge of the legal issues and
liabilities facing supervisors. Afterward, they will have a desire to develop
more effective supervisory skills and leadership competencies.

Part 1: The Effective Supervisor
» Identify the top ten mistakes of new supervisors
» Identify competencies necessary for success
» Identify individual strengths and opportunities for improvement
« Develop ideas and a plan to improve your individual
competencies

Part 2: Legal Considerations for New Supervisors
« ldentify a supervisor's legal responsibility
» Discuss aspects of the employment relationship

Part 3: Leadership and Vision
« identify the role of vision in leadership
« |dentify the key characteristics of an effective vision
« Create a personal leadership vision statement

Part 4: Motivating Others
* |dentify a model of motivation
* |dentify the differences and similarities between values and
beliefs
* Practice developing “win-win" situations when attempting to
change others' behaviors

Part 5: Enhancing Your Supervisory Skills
« Write a personalized action plan
« Complete a performance plan to assist in professional growth
and development
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High Payoff Hiring
The Ability to Hire the Right People
is Essential to the Bottom Line.

Have you ever found the perfect
candidate during an interview who
turned cut to be the wrong person
for the job, costing you money,time.
resources, customers and possibly
even growth within the organization?
Imagine if you could ensure the
person sitting across from you in an
interview would actually be one of
your top performing employees.

The ability to hire the right people is
extremely important to the wealth
and profitability of you and your
organization.

High Payoff Hiring is intended for

anyone involved in the hiring process.

As a hiring manager you need to
have a hiring process that covers all
the essential steps, from creating a
solid job description to making an
offer.

Through interaction and skill practice
you will assess your current hiring
needs and learn how to fill them with
top performers.

What You Will Do

« Evaluate your current hiring skills and the costs associated
with your past hiring decisions

« Identify your selection criteria for current positions you
have available

« Learn how to effectively create or update an existing job
description

» Gain a clear understanding of the interview process from
screening resumes through the four parts of the interview

» Analyze the best questions to determine how the
candidate will really perform within your organization

« |dentify the most common hiring mistakes and how to
avoid them

« Learn how to effectively evaluate the candidates and
make an offer

» Set up systems for measuring your performance, setting
goals and tracking progress

Having an effective interview process will save you time,
money, frustration and resources and will also help provide
you with the tools you need fo grow your business.

The company is only as strong as the weakest employee.
Invest your time and energy into finding the right people

1d you will achieve the resulls you want t gh you
test investment, your pe&é ﬁ
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