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Righttrack Development Portfolio

Introduction

Righttrack is a leading international learning and development company that provides
bespoke, customisedand A o f f tramieg seltians. f 0

We specialise in providing solutions that exactly meet your requirements through
carrying out upfront research, consultancy and training needs analysis and utilising this
information in the design of our programmes.

This document provides information on a wide range of programme topics and services
that Righttrack has available.

We also have a wealth of additional information available on our website, located at
http://www.righttrackconsultancy.co.uk/

Avai lable packages

All of our programmes are delivered in-company specifically for you at dates and
locations of your choice. We provide the following approach options:
- A bespoke programme - We research, design and deliver the programme specifically
to meet your needs
- Customised- We tailor one of our existing programmes to meet your needs, including
adding your case studies, your examples and your company specfic information
- We prepare one of our existing training programmes to be delivered by one of our
experienced training specialists
- ILM Recognition and Approval - We can design certain topics to be eligible as Institute
of Leadership & Management Development Programmes, which provides external
recognition and approval for your programme

How Righttrack designs your programme

As we prepare each training intervention to meet your specific objectives, we can work
with you to select topics you would like to include from our portfolio; creating the unique
combination of learning interventions to meet your exact needs.

During design of your tailored programme you will also be able to discuss duration and
depth of exploration for each of the chosen topic areas; taking advantage of curre nt
knowledge and experience of attendees, and focusing on their actual development

needs.
O\

review

Decide the Discuss content, Review our proposal
objectives for depth and duration and quotation and
your programme. with us. agree next steps.

The following pages give more details of typical programme s f r o m R itranmg t |
and development portfolio. To discuss your specific requirements please contact
Righttrack on 01527 595955
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Enhancements

In order to support and maximise the learning opportunity , Righttrack offer a wide range
of enhancements that will ensure maximum impact of the learning and return on your
investment. We have described a few of these below to give you an idea of some of the
enhancements that we offer.

ILM Approved Programmes

Righttrack designed programmes can be recognised and approved as Institute of
Leadership & Management (ILM) development programmes, which gives external
recognition to your training.

360 Degree Feedback

Many projects include a 360° process when individuals invite a circle of colleagues to
give feedback on perceived skills and behaviours. Evaluation of the feedback greatly
enhances self awareness, and aftera development programme, gives a clear measure of
the impact of the learning. It is also an indicator of programme effectiveness and return
on investment.

Working with you we build the 360° feedback questionnaire and process based on your
competence framework, or an appropriate standard version. As a development strategy
we will often hold workshops for participants giving them guidance and support to
construct the questionnaire. This provides thorough understanding of the competencies
and how the answers may be interpreted. Being involved in the design gives participants
a strong sense of ownership of the questionnaire and acceptance of results.

Righttrack uses both electronic and manu
and budget.

Psychometric Questionnaires

Whether required for development, recruitment and selection, assessment centres or
promotion, Righttrack's training and consulting team have a wealth of experience and
are licensed to use a broad range of psychometric tools:

These include:

SHL - Occupational Personality Questionnaire

&>

SHL - Motivational Questionnaire

FIRO - B - Personality Questionnaire

16PF- Personality Questionnaire

15FQ - Personality Questionnaire

Myers Briggs Type Indicator (MBTI) - Personality Questionnaire
Myers Briggs Step Il - Personality Questionnaire

SDIT Motivational Values Inventory

S S 2 s I 2.

Belbin Interplace
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Righttrack Customer Service Collection

Introduction

Whether you are looking for help to develop a service culture throughout your
organisation or the development of your customer facing team to achieve service
excellence, Righttrack can provide a programme to match your needs and objectives.

The design of all of our learning solutions bear our hallmark; learni ng that is alive and
engaging. We minimise time spent on theories and models, but without neglecting them
altogether. We centre on activities that motivate, energise, and inspi re participants to
translate the learning into achievement when they return to the workplace.

Righttrack Programmes

Our most sought after customer service development areas are:
A Customer Service Faceto-Face
A Customer Service Telephone Skills
A Advanced Customer Service

Further details of these are attached.

Other customer service programmes
In addition to the above areas we are able to create programmes for more specialist
subjects of customer service including:

A Complaints Handling

A Developing a Customer Focus

A Managing Your Customers

How Righttrack designs your programme

As we prepare each training intervention to meet your specific objectives, we can work
with you to select topics you would like to include from either or all of the above groups;
creating the unique combination of learning interventions to meet your exact needs.

decide

Decide the Discuss content, Review our proposal
objectives for depth and duration and quotation and
your programme. with us. agree next steps.

For a more detailed discussion around your exact needs, please contact your project
manager on 01527 595955

9

\ 7

© Right Track Consultancy Limited This document is confidential and the property of Right T rack Consultancy Ltd and is available
only to your organisation, its employees and others acting on your behalf for the evaluation of Right Track products and services.

A
*/1

O
- righttrack’

Reference Righttrack Development Portfolio | 5




Return to contents page

Customer Service Face -to-Face

Our Faceto-Face customer servicesolutions are designed to equip
customer service staff with the behaviours, skills and knowledge to
deliver outstanding service in face-to-face situations with the
customer. As well as covering the key skills it also explores customer . ;
relationships and the use of interactive skills to develop rapport with Servi

. ervice
clients and customers. Skills
Typically, programmes explore the techniques and skills needed for '
providing a quality and caring approach, to both internal and external
customers. Other essential areas, such ascommunication and
supportive processes are also covered.

Typical Objectives

Appreciate the importance of providing customer service excellence to both internal and
external customers

Understand different customer types (including internal customers)

Know the full range of communication skills relative to face -to-face customer transactions
Be able to use professional interpersonal communication skills

Develop questioning and listening skills to build confidence and respect

Demonstrate ownership of the customer relationship and take responsibility for maintaining
this relationship

Create plans to transfer the learning to get improved results in the workplace

Example Content

Recognising the value of customers to the Establishing rapport in the customer
organisation relationship

Analysing the relationships for customer Using the right words, tonality and non -
service within the Organisaﬂon verbal behaviour in conversations

Identifying internal and external Using the appropriate communication
customers and clients behaviours when dealing with customers

How to use your body language to

Establishing the different types of ; o~
communicate positively

customer and their approach to the
organisation The power of positive thinking and how it

Identifying customer types and their will influence the customer relationship

needs and expectations Understanding different types of
questions and their uses in

How to meet the needs of each customer o .
communicating with customers

type and situation

The typical communications process and Developing active listening skills

its touch points between communicators Using the most appropriate questions and

Establishing the key components of developing active listening skills

communication and how they fit within Developing active and pro-active listening
the process for delivering customer

X Understanding ownership and
service

responsibility of customer relationship
Identifying the skills and behaviours

Identifyi f di
required by customer facing staff entifying ways of exceeding

expectations by giving that little bit extra
The key to delivering customer service

Developing and sharing personal action
excellence

plans

_.""‘ —a‘“ ’ 4l  © Right Track Consultancy Limited This document is confidential and the property of Right T rack Consultancy Ltd and is available
only to your organisation, its employees and others acting on your behalf for the evaluation of Right Track products and services.
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Customer Service Telephone Skills

Our telephone customer service programmes help people in your
organisation maintain a focus on quality customer service when
dealing with customers by telephone. Understanding your customers
identifying customer types and how to respond is the core learnin g ;
message of the subject. The content typically includes a closer look at Servi

. . . . ervice
the detail of customer telephone transactions, whether dealing with -
internal or external customers. Skills
We like to make ample time available during the programme for
testing out and practicing the techniques as they are being learned.

Typical Objectives

Have a better understanding of your cust ome
telephone

Understand and respond to the unique challenges when dealing with customers over the
telephone

Understand different question types and how they can be used when on the telephone

Be aware of the contribution that words and non -verbal messages have on telephone
conversations

Gain the knowledge to start talking your <cu
Appreciate the importance of attitude in delivering excellent customer service
Create a personal action plan to be implemented back in the workplace

Example Content

Understanding customer types and Looking for feedback and clues in the
expectations including both internal and callers reactions

external customers Building rapport over the telephone

Using the concept of managing customer Identifying what can go wrong and how
expectations to avoid disappointment and to avoid or resolve it

misunderstanding o )
} T ) The guidelines for answering the
Exploring the principles of looking to telephone

exceed customer expectations ) )
Effectively using the telephone to handle

Providing service that is beyond their caller enquires

expectations _ .
] ) ) Transferring calls and keeping the
Using role-mapping techniques to analyse customer aware

and plan different customer relationships ) o
Response times and their impact on the

Understanding the communication customer relationship

process ) i . i
Learning the basics of taking & making

Exploring the components of telephone calls
communication and how the words,
tonality and non-verbal behaviours
impact on delivering excellent customer
service Using questions and listening skills to
control and manage calls

Developing questioning and listening
skills

Establishing the limitations of
communication on the telephone Understanding and applying active

Using non-verbal behaviours whilst on the listening techniques

telephone Creating group and personal action plans

_.""‘ —a‘“ ’ 4l  © Right Track Consultancy Limited This document is confidential and the property of Right T rack Consultancy Ltd and is available
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Advanced Customer Service

Our advanced workshop has been specially designed to help your

organisation develop and improve the quality of service you provide

to your customers, both internal and external. The workshop is

facilitated wusing innovati vue rpyrd, @
utilises self-managed and shared group learning as its core strategy. Service
It is a particularly appropriate solution when staff know (or believe) Skills
that they are already providing a good service, as it is deliberately

designed to identify and build on current positive achievement.

The exact outcomes will be agreed prior to commencement of the

workshop.

Typical Objectives

Recognise the level and quality of service currently provided by your organisation

Harness the unique qualities of those currently providing high levels of customer service in the
organisation

Identify the unique model of customer service excellence for your organisation

Test application of the model to ensure that it is robust and reliable

Explore the barriers or obstacles to successful implementation and develop a strategy to
overcome these

Identify the stepping stones for putting the model into practice

Create appropriate group and personal action plan to transfer the learning back into the
workplace

Example Content

Understanding the Appreciative approach Identifying the quick wins that will result
and why it is different to other in rapid improvement

development approaches Developing a quick win plan

Establishing and agreeing the exact

process that the workshop will follow Comparing the organi

o _ model of customer service to the new
Establishing the areas that will be model to ensure the desired goal will be
covered by the inquiry process achieved

Agreeing the lines of inquiry and the Establishing what customer service
process for the workshop excellence will look like for the
Exploring the best of service currently organisation in the future

provided by staff in the organisation Identifying gaps where service could be

Capturing data about the experiences of improved

those on the workshop Agree longer term targets for

Capturing when things do not go well improvement

customers are less than satisfied Developing a long term plan to reach the
AFl i ppingd the negat requirements of the new model
alternatives and adding these to the Exploring and overcoming individual
inquiry barriers

Creating a detailed picture of customer

! Identifying implementation steps
service excellence fying imp P

Setting up monitoring and evaluation

Checking the bench-marks that are
processes

available against the developed model

Identifying gaps where service could be Developing a group action plan

improved Creating personal action plans

© Right Track Consultancy Limited This document is confidential and the property of Right T rack Consultancy Ltd and is available
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Righttrack Equality & Diversity  Collection

Introduction

Righttrack provide a wide range of programmes promoting equality and diversity in the
workplace as well as helping organisations achieve the best possible performance from a
diversely talented workforce.

To try and ease understanding of our range of equality and diversity products we have
divided them into three groups which are the following:

/" \ / \

Equality & Equality &
Diversity Diversity
Essentials Specidalist Strategic

How Righttrack designs your programme

As we prepare each training intervention to meet your specific obje ctives, we can work
with you to create a unique combination of learning interventions to meet your exact
needs.

During the design of your tailored programme you will also be able to discuss duration
and depth of exploration for each of the chosen topic areas; taking advantage of current
knowledge and experience of attendees, and focusing on their actual development
needs.

decide

Decide the Discuss content, Review our proposal
objectives for depth and duration and quotation and
your programme. with us. agree next steps.

The following pages give more details of typical programmes from Ri ght t r ac k 0
and Diversity training portfolio.

To discuss your specific requirements please contact Righttrackon 01527 595955

—"’*}1 : 4l  © Right Track Consultancy Limited This document is confidential and the property of Right Track Consultancy Ltd and is available
R v et only to your organisation, its employees and others acting on your behalf for the evaluation of Right Track products and services.
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Equality & Diversity  Essentials

Essentials

Equality & Diversity Essentials

This section provides critical understanding for employees and managers, and promotes
ownership of equality of opportunity, and the valuing of diversity, for all roles within the

organisation.

The key areas covered by Righttrackés Eq

A Equality & Diversity for Everyone
A Equality & Diversity for Managers

A Equality & Diversity for HR Specialists

The following pages contain a typical outline and a little more detail of what might be
included in each of the above areas.

To discuss your specific requirements please contact Righttrackon 01527 595955

decide _discuss review

Decide the Discuss content, Review our proposal
objectives for depth and duration and quotation and
your programme. with us. agree next steps.
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Equality & Diversity for Everyone

Every individual has personal responsibilities for behaving in a manner
that shows appreciation for equality and diversity.

Diversity

A development programme can be developed that will highlight these Essentials

responsibilities and explore the positive and negative consequences of
the behaviour of the individual.

Typical Objectives

Gain a clear picture of what equality and diversity is all about
Have an understanding of the definition of equality and diversity

Be aware of the importance and value of appreciating equality and diversity in the work
environment

Recognisehow others may view equality and diversity differently
Have a good understanding of current key legislation relevant to the workplace
Understand the changes brought about by the Equality Act of 2010

Have a good understanding of how legislation impacts on businesses in a range of different
situations and across a range of disciplines

Example Content

Understanding the context of equality
and diversity in the workplace

Recognising what diversity exists all The benefits of treating everyone in the
around us organisation in a fair and consistent

The value of welcoming and encouraging manner

diversity How fairness and consistency might work
Benefits to the organisation of In practice

appreciating diversity at work Understanding your personal obligations
to an organisation and to individuals Understanding how this all works in

The consequences of failing to comply practice

with legislative requirements Case studies from staff and management
Aspects of equality and diversity that are perspectives

encompassed by legislation Practicing applying the skills and

Why there are laws relating to Equality knowledge

and Diversity and penalties for breaking Achieving commitment

them Developing and sharing personal action
An overview of the changes under the plans

Achieving fairness and consistency in
compliance with legislation

new Equality Act 2010

Differences created by the new act and
how these impact on previous legislation
The law at work and organisational
obligations

Examples of when it works well and when
it does not

The final stage is to seek a commitment
from each participant that they will do
something that is tangible to transfer the
learning into their personal and work live s

Personal action plans and commitments

_.""‘ %}‘ ’ 4l  © Right Track Consultancy Limited This document is confidential and the property of Right Track Consultancy Ltd and is available
(\— e only to your organisation, its employees and others acting on your behalf for the evaluation of Right Track products and services.
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Equality & Diversity for Managers

This customisable workshop explores concepts of equality and

diversity, and provides participants with practical knowledge, skills

and awareness, to support fair and non-discriminatory management

practice. It will help participants encompass equity thinking and m
become confident in dealing with equality and diversity issues, should Diversity
they arise. Essentials

The main focus is on the part that attending M anagers play in this
area and will focus on their responsibilities and actions.

Typical Objectives

Recognise and build a picture of equality and diversity in the workplace, appreciating different
attitudes

Gain an understanding of the importance of
diversity and human rights i and why these are different, yet inter -related

Understand the value of excellence in embracing equity in your organisation i 6 preconditions
to a successful Diversity Strategy

A good understanding of the current legislation, including the new Equal ity Act 2010
Understand how to deal with discrimination issues, directly and effectively
Understand the leadership role in promoting and encouraging equality and diversity at work

Example Content

Understanding the context of equality Achieving fairness and consistency in
and diversity in the workplace compliance with legislation

The value of welcoming and encouraging The benefits of treating everyone in the
diversity organisation in a fair and consistent
Business benefits of effective manner

management of diverse teams; increasing How fairness and consistency might work
creativity, innovation & productivity in practice for a manager

Benefits to the management team of Understanding your personal obligations
appreciating diversity at work for equality and diversity in the workplace
Legal obligations and the consequences Understanding how this all works in

to an organisation and to individuals practice

The consequences of failing to comply What are the signs that someone is

with legislative requirements discriminatory or harassing a colleague,
Aspects of equality and diversity that are how to confront situations and settle
encompassed by legislation them productively?

Why there are laws relating to Equality Delegates work on practical scenarios,
and Diversity and penalties for breaking which provide challenges to managers in

them their work life

An overview of the changes under the Developing and sharing personal action
new Equality Act 2010 plans

Differences created by the new act and Agreeing the management commitment
how these impact on previous legislation and planning reactions

The law at work and organisational Personal and group action plans and
obligations commitments

© Right Track Consultancy Limited This document is confidential and the property of Right Track Consultancy Ltd and is available
only to your organisation, its employees and others acting on your behalf for the evaluation of Right Track products and services.
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Equality & Diversity for HR Specialists

This customisable workshop explores concepts of equality, diversity

and human rights, and provides participants with practical knowledge,

skills and awareness, to support and champion fair, non-

discriminatory HR practices. It helps participants become confident ' i
when dealing with what are invariably sensitive topics and provides Diversity
the opportunity for them to explore a nd agree best practice as HR Essentials
practitioners.

The main focus is on the part the attending HR Specialists play in this
area and will focus on their responsibilities and actions.

Typical Objectives

Gain an understanding of the importance of the HR role in championing equality, diversity and
human rights

Understand the value of excellence in embracing equality in your organisation 1 6
preconditions to a successful Diversity Strategy

A refreshed understanding of the current legislation, including t he new Equality Act 2010
Understand the HR role in promoting and encouraging equality and diversity at work

Know how to encourage the use of best practice in the promotion of equality of opportunity,
and ways of promoting the valuing of diversity in the or ganisation

Understand how to deal with discrimination issues if they occur, and how to maintain their
objectivity whilst dealing with these issues

Example Content

Understanding the context of equality Achieving fairness and consistency in
and diversity in the workplace compliance with legislation

The value of welcoming and encouraging The benefits of treating everyone in the
diversity organisation in a fair and consistent
Business benefits- wider recruitment, manner

diverse teams increasing creatvity and How fairness and consistency might work
innovation in practice for the HR team

Benefits to the organisation of Understanding your personal obligations
appreciating diversity at work for equality and diversity in the workplace

Legal obligations and the consequences Understanding how this all works in
to an organisation and to individuals practice

The consequences of failing to comply What are the signs that someone is
with legislative requirements discriminatory or harassing a colleague,

Aspects of equality and diversity that are how to confront situations and settle
encompassed by legislation them productively?

Why there are laws relating to Equality Delegates work on practical scenarios,

and Diversity and penalties for breaking which provide challenges to managers in
them their work life

An overview of the changes under the Developing and sharing personal action
new Equality Act 2010 plans

Differences created by the new act and Agreeing the HR team commitment and
how these impact on previous legislation planning reactions

The law at work and organisational Personal and group action plans and
obligations commitments

_.""‘ —a‘“ ’ 4l  © Right Track Consultancy Limited This document is confidential and the property of Right Track Consultancy Ltd and is available
only to your organisation, its employees and others acting on your behalf for the evaluation of Right Track products and services.
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Strategic & Organisational Equality & Diversity

/" \

quality &
Diversity
Strategic

Strategic & Organisational Equality & Diversity
This section is for those in management roles who are involved in defining and

communicating strategy, and embedding equality of opportunity cultur e throughout the
organisation.

The key areas covered by Righttrackés St
Diversity range include:

A Equality Impact Assessments

A Leading Equality & Diversity Strategy

The following pages contain a typical outline and a little more detail of what might be
included in each of the above areas.

To discuss your specific requirements please contact Righttrackon 01527 595955

VAN

review

Decide the Discuss content, Review our proposal
objectives for depth and duration and quotation and
your programme. with us. agree next steps.
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Equality Impact Assessment

Equality &
Diversity
Strategic

Equality impact assessments are a way we can determine whether
our services or products are disproportionately or unjustifiably
discriminating against a particular group of people due to race,
disability or gender, together with religion or belief, sexual orientation
or age.

Righttrackdéds Equality | mpewartd Ass
changing policies, and whether there is a potential adverse impact.

Typical Objectives

Understand what Equality Impact Assessments (EQIA) (EIA) mean and how they will work for
and benefit your organisation

Explore ways that results from EIA can inform decision making and practically improve services
and workforce representation

Determine how we can use EIA to prioritise work, improve service and employment practices
Be aware of relevant law that underpins impact assessment

Roll your sleeves up and have a go with practice exercises so you go away knowing how to
compete an Equality Impact Assessment

Example Content

Understanding the background to EIAs,
there purpose, value and benefit to the
organisation

A full impact assessment, methods of
data collection, consultations

Ongoing monitoring and publication of
The aspects covered by Equality Impact results

Assessments Creating the process for establishing

The approach and process involved when needs

completing ElAs How to assess and determine adverse

Insti tuti on ahowsoeddntifp i s impact

them and deal with them Identifying functional areas and policies;

The benefits of undertaking an Equality
Impact Assessment

What is it? Why do it? What are the real
benefits for our customers and us?

Understanding the legal requirements
associated with completion of an Equality
Impact Assessment

The processi step-by-step

The requirements at each step on the
process

Assessment and screening for likely
impact

One step further T completing a partial
assessment

ensuring you impact assess at the right
level to maximise results

Beyond the theory - putting it all into
practice

A chance to look at real case studies of
EI Abs conducted by

Practical exercise to try out the EIA
process; use one or more of your
organi sations?©d
through the EIA process

Action Planning - key priorities for action
in my area

C

pol ic

© Right Track Consultancy Limited This document is confidential and the property of Right Track Consultancy Ltd and is available
only to your organisation, its employees and others acting on your behalf for the evaluation of Right Track products and services.
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Leading Equality & Diversity Strategy

It is the role of senior management to create strategies and lead A
practices to develop an organisational culture of inclusive behaviour 4
and actively promote equality and diversity. Equality &

Diversity

Righttrack can work with you to develop workshops to explore your Strategic

current strategy and help you identify current opportunities to achieve
greater inclusion; or help you to develop strategies that encompass
the full diversity of your workforce.

Typical Objectives

Understanding the impact on equality & diversity throughout the supply chain
Analysis of current strategies

Establishing complete supply chain opportunities

Develop a culture and systems that promote equality, and value diversity

Develop a strategy and plan for the promotion of equality of opportunity

Example Content

Understanding the impact on equality Tackling harassment in the communities
and diversity within the organisation the service serves

Strengthen the strategic leadership and Develop, implement and review
accountability of the organisation organisational strategies related to
equality and diversity

Analysing diversity throughout the supply

chain and identifying where Develop policies that encourage the
improvements could be made and further recruitment, retention and progression of
benefits obtained under-represented groups

Develop a culture and systems that Developing a strategic leadership
promote equality, and value diversity approach

Develop a strategy and plan for the Promoting equality and diversity
promotion of equality of opportunity throughout the organisation

Establishing monitoring and review Linking with human rights in working
processes practices

© Right Track Consultancy Limited This document is confidential and the property of Right Track Consultancy Ltd and is available
only to your organisation, its employees and others acting on your behalf for the evaluation of Right Track products and services.
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Equality & Diversity Specialist Range

Equality &
Diversity
Specialist

Equality & Diversity Specialist Areas

This specialist section provides the opportunity to explore any aspect of equal
opportunity in greater depth. Workshops can be provided on all of the key areas covered
by legislation, but can also be developed to examine many of the people related areas
that are pertinent to the nature or culture of the individual organisation.

The key areas covered by Righttrackés Eq
include:

Age Equality

Bullying & Harassment

Cultural Awareness

Racial Equality

Sexual Orientation

Faith, Religion & Belief

A Mental Health Awareness

The following pages contain a typical outline and a little more detail of what might be

included in each of the above areas.

To discuss your specific requirements please contact Righttrackon 01527 595955

decide

Decide the Discuss content, Review our proposal
objectives for depth and duration and quotation and
your programme. with us. agree next steps.
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Age Equality

This is typically designed as a one-day workshop but can be extended A
to give more depth or abridged to a half -day by reducing content and .
time spent on group and practical work. Equality &

Diversity
The sessions are interactive and provide information on age equality Specialist
legislation and its impact. They also provide guidance on general

good practice, together with sources of help and guidance.

Typical Objectives

Build an understanding of equality and diversity i and why they are both important and inter -
related

Develop an appreciation of different attitudes towards ageism and age diversity

Recognise the businessbenefits that are realised from employing an adverse workforce with a
wide range of age and experience

Understand and explore age discrimination and practice ways to identify and deal with it
effectively

Review relevant legislation - Equality Act 2010; what impact it has within the workplace

Example Content

Age diversity - what does it mean in When and how to challenge and manage
practice? age discrimination

The benefits of encouraging equality and How to challenge in a sensitive, positive
diversity and constructive manner - what to say
and how to say it

Delegates explore all of the relevant

legislation Delegates learn techniques that can be
used in all types of situations where
issues haveto be dealt with sensitivity

Syndicate session exploring a range of
y P 9 9 and care

case studies relevant to your organisation

Non-threatening practice scenarios are
used to allow participants to use and
rehearse the new skills so that they are
comfortable and confident in applying it
Interactive session asking participants to in work-related situations

look at some common misunderstandings
around age and consider how they would
respond

What would make you or | feel
discriminated against?

Age Positive Practies i case sudy
syndicate work

Challenging discrimination’i an

interactive session with input and practice Personal/ group action planning

_.""‘ %}‘ ’ 4l  © Right Track Consultancy Limited This document is confidential and the property of Right Track Consultancy Ltd and is available
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Bullying & Haras sment

Bullying and harassment in the workplace is painful for staff and
expensive for organisations. It increases absenteeism and staff A
turnover, whilst reducing the quality of work and staff morale. It is

sometimes mistaken for strong management. Equality &

Diversity
This interactive workshop explores what constitutes bullying and Speciaist
harassment, it gives practical advice on how to prevent it occurring,

and what to do if it does.

Typical Objectives

Increased understanding of harassment and bullying behaviours

A clear understanding of the differences between assertive management styles and bullying
and harassment

Strategies to tackle bullying and harassment
Strategies to address the cultural issues, which may allow bullying and harassment
An understanding of the legal obligations of managers and all employees

Awareness of organisational policies and procedures

A clear understanding of the consequences of falling to challenge bullying and harassment

Example Content

What is bullying and harassment? What would make us feel unfairly
treated? Empathy raising information
6Strongb6 Management share
Harassment- what are the boundaries?
A chance to consider realistic scenarios
Why does it occur? and decide whether you feel
unacceptable behaviour has occurred.
What are the implications in the What would you do to handle the
workplace? situation?

Acceptable / unacceptable behaviours Challenging Bullying and Harassment

Overview of Legislation When and how to challenge (or not to
challenge)

The legal framework and current legal

definitions of bullying and harassment. How to challenge in a sensitive, positive

Not too much detail but covers what and constructive manner and the

managers and staff need to know consequences of doing nothing

What are our statutory and organisational Preventioni good practice guidelines
responsibilities?

Developing and sharing personal action
Investigating bullying and harassment i plans
the employers' responsibility

_.""‘ —a‘“ ’ 4l  © Right Track Consultancy Limited This document is confidential and the property of Right Track Consultancy Ltd and is available
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Cultural Awareness

Valuing diversity and accommodating and respecting multi-culturalism
is high on the agenda of most organisations and this topic is for those A

who aim to keep it there. R
Equality &
Diversity

The Employment Equality (Religion & Belief) Regulations 2003 which specialist

are now contained within the Equality Bill 2010 state that employers
must consider the impact that a diverse culture can have on working
relations and potential discrimination that can have far -reaching legal
conseqguences.

Typical Objectives

Appreciating all facets of cultural diversity, the value and richness of a diverse workforce, the
similarities and differences within and between different cultures

Understanding the benefits of reflecting the cultural diversity and values of customers to
broaden appeal and show sensitivity to differing preferences

Recognising that stereotyping is inappropriate and often very dangerous

Developing an understanding of the importance and value of equality and diversity in the work
environment

Overview of current key legislation relevant to the workplace contained within the Equality Act
2010

Example Content

Overview of cultural diversity Some cultural dobs ¢
How the UK has changed and is changng Putting it all into practice
The picture in the local region Case studies relevant to your organisation

Awareness of the characteristics of the Positive actions you can take to improve
local cultural diversity and its relevance to cultural appreciation in your organisation
the organisation and its employees

Personal action planning
Valuing and managing diversity

Direct and indirect discrimination To bring realism to the course and to allow

participants to experience a little of the
cultures that they are exploring, we can
include:

Understanding iissisidt

How would you handle these different
situations? Tasting of ethnic foods

Interactive exercises Traditional / cultural music
Different religions and belief systems Traditional storytelling / legends

Consequences of not being cuturally History and art
aware

Community centred visits and visitations
Barriers to achieving change

_.""‘ —a‘“ ’ 4l  © Right Track Consultancy Limited This document is confidential and the property of Right Track Consultancy Ltd and is available
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Racial Equality

This topic area is crammed with thought provoking content,

challenging group work, colourful and engaging visuals and useful A
reference notes. Participants learn why it is so important to ensure
equality of opportunity for everyone; how to avoid discrimination on
the grounds of race and the consequences of not doing so.

Equality &
Diversity
Specialist

Righttrackdés Raci alearlyflgmoastratethgw wo r
individuals and organisations that embrace diversity reap significant
rewards.

Typical Objectives

Understand how race inequality and discrimination can arise
Recognise racial stereotyping and instituti
Be aware of our legal obligations

Understand obstacles and barriers to change and consider how these might be overcome in
the organisation

Discussions to see what can be done to encourage race equality, respect diversity and
challenge discrimination

Produce a plan of action to implement upon return to the workplace

Example Content

What is bullying and harassment? Media Clips and discussion- how does
this apply to you?
What is Race equality?
How inclusive is your work-based culture?
Racial stereotyping and discrimination Do all areas of your service delivery
anticipate and respect racial and cultural
Recognising institutionalised racism preference?

Interactive exercise: Your view - is this Discussion based ona range of scenarios
discrimination? to identify pitfalls and opportunities

Quick quiz Interactive session where the group
explores a range of realistic situations

To reinforce what we already know - and

maybe find out something new Cases studies written with your
organisation in mind

Race Equality- The Law
Identify ways of positively reinforcing

A brief overview of the bits we need to race equality and challenging stereotypes

know
Group Discussion- what can we do

To include Race Relations Act 1976, Race differently?

Relations Amendment Act 2000 and The

Equality Act 2010 Plenary group discussion to explore how
we can help to make a difference

Our proactive race equality duties (for

Public Sector Organisations)

_.""‘ —a‘“ ’ 4l  © Right Track Consultancy Limited This document is confidential and the property of Right Track Consultancy Ltd and is available
only to your organisation, its employees and others acting on your behalf for the evaluation of Right Track products and services.

righttrack Reference Righttrack Development Portfolio | 22




Sexual Orientation

Righttrackdés Sexual Or i entcadleangng
group work; it employs colourful and engaging visuals and provides A

relevant reference notes. It supports you to ensure that lesbian, gay,
bisexual and transgender (LGBT) people do not experience
discrimination and prejudice as employees or customers.

Equality &
Diversity
Specialist

The course raises awareness of the sorts of issues facedby LGBT
people and how they can be addressed.

Typical Objectives

Become more fully aware of LGBT issues at work and their implications
Understand legal obligations and how to comply with them
Become equipped with the tools to feel confident about challenging homophobic behaviour

Reflect and explore best practice approaches to developing a supportive and inclusive
environment in your organisation

Consider changes that will ensure that the organisation becomes and goes beyond being fully
legally compliant to support its future success

Create an action plan to be implemented upon return to the workplace

Example Content

Introduction and programme objectives Institutional homophobia

Why this is an important issue for all How do we know if our organisation has
other organisations! it and what can we do about it if changes
are required?

Effects of homophobia on individuals and
on group performance Situations that we could encounter that
we should challenge i but how?

Legal stuff
A range of scenarios or case stulies that

An overview of key impacts of legislation should be challenged

that is encompassed within the Equality

Act 2010 Input on techniques to challenge
sensitively but assertively. (We can use
actors to bring this to life playing out

Employment Equality (Sexual Orientation) some reakto-life scenarios.)

Regulations 2003

Participants get to handle and resolve
some sensitive situations by practicing
the techniques introduced earlier

Civil Partnership Act 2004

Sex Discrimination (Gender

Reassignment) Regulations 1999 Developing and sharing personal action

plans
The Gender Recognition Act (2004)

© Right Track Consultancy Limited This document is confidential and the property of Right Track Consultancy Ltd and is available
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Faith, Religion & Belief

Treating someone differently because of their faith, religion or beliefs
is unfair and may also be against the law. A

Equality &
Understanding and valuing the diversity of beliefs, enriches an Diversity
organisationés culture and ultim Specidalist

Typical Objectives

Understand the areas of faith, religion & belief

Know how and when discrimination can arise

Appreciate the source of stereotyping

Il dentify the danger signs of institutional:/|
Be aware of our legal obligations

Understand the relevant legislation

Appreciate related legislation

A
A
A
A
A
A
A
A

Identify discriminating be haviour or practice

Example Content

What is equality? How inclusive is your work-based culture?

Stereotyping and discrimination Do all areas of your service delivery
anticipate and respect preference and
Interactive exercise: Your view - is this difference?
discrimination?
Scenarios
Quick quiz
Interactive session where the group
To reinforce what we already know - and explores a range of realistic situations
maybe find out something new
Case studies written with your
The Law organisation in mind and identify ways of
positively reinforcing race equality
A brief overview of the bits we need to
know Challenging stereotypes

To include Race Relations Act1976, Race Group Discussion- what can we do
Relations Amendment Act 2000 and The differently?
Equality Act 2010

Plenary group discussion to explore how
Our proactive race equality duties (for we can help to make a difference
Public Sector Organisations)

Examples and discussion- how does this
apply to you?

_.""‘ %}‘ ’ 4l  © Right Track Consultancy Limited This document is confidential and the property of Right Track Consultancy Ltd and is available
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Mental Health Awareness

Everyone needs a good foundation of knowledge, skills and Equality &
awarenessto appreciate mental health issues within the workplace Diversity
because the ultimate aim is to develop a fully skilled and adaptable Specialist
workforce.

Typical Objectives

Understanding different attitudes towards mental health

Promote and encourage openness around mental health at work or for service users
Become familiar with common mental health conditions

The relationship between learning, work and mental health

How mental health impacts on access to and use of services

The policy context - Mental Health Act, Disability Discrimination Act

Working with clients who have mental health problems

BN S S e

Accessing further information 1 including further signposting and referrals

Example Content

Legislation Beyond the Legislation

Understanding the scope of the Identify how the workplace can affect
programme and why mental health mental health and well-being
awareness is important

Examine the effect of mental ill health on
The value of having a diverse and widely business
skilled workforce

Jargon busting
Becoming familiar with legal and
professional issues surrounding the
subject

Describe what we mean by mental health

Explore attitudes to mental health in
general but particularly in the context of

Supporting potential employees / clients the work-place

with mental health difficulties
Identify what causes mental ill health
The Disability Discrimination Act (DDA),
data protection Describe different types of mental health
difficulties (common and severe
Confidentiality, disclosure and Health and problems)
Safety.
Explore a range of Case Studies and
Examine the legal responsibilities in scenarios
relation to mental health in the workplace
Identify areas of support and help
Examine the potential stigma and danger

of discrimination Personal action planning

© Right Track Consultancy Limited This document is confidential and the property of Right Track Consultancy Ltd and is available
only to your organisation, its employees and others acting on your behalf for the evaluation of Right Track products and services.

Reference Righttrack Development Portfolio | 25




Return to contents page

righttrack’

t +44(0)1527 595955
e enquiries@righttrackuk.com




Return to contents page

Righttrack Management Collection

Introduction

Asoneofthe UKb6s | eading |l earning and devel opm
present our comprehensive range of management training and development solutions.

To try and ease understanding of our range of management products we have divided
them into three groups which are the following:

4B\ £

Management ManugemenI Enhancements
Development Essentials

How Righttrack designs your programme

As we prepare each training intervention to meet your specific objectives, we can work
with you to select topics you would like to include from either or all of the above groups;
creating the unique combination of learning interventions to meet your exact needs.

During design of your tailored programme you will also be able to discuss duration and
depth of exploration for each of the chosen topic areas; taking advantage of current
knowledge and experience of attendees, and focusing on their actual development
needs.

review

Decide the Discuss content, Review our proposal
objectives for depth and duration and quotation and
your programme. with us. agree next steps.

The foll owing pages give more detail of
management training portfolio.

To discuss your specific requirements please contactRighttrack on 01527 595955

_.-"’”‘1, }fi © Right Track Consultancy Limited This document is confidential and the property of Right T rack Consultancy Ltd and is available
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Management Essentials

Management
Essentials

Management Essentials

This section comprises topic areas that deliver a full complement of development
solutions, covering all of the essential skills that every manager, at all levels, needs to
fulfil their role successfully.

Each element builds on others to provide a rounded view of the management role and
the skills to manage oneself, individuals, and teams effectively.
The key areas coveredby R i g ht t r a odgédment Bbaentials include:
A  The Role of Manager

Managing Yourself

Managing Others

Performance Management

Managing Change

Communication Skills

Organisation Skills

Problem Solving Skills

The following pages contain a typical outline and a little more detail of what might be
included in each of the above areas.

To discuss your specific requirements please contact Righttrackon 01527 595955

Decide the Discuss content, Review our proposal
objectives for depth and duration and quotation and
your programme. with us. agree next steps.
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The Role of Manager

Understanding the fundamental role of a manager is the basis of
success in management as this ensures that managers are focussed
on the right things that deliver organisational success.

The activities covering this topic are designed to be entertaining, but
have serious undertones, which deliberately take delegates out of
their comfort zone and compel them to experience an ever changing
and evolving environment.

Whilst applying standard management processes, typically delegates
are led into managing an emergent string of capability issues as well
as navigating their way through changing goals and objectives.

Typical Objectives

Appreciate the role of the manager and the contribution that managers make to organisational
success

Understand the differences between accountability and responsibility and the expectations of a
manager

Know the typical constraints in a management role and how to manage and overcome these
Understand the impact of their personal values on the cultural values of the organisation
Learn to manage the differences between person and organisational values

Start to appreciate the role as driver and supporter of change and how they can help the
organisation achieve change requirements and initiatives

Create a personal action plan to apply upon return to work

Management
Essentials

Example Content

Understand role of the manager within an The impact of values on the
organisation organisational culture

Understand the role of the manager in Establish and understand the values of
this organisation and how this differs your organisation
across departments and functions of the What do your organisational value

business statements mean in your role as a
Know the responsibilities and manager

accountabilities of management Understand the basic principles of change
Understand how authority fits within management

responsibility and accountability Know how change applies to you as you
Create a definition and agree undertake your development

expectations of the role Appreciate the role of a manager as the
Appreciate the constraints and choices of driver of change in an organisation

the role Fostering a positive attitude towards
Understand what you can and cannot change and gaining commitment

expect to achieve Establishing the full model of
Appreciate the barriers to successful management in your organisation

management Agree a working model of the role of
Overcoming barriers and obstacles that manager in your organisation

hinder success Group presentations

Know how to motivate individuals and Learning review

maintain team morale o . .
Individual learning review

Understand the nature of values within . .
Creating a personal action plan

an organisation

_.""‘ —a‘“ ’ 4l  © Right Track Consultancy Limited This document is confidential and the property of Right T rack Consultancy Ltd and is available
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Managing Yourself

This topic focuses on understanding management and leadership
styles and uses self analysis to appreciate personal preferred
management styles. Managing Yourself also covershow individuals

can make the most of their personal stren gths, whilst managing those

things that they are naturally less adept at achieving. Management

Essentials

The topic also explores the
my management [/ | eadership
perceive me.

Typical Objectives

Appreciate peopl eds val utlkestyl@oirandgementt hese i m
Understand the differences between leadership and management and know where each

applies

Know the approaches that leaders can take and when to adopt each one

Understand and apply the basics of management communication

Start to appreciate and use alternative communication strategies

Learn the behaviours associated with positive influencing and how to overcome unproductive
behaviours

Create a personal action plan to apply upon return to work

Example Content

Understanding the purpose of Appreciate the fundamentals of
management and leadership within an communication as a manager and leader
organisation Understand and experiment with the

A definition of a successful manager communication of managers and leaders

Identifying management and leadership Understand communication behaviours
behaviour and when they apply to different

Establishing what excellent leaders spend strategies

their time doing Analyse the potential barriers to
Understanding the differences between successful communication

managing and leading Develop personal strategies for

Know when to use management skills overcoming barriers to communication
and when to apply leadership behaviours Using PUSH & PULL behaviours to
Changing behaviour to meet the needs of manage communication

different situations Understanding the theories of influence
Complete a self assessment of leadership and persuasion

and management preferences Understand the assertive and responsive
Establishing your own preferred style of approaches and when they apply
management Starting to develop personal

Assessing your own strengths and areas assertiveness

of self management Applying the three modes of behaviour -
Creating a strategy to exploit your u_si_ng the_ thrge step technique to manage
personal strengths and manage areas in difficult situations

which you are less comfortable Individual and group learning reviews and

Know when to manage and when to lead personal action planning
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Managing Others

Managing Others focuses on how managers can get the best from
their teams. It starts by exploring what a team is and how a team can
be created and developed.

Based on team role theories, delegates will explore how people tend Management
to adopt different roles when they work in a team, and how this Essentials
impacts on team performance. They learn how a team grows and

develops, and what a manager does to support the team at all stages

of its development.

Practical sessions throughout ensure the learning is applied.

Typical Objectives

Understand the importance of team-working in achieving objectives

Know the natural attributes that members can bring to the team

Be aware of your own strengths when working with a team

Have experienced team development in practice

Reflect on your team back at work and appreciate its strengths and weaknesses

Develop strategies to manage things at which the team is less good at

Develop a plan to gain maximum value from your work-t eamés strengths
Understand the theories of motivation and how this knowledge can help a manager, manage
Create a personal action plan to put into practice on the return to work

s x> > > > P

Example Content

Understanding the need to work as a Putting the theory into practice using an
team and its impact on business success action exercise

Learning the difference between a team Reviewing and targeting for continual
and a group of people who work together improvement

Establishing common purpose Creating a high performing team
Setting team rules and why you need to The fundamentals required to lead high
do this performance teams

The contribution that a team makes to How to measure the success of high
achievement of organisational objectives performing teams

Setting objectives for a team and how
this is different to agreeing individual
objectives

Understanding Bruce
team development

How do we utilise this information to help

Introduction to the theory of te am roles us lead and manage other people better?

as described by Meredith Belbin

Understanding the theory behind team Understanding motivational theory

behaviours and natural roles How motivation theory can be used in

Self assessment of own team role and practice

behaviours Assessing my own team

Learn about your preferred behaviour and Group learning review
contribution to work teams ) )

) ) Personal and learning reviews
Using the role strengths of others in the

team to help you achieve your objectives Creating an individual action plan
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Performance Management

Performance Management examines why performance varies, what
affects it, and what to do in response to both poor and great
performance. The topic moves on to introduce performance coaching;

a valuable tool for managing the often ignored, high performers. Manugemenf

Practical exercises covering performance management reviews and Essentials
managing under and over-performers complete the topic and help

delegates to develop skills and strategies for dealing with most

common performance issues.

Practical sessions throughout ensuke the learning is applied.

Typical Objectives

Understand performance management and why it is vital to organisational success

Learn the processes involved and how these complement the aims of achieving maximum
performance

Use good practice for agreeing targets and goals that align with organisational needs
Know how to provide feedback that will result in positive reaction

Understand the purpose and aims of performance coaching

Know how to apply the skills of performance coaching

Provide appropriate support for both high and poor performers

Create a personal action plan to apply upon return to work

Example Content

Introducing the concept of performance Using SMART to ensure that objectives
management are understood

Understanding the reasons for managing Objectives for managing poor
performance performance

The cost to the organisation of not Setting targets for the individual high
managing performance performer

The motivational impact of the individual Approaching a performance interview
if performan ce is not managed effectively from both PUSH & PULL styles

What are the consequences of not Planning the right questions

i i ? .
exploring performance issues? Getting the best from a performance

Understanding the benefits of day-to-day interview

performance management Managing high performers to keep them

Integrating performance management at peak performance

into our day-to-day roles The principles of performance coaching

Measurement methods and alternative

Knowing when, and when not to use
approaches

coaching
The need for clear and achievable

o Using questions to raise awareness and
objectives

establish responsibilities
Un_der_standlng and agreeing goals and Practicing coaching
objectives

- Personal and team learning reviews
How to agree targets and specific

objectives Creating an individual, personal action
plan
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Managing Change

Focussing strongly on the need to understand and manage change

this topic explores participanto A
change, before moving on to understand more about it and develop :
strategies to manage change effectively. Monugement
The learning is then applied when the delegates are absorbed in a Essentials
complex change experience when everyone is immersed in the

practical and emotional conditions of a demanding change

environment. During experiential elements, process reviews draw out

the learning so that e veryone can start applying their new knowledge
and skills.

Typical Objectives

Appreciate the realities of change and its place in the world of work

Understand the need for organisations to evolve and change, in order to remain efficient and
successful

Know the sources and the drivers of change and those that influence their organisation

Appreciate how individuals react to change and learn to respond appropriately to the
emotional experiences of those involved

Know the popular models for managing change and understand how to apply them
Support and manage the change process
Create a personal action plan to put into practice on the return to work

Example Content

Traditional views on change and how Planning for change

they have been influenced Processes for managing changes that

Evaluating our own experiences of impact on large groups

change Understanding motivation tactics that

Establishing our personal views and apply to change situations

feelings about change Kirt Lewds model of

Understanding the forces that drive applies and how it can be used as the
change for organisations and businesses basis for change strategies

What changes are we currently Planning to allocate roles and
experiencing - what are the drivers for responsibilities within the process

? . .
those changes? How to deal with resistors to any change

How do we as individuals react to process and manage their concerns

change? Dealing with different behaviours and

The impact of change on people how to respond to each one

Understanding how other people respond Overcoming the classic obstacles and
to change pitfalls during change

Understanding emotions and feelings The human aspects of change

using the change curve Managing the impact of change in a

What are our responsibilities as managers business

for implementing change? Applying the theories of change through

Understanding the types and levels of a Righttrack experiential scenario

support during change Personal and team learning reviews

Communication during change
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Communication Skills

Managing the way we communicate, how we influence others, and
the way in which they communicate with us, is at the centre of t he
competences of an effective manager.

This topic leads delegates to a deeper understanding of Management
communication and the context in which the skills are applied: when Essentials
relating with others, managing conflict, giving and receiving feedback

and organising and participating in meetings.

Delegates explore how deeply embedded attitudes impact on thinking

and behavioural patterns.

Typical Objectives

Fully understand the components of communication and be able to use these in everyday
situations

Explore and develop active listening and a range of questioning skills
Appreciate the value of giving and receiving feedback
Understand and apply assertiveness techniques

Develop an understanding of transactional analysis and their personal approach to human
relationships

Understand how to use the principles of transactional analysis to develop relationships at work
Appreciate the causes of conflict and establish strategies to manage conflict effectively

Example Content

Understanding the communications Understanding how to communicate with
process influence

The stages of communication that impact The PUSH and PULL approaches to
on the process communication and their applications

Appreciate the components of effective The assertive 1 responsive model of
communication using Mehrabian theory influence and persuasion

Using the right words to create the The value of giving and receiving
desired message feedback

The value of verbal & non-verbal Welcoming feedback from others to help
contributions us grow and develop

The impact of tonality on feelings Using the GIFT model of feedback in
attached to the message being sent practice

Using the right language to ensure you Understanding ot her
engage with the listener types (Transactional Analysis)

Understanding Visual, Auditory and Identifying signs of potential conflict to
Kinaesthetic preferences prepare a responsive strategy

Identif ying how people communicate Techniques to avoid conflict escalating
differently and the need to respond (deal with things whilst small)

differently Understanding and managing behaviours

Self analysis of communication style and during conflict

study the impact of this Putting the theories into practice

Identifying and responding to preferences

. Personal and group learning reviews
in other people
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Organisation Skills

This organisation skills topic is of benefit to anyone who would like to
improve the way they manage their time and set their personal
priorities. Unlike our o6Ti me Man

concentrates on attitude, skills & behaviour and helps delegates Manclgemenf
develop successful management of their time and other resources. Essentials

Whilst the topic contains an essential amount of theory, the focus is
on helping delegates to develop effective and practical strategies that
they can apply immediately within their day -to-day role.

Typical Objectives

Understand that organisation skills management is a combination of attitude and technique
Conduct a personal analysis and identify personal strengths and areas to manage
Appreciate the importance of planning effective self management

Have developed a system to organise their work and life priorities

Identify the skills that well organised people use

Recognise and plan to use the effective behaviours of a well organised person

Identify potential areas of challenge or conflict, and develop strategies to overcome potential
barriers

Produce a personal action plan to implement organisation strategies

Example Content

Analysing the traits that impact on an Self assessment of current demands and
organisation constraints

Understanding personality strengths and Developing strategies for dealing with
challenges interruptions

Analysing the activities that impact on our Identifying personal time wasters and
ability to be organised time bandits

Understanding what being organised Co-operating with others for effective
means and looks like to others time management

The dangers of reactive self management Using delegation to manage time more

Identifying appropriate behaviours efficiently

Setting and agreeing personal objectives Identifying the need to delegate upwards
Analysing personal demands and and sideways

establishing work-life balance Learning to say no assertively without
Complete self analysis of strengths and causing offence or ill feeling

areas to manage Understanding the sources of potential
Typical personal time-wasters and conflict and planning to avoid these

barriers to effective self management The value of and how to give and receive

Understanding common tools to help us feedback and effectively

manage our time more effectively Strategies and practices of giving and

Setting personal and team priorities using receiving feedback

time management models . .
Personal and group learning reviews

Using time logs to monitor and help

manage time more effectively Creating an individual action plan
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Problem Solving Skills

Being able to solve problems effectively is an extremely important
competence for managers, particularly being able to lead small
groups or teams through that process.

This topic provides a solid structure and the tools and techniques to Management
not only analyse problems but also explore creative techniques that Essentials
unearth new solutions to old or recurring problems.

The learning throughout is practically based, with delegates exploring
a challenging problem situation and applying their proposed solutions
as the course progresses.

Typical Objectives

Know a range of techniques for defining problems and identifying patterns
Learn to address the problem not just its symptoms

Avoid the common pitfalls encountered when solving problems

Effectively collect and analyse information relating to problems

Creatively approach problems to propose the best solution not simply resolve issues using
habitual practices

Understand the decision making processand learn to make well informed and considered
decisions

Review and analyse a number of successful solutions from which lessons can be learnt for the
future

Example Content

Creating a definitic Using creative strategies to solve

The concepts of taking structured control problems

of a problem Sifting and selecting the most appropriate

Identifying the problem and separating it solutions

from ités sympt oms Using a cost / benefit analysis to identify

Delegates are introduced to an the most cost effective solution

experiential situation that will allow them Applying criterion ranking to the decision
to apply their learning as it develops making process

The scenario poses a challenging problem Feasibility testing of proposed solutions
situation that they will analyse and

Taking decisions and implementin
resolve during the programme g P g

solutions
Understanding the problem solving model

Managing the implementation of the
and how it can be applied ging the imp i

selected solution
How to use the model to manage

problem situations The impact of decision making during

implementation
Approaches to ensure we address the

Practical experiential scenario
problem not the symptoms

. . Putting the theories into practice
Understanding and using common and _ _
less common problem analysis tools Final group presentations of

. . . recommendations from the scenario
Exploring and developing creative

techniques for solving problems Personal and group learning reviews

Learning about brainstorming and other Creating an individual, personal action
creative thinking strategies plan
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Management Development

Management
Development

Management Development

This section comprises topic areas that contain all of those additional skills and
behaviours that many managers are expected to utilise depending on their exact role
and the structure of the organisation in which they work.

Each element is independent but relates to the other and therefore can be combined to
provide a seamless series of modules to meet you exact requirements.

The key areas covered by Righttrackoés Ma

Project Management
Financial Skills
Coaching Skills
Discipline and Grievance
Meeting Management
Presentation Skills

Recruitment & Selection

The following pages contain a typical outline and a little more detail of what might be
included in each of the above areas.

To discuss your specific requirements please contact Righttrackon 01527 595955

review

Decide the Discuss content, Review our proposal
objectives for depth and duration and quotation and
your programme. with us. agree next steps.
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Project Management

This thorough project management topic provides delegates with a

solid understanding of how to plan and manage most projects. The

topic has been developed as the result of extensive practical

experience of developing and running projects and the provision of Management
training on project management in both the business and public Development
sectors. The design aims to meet the needs and learning styles of all

participants.

Whilst all essential theory is fully explored the emphasis is on practical
application.

Typical Objectives

Understand and describe the principles of project management
Identify the people (Stakeholders) involved and the impact they can have on projects
Identify and use the process required to make projects successful

Establish, monitor and manage and projects effectively; following efficient processes and
practices

Identify the different resources required when managing projects and the issues that can
affect them

Use and understand various tools and techniques for managing projects
Practice methods for estimating project effort at different stages of the project

Example Content

Understanding what constitutes a project Understanding planning tools and the
as opposed to a task of work application of each

Creating a working definition of what a The value of using a critical path analysis
project is and the principles of creating one

Establishing structure and life cycle of a Creating the basic activities list
project Developing a work breakdown structure

Understanding feasibility and preliminary (WBS)
planning Setting and agreeing SMART objectives

Conducting a standard SWOT analysis to for each element of the work
understand the context of project The purpose of Milestones and how to
objectives establish and monitor performance

Understand PEST analysis and know how against these
to carry out Establishing the project team and

Learn Cost/ Benefit analysis and use it to defining r_OI_PfS. and respon5|b|lltu?§.
value test a project Responsibilities and Accountabilities

The RACI model is used by delegates to
apply to their case study project plan

Managing Risk

The role and responsibilities of a project
manager

Undertaking a stakeholder analysis and _
using the RACI model to establish The three types of risk
relationship touch-points What risk management accomplishes

Understanding the management style Monitoring and Control
appropriate to project management Communication of progress

Methods of creating a project plan and Recording and storing data
the merits of each
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Financial Skills

In most instances managers can only fulfil their r ole competently with
a strong grasp of business finance. Understanding balance sheets,
profit and loss accounts, cash flow and budgets, and communicating

financial information to the team, is all part -and-parcel of the role.
Management

Development
This topic is always delivered in a fun and engaging way; enjoyable
even for those who may have an instinctive aversion to the finance.

Understand what financial jargon and expressions mean to the layman

Make sense of, and interpret, company balance sheets and profit and loss accounts within the
environment

The opportunity to explore cash flow, key ratios and those numbers that uncover the
underlying strengths and weaknesses of business accounts

Know how to O6reado6 dnmnagenanyacgunts! i shed an

Understand the fundamental principles of cost accounting and how to apply them to day -to-
day operational decisions

Be able to identify potential risks and manage them effectively

Example Content

Understanding financial fundamentals i Description of common accounting ratios

income, expenditure, assets, liabilities and measures, and how to use them to
perform financial analysis

Creating and maintaining accounting

records How do organisations raise funds?1
Description of the concept of gearing

Understanding key financial statements

and how they are produced from Use of financial information as a

accounting records management tool for improvements

The basic balance sheet, what it looks The different uses of the budget as a

like and its purpose control mechanism, forecasting tool and
management weapon!

How a Profit and Loss Account is formed

and what it can tell you Practical budgeting activity i managing
the budget

Cash Flow Statement
Variance analysis

Statement of Retained Earnings
Activity based costing

Understanding common accounting

concepts How to evaluate the expected rate of
return for alternative projects

What financial levers can a company use

to improve performance?
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Coaching Skills

This energetic and entertaining topic focuses on the skills and
behaviours of cognitive coaching, which provides a versatile tool for
any manager to use in the development of their people.

. . ) . Management
Throughout the learning, delegates are involved in carrying out Development

coaching sessions and soon learn how quickly they can develop these
new skills and start coaching other people. The underpinning theories
are also explained for those who would like to know th e science
behind the skills and behaviours involved.

Have an understanding of how people learn and why coaching can be an effective way of
helping people learn

Know the alternatives to coaching and understand when to use the coaching approach
Understand and be able to apply the principles of coaching

Be able to set and agree compelling goals to achieve improved performance in their coachees
Appreciate the role of a coach and understand the responsibilities associated with the role

Have learned the skills and behaviours of cognitive coaching and will have tested out their new
skills

Create a personal acton plan to be implemented on the return to work

Example Content

Understand the theories behind how Using coaching for cognitive development
adults learn to do new things and the focus of the role of coach

How coaching fits within other forms of Applying coaching to decision making and
learning and development problem solving situations

Each delegate conducts a self analysis to Each delegate carries out a cognitive
establish their own preferred style of coaching session and receives
learning professional and peer feedback

Activity to help delegates appreciate that Using coaching to help people solve
their preferences will influence their problems

approach to training and coaching others Coaching as it applies to the decision

Delegates learn PUSH or PULL forces and making process - help people decide; but
establish which feels the most not making the decision for them

comfortable for them Using coaching for development of

Delegates analysetheir personal practical skills
strengths and weaknesses as a coach and
start the development of a personal

action plan

Each delegate conducts a practical
coaching sessbn and receives peer and
professional feedback

Establishing personal development

Delegates conduct a learning review in
targets for the rest of the programme

groups and feedback in plenary
Developing listening and questioning

okills Each delegate creates a personal action

plan
Using questions within the coaching
process
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Discipline & Grievance

This topic is prepared to focus on the particular issues and skills that
those who attend the training have to deal with on a day -to-day
basis. The approach wil!/ be pres

existing processes and procedures.
9p P Management

. . L . . . Development
Delegates are involved in activities, including group exercises, which P

are facilitated to allow them to participate in discussions and put into
practice the skills that they have learned. This is achieved by utilising
carefully prepared materials and activities that engage the
participants through the training.

Typical Objectives

Understand the procedures in place for managing grievances and know how to apply these if
required

Be aware of the guidelines available to support the discipline process and the organisations
procedures for handling cases of formalised discipline

Understand the need for recording information in discipline or grievance situations and be
aware of the organisationds specific requir
Know how to carry out discipline or grievance interviews within current guidelines and
organisational policy and procedures

Know the appropriate communication behaviours and have practices in a variety of simulated
situations

Example Content

Defining disciplinary and grievance Disciplinary Interviews

Understanding disciplinary and grievance Structuring a disciplinary interview to
in the context of your organisation meet the need of the situation

Fairness and consistency Establishing and maintaining roles and

i responsibilities
The Grievance Procedure

) o Essential documentation and records
Understanding your organisation's

grievance policy and procedure Remaining objective, fair and consistent

- throughout the process
The roles and responsibilities of personnel

within the procedures Confirming outcomes and required

. actions
Keeping on track

. . Planning & preparation
Keeping records and Data Protection

Managing one-to-one interviews and

Understanding the disciplinary procedure discussions

and how it applies in typical situations

. . _ Evaluation and follow-up
The importance of complying with

current, appropriate legislation Maintaining appropriate records for

. ) ) reference and security
Identifying p otentially unfair reasons for

dismissal Using objective and subjective data
Automatically fair reasons for dismissal Using effective communication skills

The right to appeal Using influence and persuasion
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Meeting Management

Meetings are an essential part of the role for any manager, and
ensuring that they are efficiently executed is key to optimum
productivity. This Meeting Management topic equips participants with
all of the concepts, skills and practical experience of how to ensure

meetings are both effective and successful. Management
Development

Together with covering tools and techniques, the programme includes
aspects of dealing with different behaviours, both positive and
negative, gaining agreement, negotiation and consensus.

Typical Objectives

Ensure meetings are effectively planned and controlled to achieve maximum value with
minimum loss of productivity

Follow a structured process to ensure best use of the time and resource available
Be able to effectively chair and participate in a range of different meetings

Understand the typical behaviours exhibited at meetings and be able to make the most
effective and appropriate personal contribution

Understand the behaviours of others at meetings and be aware of how to manage those
behaviours effectively

Gain the tools and techniques that enable effective meeting management
Create a personal action plan to implement back in the workplace

Example C ontent

Understanding the purpose of meetings Building strategies to manage different
and what they can uniquely achieve behaviours in ourselves

Why are they useful, when are they Alterative ways to influence differing
wasteful? behaviours in others

Identifying different types of meeting How do we deal with
and what makes them different achieve productive outcomes

All meetings are not the same and need Planning for the meeting and creating an
to be managed differently agenda in good time

Creating, agreeing and sharing meeting Dealing with the logistics 7 the venue,
rules the people, the arrangements

Key guidelines to preparing for, Simple tools and techniques to create
participating in, or running an e ffective meetings with a difference

meeting . . . .
Practical preparation sessions for practice

Selecting attendees’ the roles of people meetings
attending a meeting and deciding who

should be there Practice meetings with peer and

professional feedback
Group exploration of individual feelings

. Programme review against expectations
and experiences

and objectives
Different types of behaviour that can be

. . Developin rsonal ion plan
found in meetings eveloping a personal action plan to be

implemented on the return to the
Understanding the root causes of workplace

different behaviours Next Steps
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Presentation Skills

Being able to confidently deliver impactful and effective presentations
is a key competency for many managers and subject specialists. This
learning topic is action packed and leads delegates right through the
area of presentation skills from initial design, through to construction,
and ultimately into effective delivery.

Depending on the time available and exact content required, the topic
can be flexed to provide maximum opportunity for all attendees to
practice and experiment with the new skills as the y progress;
receiving both peer and professional feedback as they do so.

Typical Objectives

Learn and apply techniques for designing and building dynamic presentations

Management
Development

Construct clear, powerful, persuasive and influential presentations
Have delivered presentations and received professional and peer feedback

Understand the impact of language and behaviour and tailored these to meet th e needs of
different audiences and different situations

Be able to use appropriate aids effectively to maximise the impact of all types of presentation
Gain confidence and self control to deliver effective presentations
Create a personal action plan to be put into practice on the return to work

Example Content

The programme starts with short, sharp
presentations from all attendees

Learning the guidelines for using
powerful presentation aids

Avoiding the common pitfalls that can
ruin a good presentation

Managing questions during and after your
presentation

Setting the objective for your
presentation

Positive body language when presenting

Learn strategies and tactics to deal with
6stage frighto, nerwv
confidence

How to construct clear, powerful and
influential introductions

Ensure that important points are included
in the building of your presentation

Techniques to design and build dynamic
presentations with logically ordered
objectives

Anticipating the differing needs and
concerns of everyone in the audience

Using PITCH and RJTT to plan your
presentation

Getting your audience to really buy-in to
what you are saying

Methods of making each point convincing
by using the right language and words

Concluding your presentation, so that you
can be sure to make a lasting impression

Opportunities to practice each technique
and skill

Planning and preparation of final
presentation

Each delegate completes a final
presentation to put into practice the skills
and knowledge gained

Create an action plan for the future to
build on the learning gained
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Recruitment & Selection

Many managers will be expected to carry out or contribute to the
recruitment and selection process for their staff; this programme
includes all of the essential areas to enable managers to do this.

The comprehensive content of this topic leads delegates through the Management
whole recruitment and selection process from establishing whether Development
the vacancy actually exists, marketing the position, arranging and

conducting interviews, selecting the candidate, and finally, making

the offer.

Typical Objectives

Understand the importance of the recruitment process and getting the best person for the job
Use the most effective recruitment tools, options and strategies

Be aware of the legislative and ethical issues that impact on the recruitment and selection
process

Know the steps to plan and prepare for an interview

Develop the skills for successful interviewing and selection of candidates

Retain an organisational perspective and always projed the company in the best light
Maintain a clear focus on the primary objectives

Make sound recruitment decisions that enhance the business

Example Content

Considering the financial implications Using psychometric testing including

i ncluding, ADoes a v ability, personality & behavioural

e x i st 8worké&edistribution a better Remaining mindful of legislation and
solution?o areas of potential discrimination
Con_sidering the sources of potential Creating an appropriate environment
applicants and how these might be where interviewer(s) and interviewees

accessed _ _ ) can perform at their best
Understanding the key points of equality Understanding the types of question that

and diversity . o
. . . . can be used and identifying the
The Equality Acti Sexual orientation, contribution that each can add to the

race, religion, beliefs / culture, age,
process

disability ) o
Considering the selling points of the Understanding the principles of
competency based interviews and how

vacancy and how applicants can be :
attracted they can add value to the recruitment
process

Positioning and promoting the ‘package’ . o .
Marketing the position both internally and Keeping accurate records in line with the
externally data protection legislation

Alternative external sources of applicants Part Four - Making an Offer

including, agencies, job centre etc. Know the offer process and be able to

Interview Techniques explain this to candidates and implement
Structuring the interview to form a it following t he interviews

consistent and fair approach

Identifying elements of the screening
process

Exploration of interview methods and the
advantages and disadvantages

Establish the offer package and have this
prepared for issue when appropriate

Explore contingency plans and have these
ready to implement if required
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Righttrack Leadership Collection

Introduction

Asoneofthe UK6s | eading |l earning and devel opm
present our comprehensive range of Leadership training and development solutions.

To try and ease understanding of our range of leadership products we have divided
them into three groups which are the following:

D O O

Strategic Leadership 4 .
Lead er?hip Development Enhancements

How Righttrack designs your programme

As we prepare each training intervention to meet your specific objectives, we can work
with you to select topics you would like to include from any of the above groups;
creating the unique combination of learning interventions to meet your exact needs.

decide

Decide the Discuss content, Review our proposal
objectives for depth and duration and quotation and
your programme. with us. agree next steps.

Modular Programmes

When we construct your development interventions into a modular programme, the
elements will be interlinked to maximise benefit and learning. We frequently use transfer
learning assignments, which are prepared in consultation with you to ensure that the
investment in training translates into actual results back in the workplace.

To provide long-term support, everyone attending a Righttrack programme is offered
complimentary Righttrack Membership that includes free, email and telephone support
from the project specialist.

Leadership Coaching

When coaching is used to complement a programme of learning and development, it
ensures that the very best results are realised as coaching catalyses the transfer of
learning. Where an individual requires focussed development beyond a training
environment, coaching provides the ideal solution.

The following pages give more details of
leadership training portfolio. To discuss your specific requirements please contact
Righttrack on 01527 595955
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Strategic Leadership
Strategic Leadership .

At Righttrack we acknowledge that inspirational leadership starts at
the top and our Strategic Leadership workshops and consultancy
support, deliver a combination of proven theoretical models and
practical advice on how to develop and implement sustainable
strategies. As no two organisations are the same we will create a
bespoke solution to deliver exactly what you require.

Strategic
Leadership

Typical programme scope
The key areas covered in a Righttrack Strategic Leadership programme would include:

Setting The Organisational Context F or Strategic Leadership

Structures of organisations

How organisations operate

Customer supplier chainsi both inside & outside the organisation
Passion or systemsi is one better than the other?

The all encompassing culturei common organisational issues

Understanding The Power Of Organisational Culture

Identifying & understanding the four most common organisational cultures

Il dentification of your oirupeohdulsiret i on:
guestionnaire

Understanding the pros and cons for each organisational culture

Is there a cultural link to how your organisation operates?

What Are Strategic Leaders Actually Supposed To Do?

A Utilisation of the British Quality Foundation leadership definition & sub criteria
to look at the role of strategic leadersi in bite size chunks!

A Setting organisational direction & culture. Vision, mission, values: What are
they? Where did they come from? Do we have them? Does the rest of the
organisation know about them?

A Translating the vision into a strategy and a plan. The importance of having all
three elements

Leading Your People To Deliver!
A Your human capital i do you invest in it?
A What is the organisational capability like? Can it deliver what it needs to?
A The importance of having an integrated HR Strategy including; diversity,
learning & development, succession planning and a communication strategy
A Mobilising the troopséemployee invol
A Teams to SuperTeams
A Case st udeamspadlugprintfororgani sati onal suc:

Leadership Style

A A pragmatic examination of leadership competencies
A The difference between Transactional & Transformational elements and the
implications on your leadership style

For a more detailed discussion around your exact needs, please contact your project
manager on 01527 595955
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Leadership Development

Leadership
Development

Leadership Development

The debate about whether leaders are born or made will undoubtedly go on for ever;
one thing that does seem to be agreed is that focusing attention on leadership
development has a positive impact on the abilities of leaders in any organisation.

Raising S elf Awareness

A deeper understanding of our own strengths and challenges is an essential starting
point for any leader. As part of the development process and before undertaking any
modules of learning we like to help attendees conduct a personal analysis. This starts to
devel op a self management strategy that
effectively manages their areas in which they are less strong. We offer both
psychometric instruments and a 360° as optional ways of achieving this. Please look at
the Programme Enhancements section of this document for further information.

The key areas covered by Righttrackoés Le
Leadership Skills
Communication for Leaders

Creating High Performing Teams

Leading Change

The following pages contain a typical outline and a little more detail of what might be
included in each of the above areas.

To discuss your specific requirements please contact Righttrackon 01527 595955

Decide the Discuss content, Review our proposal
objectives for depth and duration and quotation and
your programme. with us. agree next steps.
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Leadership Skills

This topic is at the heart of our collection and contains all or the core

knowledge, skills and behaviours that deliver effective leadership. The A
focus is on understanding leadership styles and it uses self analysis to >
appreciate personal preferred leadership styles and how individuals Leadership
can make the most of their personal strengths whilst managing those Development
things that they are naturally less adept at achieving.

Attendees will achieve a greater understanding of how a leader
behaves, increase their self awareness, improwe levels of personal
confidence and increase effectiveness in the role of leader.

Typical Objectives

Appreciate peopleds values andstylksow t hese i m
Understand the differences between leadership and management and know when each applies
Know the approaches that leaders can take and when to adopt each one

Understand and apply the basics of management communication

Start to appreciate and use alternative communication strategies

Learn the behaviours associated with positive influencing and how to overcome unproductive
behaviours

The three modes of behaviour: aggressive, assertiveness and passive; and know how to
respond to each

Create a personal action plan to apply upon return to work

Example Content

Understanding the differences between Practical testing of leadership styles and
managing and leading behaviours

Analysing what leaders and managers Understanding the value of giving and
actually do receiving feedback

Exploring the skills of excellent Using Johari6s Windc
management consider and analyse feedback

Defining the behaviours associated with Using the GIFT feedback model to make
good leadership feedback more palatable

Know when to use management skills
and when to apply leadership behaviours
in different situations

Appreciate the fundamentals of
communication as a manager and leader

Understand different communication

Complete a self assessment of leadership behaviours

and management preferences

Understanding the 3 modes of leadership Know when apply to different strategies

and their applications Developing influential and persuasive

How to apply behaviours to leadership behaviours

using the FAB model Appreciating the difference between
Establishing your own preferred style of assertive and aggressive behaviour
management Analyse and overcoming barriers to
Assessing your own strengths and areas communication

of self management Understanding the theories of influence
Know when to manage and when to lead and persuasion

and the style to adopt as circumstances Individual and group learning reviews and

change personal action planning
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Communication for Leaders

Communication is the life blood of any organisation and it is therefore

vital that any leader develops excellent communication skills. This A
topic covers advanced levels of communication to arm leaders with : A
the tools to communicate, not just effectively, but with inspiration, to Leadership
have an influential effect at all levels within the organisation. Development
Attendees explore how deeply embedded attitudes impact on thinking

and behavioural patterns. This topic involves practical exercises to

develop and practice skills and techniques that immediately apply to

everyday leadership situations in the work -place.

Typical Objectives

Fully understand what influence is and what makes a good influencer so that they can develop
their own influencing style to the fullest effect

Be able to recognise and respond to influencing behaviour in others

Have explored and worked on the behaviours they find most impactful including a ctive
listening, skilful questioning and persuading with both logic and vision

Know how to identify personal blocks to influencing and to manage personal barriers in order
to develop personal influence strategies

Prepared a presentation relevant to the programme or their current work situation
Know how to deal with challenging audience questions
Create a personal action plan to implement on return to work

Example Content

Developing a working definition of Analysing your own individual style of
influence influence

Exploring the influencers in our lives, why
and how they influence us

Understanding the scope of our influence
using the circle of influence

Appreciating what we can and cannot
influence

Understanding the relationship between
communication, influence and behaviour

Identifying aggressive and passive
behaviours

Substituting productive alternatives to
avoid negative responses

Applying influence styles to a range of
different work based situations

Using the PUSH & PULL strategy to plan
your approach to communication

When to use each approach, which is
best; why, when & how?

Exploring models of influence and how
they apply in day-to-day situations

Understanding influence styles and
approaches

Responding to what is happening in
influence situations

Using the verbal and non-verbal tools of
communication in order to influence

Appreciate how to formulate and ask the
most appropriate questions in influence
situations

Understanding the causes of personal
blocks and barriers

Understanding the causes of conflict and
how it occurs

Exploring conflict styles and how people
react differently according to style

Analysing your personal conflict style and
understanding what it is like to be me!

Testing different approaches to resolving
conflict

Testing different approaches in differing
situations

Group programme review and planning

Creating individual learning and
communication development plans
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