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THE TATC APPROACH

TATC Consulting offers a variety of training and organizational development services to
improve the performance and satisfaction of employees. We bring state-of-the-art
customized, cost effective services and programs to your organization. TATC's diverse
services can range from targeted half-day training courses that focus on specific
workplace issues to long-term consultative services and support that facilitate the
implementation of a major organizational change.

The workshops, seminars, and programs outlined in this catalog are designed to
provide you with the essential tools that will help your organization perform, get results,
and keep up with today’s organizational challenges.

Who We Are

TATC Consulting (TATC) is a Bethesda, Maryland-based management consulting firm.
Since 1969, TATC has been delivering a full range of services to help organizations
manage their programs, systems, and people. We specialize in providing these
services to clients in Federal, state, and local governments; non-profit and community-
based organizations; and the private sector. Our customers include the U.S.
Departments of Health and Human Services, Labor, and Education; the U.S. House of
Representatives; the U.S. Office of Personnel Management; state and local
governments; community-based service providers and non-profit organizations; and for-
profit corporations.

TATC's staff of over 50 professionals is dedicated to providing the quality services
needed to address a range of organizational challenges in a variety of workplace
settings. We collaborate with our customers to develop solutions that address
organizational and human performance problems, design and communicate programs
to meet their needs, and improve the management and support systems that form the
foundation of an effective organization. Our goal is to build customer capacity by
providing support tools, materials and technical assistance, coaching, and training to
improve the overall performance of public and private entities.

Partnering

TATC believes in partnering with clients to provide the highest quality service and
greatest customer satisfaction. Whether a customer needs a short training program or
long-term change effort, our consultants provide assistance and support through to the
end and ensure the process runs smoothly. For each project, TATC consultants will:

e Work to understand each organization’s unique needs to help determine the most
appropriate service(s).

e Develop a project plan including timelines and deliverables each step of the way.

e Help organization leaders determine the logistical requirements for the selected
services.
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e Provide the implementation support needed to keep the project moving.
e Maintain frequent communication throughout so there are no surprises.

e Solicit feedback from organization leaders in order to evaluate services and
ensure that the customers’ needs have been matched with the best possible type
of service available.

Customization

Organizations today all face similar issues such as reorganization, mission changes,
and staffing changes. However, every organization is unique. Each one has a
distinctive history, mission, personnel configuration, and goals. This is why, at TATC,
we will customize our training and organizational development services to fit each
specific situation. We carefully analyze an organization’s needs and then help
organization leaders select the appropriate level of customization. We can modify off-
the- shelf training modules so that examples and hands-on exercises are meaningful to
employees at a particularorganization, add custom items to a standardized survey, or
fully customize a training program, survey, or intervention.

Talent Pool

TATC's highly experienced staff — along with its network of consultants — brings a new
and fresh perspective, helping each organization achieve measurable and sustainable
performance results. TATC has brought together a team of seasoned professionals who
were selected based on their professionalism, excellence in providing customer service,
and expertise in the private and public sector. Our consultants draw on experience as
managers, military service members, psychologists, social scientists, human resources
professionals, lawyers, law enforcement specialists, finance specialists, trainers, and
educators. TATC is proud of the diversity of our talent pool along a number of
dimensions including educational and cultural background, gender, ethnicity, age, and
presentation and personality style.
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TYPES OF SERVICES AVAILABLE

TATC Consulting provides a number of different types of service to help each organization.
Whether employees require a quick session to help them brush up on skills, long-term one-on-
one coaching, or major assistance with a critical organizational change, TATC has a service that
can meet most organizational needs.

Organizational Development

Organizational development is the process of facilitating planned change aimed at
enhancing organizational systems, structures, strategies, people, and culture. TATC's
organization development services are focused on helping you build and maintain a high-
performing organization. Our experts provide consultation and intervention services that
help organizations develop programs and processes that will support and maintain change.
An intervention might last a day or several months depending on the issue being addressed
and the type of intervention needed. We work with agency leaders to conduct a carefully
prepared needs assessment to evaluate policies and practices, environment, attitudes, and
values and select the intervention(s) appropriate for each specific situation. Communication
between our consultants and client representatives is heavily emphasized throughout the
process. All of our organizational development services can be custom-designed to meet
the specific needs and goals of a work group, individual department, or an entire
organization.

TATC offers a full range of organization development services from customized programs
focused on developing specific skills to organization-wide change initiatives, including:

e Strategic planning

e Team building

e Leadership/Executive coaching
e Career Coaching

e Organizational transformation

e Group facilitation

e Building a resilient workforce

e Conflict resolution and mediation
e Business process reengineering
e Life and career planning

e Worksite wellness

e The following assessments:
Culture Assessment
Team Assessment
Diversity Assessment

©O O O O

Leadership Assessment (360° Appraisals)
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Our organization development process involves careful analysis of the scope and nature of
the issues facing the organization. Our experienced professionals then partner with our
clients to implement creative solutions that ultimately improve individual, group, and
organizational effectiveness.

We achieve results because we:

e Work to understand each workgroup or organization’s unique needs to
determine the most appropriate solutions

e Develop a project plan including goals and objectives, timelines, and
deliverables to guide the work throughout the whole process

e Ensure that the consultant assigned to the client organization is a recognized
expert in the area of concentration

e Understand the emotional, human side of organizations and the need to
coach leaders to assist staff with the intended changes

e Solicit feedback from employees and leaders to evaluate our services and
ensure that our plan is meeting their needs

¢ Help the organization evaluate the results of the effort and develop internal
programs to support the changes

Training

Off-the-Shelf Training. All organizations operating today face a common set of challenges,
such as providing excellent customer service, working effectively in teams, managing
diversity, communication, learning how to lead organizational change, and training
supervisors to be more effective. To help managers address these needs in a cost-effective
way, TATC has developed a series of “off-the-shelf” training courses on common
organizational issues. These courses offer exceptional value because the core content has
already been developed, refined, and proven effective. Rather than develop a whole new
course, the content can be customized to each unique workplace with only minor changes to
the materials to tailor examples, terminology, and exercises to make the training relevant to
participants.

TATC offers two basic types of off-the-shelf training courses:

e Briefings. Briefings are short, informational training programs typically
lasting about half a day. They are designed to provide a great deal of
practical information in a short session. Briefings are excellent for leaders
and managers who are pressed for time, or for addressing very specific
issues.

e Workshops. Workshops are training programs lasting one to three days,
typically focusing on information and skill development. Workshops stress
participation, active learning, and practice to help learners stay engaged and
acquire skills.

Customized Training Programs. In addition to the Off-the-Shelf courses, TATC has
the capability to design a custom training program to fit any training need. Whether
the need is to impart important new knowledge, reinforce recurring training, or provide
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instruction on a technical skill, TATC's training design experts use proven instructional
design principles, validated by research, to develop training that is both interesting and
effective.

TATC'’s experienced training design experts will work with agency managers to:

e Determine what knowledge and skills are needed and at what level of
complexity

e Set clear objectives for the training program
e Design effective hands-on exercises to enhance learning

e Develop structured course books that cover material and allow trainees to
take notes

¢ Create dynamic slide presentations as visual aids for the training
¢ Build in techniques to ensure the training is applied on the job
e Provide learning and customer feedback evaluations for the training

No matter what knowledge or skill must be conveyed, from the simple to the
complex, TATC can create a training course that will be efficient, instructive, and
interesting to the trainees, providing them with the theoretical basis and practical
knowledge they need to improve their performance.

Training of Trainers Programs. Whenever a large cadre of trainers is needed for
the same course, we conduct a Training of Trainers (TOT) after the course is
finalized. Our train-the-trainer materials cover course content, as well as provide
additional instruction tips about teaching the material to others that will enable even
novice trainers to train like the experts. TATC's train-the-trainer modules include a
trainer’s guide, materials lists, adult learning principles, and tips for conducting
effective exercises.

To save resources, when training professional trainers who are already generally
familiar with the subject matter, we design a simple TOT whose main objective is to
familiarize the trainers with the design, materials, issues, and special challenges.
When only a few trainers are needed to meet course delivery requirements, we opt
for a process that we consider even more effective for professional trainers than a
formal TOT. We ask the new trainers to participate in, observe, or co-train a course
with the primary trainer. This "live" training opportunity offers the new trainer richer
possibilities for assimilation of the material as well as appreciation of the special
challenges in the training. Even after courses are “finalized," we monitor and revise
them based on participant evaluations, trainer feedback, legislative changes, new
agency Iinitiatives, or other developments. We work with our clients to make sure
they are aware of significant course changes before these are implemented.

Our commitment to trainer excellence is reflected in the way we prepare our trainers,
help them develop, and foster a team approach among assigned trainers.

e Trainer Preparation. To ensure quality training delivery, we give our trainers
adequate preparation time for new courses and courses that have changed
significantly in content or design. When a course is long, complex, or
requires special knowledge and preparation, we may conduct a structured
TOT for our trainers or arrange for a new trainer to observe or co-deliver a
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course with the current trainer. Also, we use a team approach to course
development and preparation to help our trainer/designers grow and learn
from one another.

Trainer/Staff Workshops. Professional development for our trainers is a
cornerstone of our approach to providing quality training. Our professional
development workshops for our trainers may take the form of a TOT or simply
a structured session where trainers and client staff review a course (or
courses); share experiences to help improve course design, content, or
delivery; or demonstrate different techniques to handle various training
challenges.

Project Manager/Trainer Dialogues. We give trainers feedback on
performance and encourage openness to innovation and change. Our
designated Project Director regularly reviews course evaluations and
maintains ongoing dialogues with trainers about the quality of their training
delivery. Our trainers also report to the Project Director what works, what
does not work, and what special problems or challenges they have
encountered in specific courses.

Over the years, we have developed a set of “best practices” to which our trainers
adhere. Below are some of them:

Participant expectations. Gather participant expectations before launching
into the training

Interactive training. Engage participants actively throughout the training

Audiovisual aids. Use audiovisual aids to target presentations and record
participants' ideas

Feedback. Give participants feedback during training—videotaping,
participant pairs, trainer/expert coaching and feedback, etc.

Self-assessment. Provide opportunities for self-assessment in training—
videotaping, journal-keeping, structured self-evaluation of work samples, self-
insight instrumentation, and pre- and post-testing

Real or realistic materials. Let participants learn to apply new learning
through the use of real or realistic case studies and other materials

Job aids. Develop job aids (if appropriate) to summarize key points and
processes—flow charts, checklists, procedures, etc.

Time for reflection. Give participants time for reflection and for planning
how to apply back on the job what they have learned from the course

Daily feedback. Gather feedback at the end of each day for deliveries of two
days or more to allow the trainer to make appropriate adjustments in mid-
stream

End-of-course evaluation. Have participants complete written evaluations
at the end of the course
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e Follow-up. Encourage participants to follow up with the trainer, after the
training, to discuss questions about course content or consider approaches to
specific problems

E-Learning. Intoday’s global and fast-paced work environment, computer based
e-learning is becoming important to consider when an organization wants to achieve
results. Fundamentally, e-learning changes the way that knowledge is delivered so
that there are no longer any time or physical restraints in the pace and structure of
the course or the preferred learning methods of the trainees.

The key elements of the development process for e-learning courses include the
following steps:

e Project Plan and Kick-off Meeting. TATC will create a project plan which
includes key steps and tasks, important project milestones, required client
reviews and approvals, and key delivery items, each with their respective
targeted completion dates. TATC will also host a kickoff meeting to get the
project off the ground.

e Course Description, Outline, and Methodology. Based on discussions
with and information received from the client, TATC will create a description
and outline of course modules that will facilitate the understanding of the
subject. TATC will also consult with the client’s project team to ensure that the
methodology used in the design and development of the training is the most
appropriate and best fit for the organization’s staff. A proposed methodology
would include:

o Performance-based Learning Objectives — what learners will know and
be able to do at the completion of the lesson

0 Lesson Organization — content outline, flow diagram, and an estimate
of how much time it will take to complete the lesson

0 Lesson Descriptions and Summaries — topic outline, index of key
concepts, glossary entries, description of real-world examples,
interactive learning activities, and list of/links to subject matter
references and other resources

o Case Study Scenarios and Video Role-Plays — scenarios that facilitate
the understanding of the subject and team work

0 Links -access to relevant links and collaborative tools
0 Learner Assessment — post-test exercises and questions

e Weekly Project Status Meetings and Periodic Review and Discussion
Meetings. Throughout the development process, TATC will conduct via
telephone a weekly project status meeting. At these meetings, TATC and the
client will report on the status of the project, discuss any questions or issues,
and request any needed information. TATC will also conduct various
meetings to review or discuss with the client a particular element of the
project, e.g. the course description and outline, the storyboard, or course
edits.
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Storyboard. TATC will create and deliver to the client a course storyboard.
The storyboard is the detailed layout of the course. Each storyboard page
includes three sections, a course navigation section, a visuals section, and a
text section.

Course Template. TATC will develop in electronic format a branded template
for the course.

E-Learning Registration System. TATC’s Registration System is
completely customizable to a client’s needs.

Interim Course Development Delivery and Reviews. TATC will deliver to
the client portions of the course as development of these portions is
completed.

Course Edit Review and Completion. After TATC has completed the
development of and the client has reviewed all portions of the course, TATC
will complete the edits listed on the edit log. The client will then review the
edited course in its entirety and provide to TATC any necessary final edits.
TATC will complete any final edits and deliver the final course to the client for
the client’s review and acceptance.

Technical Training by Partnering with SMEs. TATC has many years of
experience developing technical training for Federal agencies. Working with the
agency'’s subject matter experts (SMEs), we define training objectives, determine the
training content, identify the appropriate types of training activities, and develop
testing instruments if required. We then use our training design expertise to develop
a training that would meet the agency’s technical needs.

[Il. Technical Assistance

Technical Assistance can take many forms, but it involves helping organizational
managers with new or complex projects that require a special expertise. TATC can
provide Technical Assistance in the following areas:

Conducting research (e.g. customer satisfaction, benchmarking, etc.)

Human Resource issues including consultation on Employee Assistance
Programs (EAP), labor management relations, mediation, etc.

Developing new performance appraisal systems and rating systems for
employee evaluation

Developing handbooks and manuals (e.g. new guidelines for working as a
team)

Policy analysis and implementation
Outplacement
Critical Incident Stress Management Services

IV. Language Services and Training
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TATC can further serve clients and contributed to their successes by providing high-
guality translation, interpretation, foreign language and ESL training, desktop
publishing, transcription, website, and software localization in over 100 languages.

Language Services. TATC can enable a fundamental human process —
communication. When we are asked to describe our services, we often respond by
saying that we do everything related to languages, both foreign and domestic. If you
have a need to communicate with an international audience, we have a solution
regardless of the method of communication. The diverse language services that
TATC can offer include: Translation, interpretation, desktop publishing in any
language, narration, and transcription.

Language Training. Knowing another language has never been more important.
But because each person has different reasons for wanting to learn a language and
also has his or her own learning style, "prepackaged" training methods have limited
success. They don't foster the individualized learning that yields faster results and
long-term retention -- results that make your investment worthwhile and the
achievement personal. We've spent over 600,000 classroom hours training business
executives, military personnel, and government representatives in over 45
languages.

Language Skills Assessment. The ability to communicate effectively is a
fundamental requirement for any professional position and increasingly, the
definition of this skill is expanding to include proficiency in more than one language.
As the need for foreign language communication continues to grow, your
organization faces the challenge of identifying qualified personnel versus spending
valuable resources hiring and training individuals who may not meet this minimum
requirement. The task of quickly but thoroughly evaluating language ability plays a
key role in this decision, and it requires experience and knowledge that you may not
have in-house.

TATC can provide end-of-course and ad hoc language skills assessments for
organizations and individuals seeking to verify or validate language proficiency. The
language skills assessment methodologies we employ are based on the time-tested
methods developed at the US Department of State Foreign Service Institute and the
Defense Language Institute. The results of both methodologies are expressed
through standards developed by the Federal Interagency Language Roundtable or
ILR, and are provided by means of a numeric score that equates to clearly
identifiable language skills at various levels. Independent scores are given for
different proficiency elements, such as speaking, reading, and writing.

V. Serving Employees Who Work Abroad

TATC provides organizational development, training, and wellness promotion
services to employees living outside of the United States. TATC can provide most of
the services listed in this catalog to employees working overseas and can customize
these services to address the specific needs of expatriate employees. TATC’s
consultants can develop programs on global competencies, working with
multicultural teams, as well as provide group coaching on working and living
internationally.
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VI. Serving Law Enforcement, Security, and Corrections Personnel

TATC offers programs designed to meet the special needs of organizations and
individuals who serve in a capacity to uphold Federal laws. Our programs promote
the productivity and psychological wellness of law enforcement and corrections
personnel. Our consultants are experts on the issues that impact this population
and can provide specialized services to meet their specific needs.
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SERVICES OFFERED

Team Development
Leadership and Management Skills
Organizational Planning and Change
Employee Relations and Conflict Management
Worksite Wellness
Customer Service
Diversity Management and Inclusion
Career Planning and Exploration
Financial Management and Retirement Planning

Communication Skills

Please note: The durations and target audiences indicated in the course
descriptions are flexible and can be easily adjusted to meet the needs of the
client.
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"The way a team plays as a whole determines its success.
You may have the greatest bunch of individual stars in the world,
but if they don't play together, the club won't be worth a dime.”

- Babe Ruth

Team Development

Overview

Characteristics of a Successful Team
Working in Teams

Team Leadership and Team Building

Tools for Effective Teamwork

Work Group Assessment and Team Building
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Team Development Overview

Purpose

Work groups and teams have become increasingly important elements of the modern
workforce. Successful groups and teams can be efficient, productive, and synergistic,
providing outputs beyond what individual members alone could produce. TATC's services are
designed to help build, maintain, and train groups and teams to enhance effectiveness.

Approach

TATC’s Successful Teams Series offers a variety of essential training opportunities that will
improve the productivity of existing teams, educate team leaders, and give new teams the
right start.

TATC has a variety of programs that are designed to help agencies develop the most effective
and productive teams. Agency managers can choose the program that suits their needs or
select a combination of programs.

Evaluation

Each service will have an on-going evaluation component that will provide valuable feedback
to the trainers for continued refinement. As a component of the evaluation, participants will be
asked to identify other teambuilding needs. This information will be compiled and reported to
the organization on a regular schedule so that services can be offered to address emerging
needs specific to the organization.

Other Teambuilding Strategies

Along with training courses, TATC also offers workgroup assessment and teambuilding
interventions.
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Characteristics of a Successful Team

Overview

Teams have become an increasingly important vehicle for enhanced productivity and
organizational performance. This course introduces the characteristics of successful
teams and effective team members. It also presents the guiding principles and
supporting techniques that help organizations utilize teams more successfully.

Learning Objectives

» Understand that effective teams have clear objectives and sound decision making
processes

» Explore the importance of trust, co-operation, support, and (constructive) conflict
» Know how to define clear roles, responsibilities, and leadership
» Learn ways to analyze the team's performance

Duration
Half Day to One Day

Target Audience
All Employees
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Working in Teams

Overview

In this course, team members learn about the nature and importance of teams, the
stages of group development, team member roles and responsibilities, and ways to
measure team effectiveness. Through practice exercises and real work activities, team
members apply tools and techniques that will help them work together more effectively.

Learning Objectives

4

4

4

»

4

4

Learn when to use teams and when they are not appropriate

Learn the basic skills critical to working in the team environment

Develop effective interpersonal team skills

Create a team identity that values and respects the importance of diversity
Develop interpersonal skills including influence and conflict management
Learn strategies to manage team conflict

Duration
Half Day to One Day

Target Audience
All Employees
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Team Leadership and Team Building

Overview

The growth of team-oriented work places and diverse spans of control has created new
managerial challenges. The tools and techniques presented in this program will be
extremely useful for organizations that utilize project-oriented teams. This workshop
prepares managers to work with teams to encourage the consideration of different
ideas, promote participation, and strive toward common goals.

Learning Objectives

»

4

4

4

Learn team processes and tools that foster commitment

Understand ways to increase trust and empower people

Explore ways to facilitate decision-making

Learn how to create the best environment for accomplishing organizational goals

Duration
Half Day to Two Days

Target Audience
All Employees
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Tools for Effective Teamwork

Overview

Working together effectively as a team is a crucial component of organizational life. In
Tools for Effective Teamwork, employees will participate in an experiential learning
environment to learn the critical components of working together to achieve team
success. Participants will learn techniques to clearly define goals, roles, processes, and
interactions. Participants will also gain skills in utilizing the advantages and overcoming
the complications that arise when working on cross-functional project teams.

Learning Objectives

4

4

4

Experience the advantages of cross-functional teamwork
Learn techniques to clearly define short-term and long-term goals

Utilize methods to clarify roles to distinguish all the players involved in a project
and the level of responsibility for each

Determine what processes and procedures are required to support effective
teamwork

Define the types of interactions that are required to foster a collaborative work
environment

Duration
Half Day to One Day

Target Audience
All Employees
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Work Group Assessment and Team Building

Overview

This comprehensive program combines an assessment phase and a team-building
phase to establish a highly functioning team unit. Our consultants will work with new or
existing teams. The team building program phase can energize existing teams,
enhance cross-functional teams, and help develop new teams. The team building
process will:

» Assess team effectiveness

» Clarify issues facing the team

» Use customized approaches to resolve specific challenges
» Help set clear goals and objectives

» Provide follow-up to assess progress

Assessments may be accomplished by conducting individual or group interviews and are often
supplemented by using instruments such as the Campbell-Hallam® Team Development Survey

(TDS®). Our consultants can also design customized instruments based on an organization’s
specific needs and goals.

Instruments such as the Myers Briggs Type Indicator® (MBTI®) and Fundamental
Interpersonal Relations Orientation-Behavior™ (FIRO-B™) can be used for the team
building intervention to help team members gain insight regarding how they relate to
team members, in order to:

» ldentify strengths

» Clarify leadership styles

» Understand communication styles

» ldentify problem solving and decision making skills

» Identify potential areas of conflict

» Understand behaviors under stress

» Explore a preferred work environment

» Empower the team and individual team members

» Develop an action plan for maintaining continuous improvement

Duration:

The timeframe for this organizational development service varies depending on group size and
the amount of assessment desired. The program duration will normally range from several
hours, for the administration of a survey, to several days, for interviews. The entire process,
including the reporting of a summary of findings and recommendations, can generally be
completed in four to six weeks. The assessment portion of this program can be accomplished in
one to two weeks, with the team building sessions scheduled for a total of one to two days.
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“Contrary to the opinion of many people,
leaders are not born. Leaders are made, and
they are made by effort and hard work.”

-Vince Lombardi, 1913-1970
Professional football coach

Leadership and Management Skills

Overview

You May Already Be a Leader: Leadership Skills for Non-Managers
Building Resilience to Maximize Success

Situational Leadership for Employees

Resilience: Why Some Leaders Thrive Where Others Fail

Leading Strategically

Using Emotional Intelligence to Increase Positive Communication
Situational Leadership for Managers

Team Leadership and Team Building

Coaching Skills for Managers and Supervisors

Transitioning to Supervision

The Manager as Facilitator

Understanding Your Individual Leadership Style

Understanding Your Individual Leadership Style

Communicating during Turbulent Times

Organizational Communication: Getting Your Message Out

Beyond the Leader: Building Organizational Resilience

A Strengths-Based Approach to Developing High Performers

Why Empowered Employees Achieve: Empowerment Training For Senior Managers
The Management of Change

Strategic Planning for Senior Management: Smart Strategy — Strong Leadership
Achieving Your Goals Through Motivation

Developing and Communicating Your Personal Mission, Vision, and Values
Growing and Promoting an Organization Vision

Leadership Coaching

Leadership Development: 360 Assessment

Management Consultation and Assessment
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Leadership and Management Skills Overview

Purpose

Individuals who are in executive, managerial, and supervisory roles are critical to
organizational performance. These leaders provide direction, vision, and set the tone for the
organization. They influence everything from the strategic direction of the organization to the
satisfaction of the employees. Our services for leaders are designed to assist them in
understanding their role as leaders, and developing the skills needed to achieve or maintain
high performance. We recognize that a leader’s time is valuable, so our leadership and
management trainings are concise and focused on helping them acquire leadership
knowledge and skills.

The purpose of these courses is to equip managers and staff with the knowledge and skills
they need to successfully do the following:

» Describe their personal leadership style, its advantages, and its drawbacks

» Integrate how others perceive their strengths and development needs into their
development plan

» Focus on skills and perspectives critical to being effective and successful

» ldentify ways to capitalize on their strengths and improve in their areas of
development

» Name some actions they can take to develop an environment that is open to new
ideas, that generates trust in the organization, and that supports individual needs

» Name some actions they can take to energize their staffs and to encourage them
to be strongly committed to the organization’s mission and strategic goals

» Name some actions they can take to communicate clear performance expectations
and hold individuals accountable for results

» Listen actively and respond non-defensively
» Define influencing and identify influencing strategies and techniques

» Explain the emotional intelligence competencies and how apply them to
challenging situations

» Define resilience, identify non-resilient beliefs, and describe ways to develop
resilience skills

» Define diversity, describe the challenges of diversity for the organization, and
identify ways to manage diversity more effectively

» Describe their MBTI® preferences, explain the impact of personality type
differences in the workplace, and identify some strategies to help them work
effectively with different types

» Develop an Individual Development Plan to reenergize themselves, to renew and
refresh leadership competencies, to be recommitted to the organization’s mission
and strategic goals, and that links needs to specific developmental experiences

Approach
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An effective leadership development program builds on the learning opportunities that already
occur in the leader’s everyday life. TATC'’s approach to leadership development centers on
the following principles:

» Align leadership development programs to the organization’s vision, mission,
strategic plan, and goals, to ensure that learning objectives link to real issues

» Draw on competencies outlined by the organization and build them into the
leadership development initiative

» Increase buy-in from participants in the program by making them partly
accountable for outlining their learning objectives and action steps

» Apply a comprehensive approach to leadership development that involves all parts
of an individual's relevant experiences in work and life

» Incorporate applied learning opportunities into the leadership development
program that connect to current projects or realistic challenges, since applying
recently-learned information to practical issues is the best way to retain it

» Create an open and safe learning environment where participants can share their
experiences and stories honestly

» Encourage participants to reflect on their new knowledge after the formal learning
experience

Evaluation

Each service will have an on-going evaluation component that will provide valuable feedback
to the trainers for continued refinement. As a component of the evaluation, participants will be
asked to identify other teambuilding needs. This information will be compiled and reported to
the organization on a regular schedule so that services can be offered to address emerging
needs specific to the organization.

Other Leadership Development Strategies

Along with training courses and organizational development interventions, TATC can also
provide management consultation around leadership as well as various assessments relevant
to the project.
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You May Already Be a Leader: Leadership Skills for Non-
Managers

Overview

Each and every one of us is a leader, regardless of career level or type of work. Are
you aware of your strengths as a leader? Do know what behaviors make a good leader?
Are you consciously using your leadership? Are you using it to develop self, others, and
the organization? This course will help you bring to light your talents and strengths, and
develop the attributes of a good leader, whatever your position in your organization.
Learning methods will include self-assessments, individual, small and large group
experiential exercises, discussions, and action planning.

Learning Objectives
» Learn the difference between formal and informal leadership
» ldentify your leadership style
» ldentify leadership behaviors at your level
» Increase your understanding of leadership competencies
» Learn how and when to follow and how and when to lead
» Develop your leadership through networking
» Build your reputation as a leader
» ldentify the connection between personal accountability and good leadership
» Learn the impact of embracing diversity as a leader
» Increase your confidence as a leader
» Claim your power as a leader

Duration
Two Days

Target Audience
All Employees
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Building Resilience to Maximize Success

Overview

This course gives an introduction to the concept of resilience, and how to incorporate
research-based resilience skills into your professional and personal day to day
activities. Building upon more than thirty years of study, researchers have pinpointed
the specific characteristics that set apart highly successful leaders and employees from
their peers. These qualities have come to be known collectively as resilience. Research
into resilience has been initiated by researchers in the field of “positive psychology,” an
area of human study devoted to understanding how people develop those specific traits
associated with emotional strength and the ability to “bounce back” when faced with
failure, loss, or other obstacles. These researchers wanted to find out why hardships
that defeated and exhausted some individuals invigorated, inspired, and motivated
others. They found that the differences between these people were the beliefs and
behaviors associated with resilience.

The Federal workforce faces significant challenges during these times of constant
change. It is the resilient leaders and a resilient staff who perform most effectively in this
environment. The greatest predictor of success is that of a resilient thinking style.
Whether challenges come from pressure to increase productivity, budget constraints,
changes in business practices, or reductions in staff, the leaders and staff who are
resilient thinkers outperform their non-resilient peers and have more satisfying
professional lives. Among the key ingredients that create resilience are an expectation
for positive results and an ability to “bounce back” when faced with loss or failure. In
general, resilient employees adopt a certain flexibility to achieve their personal and
professional goals. This flexibility is grounded in a set of beliefs that help them to
maintain perspective when life throws them a curve. Resiliency may seem to come
“naturally” to some employees but the good news is that it is a skill that can be practiced
and learned.

Learning Objectives
» Define the concept of resiliency
» ldentify the basic skills to build resilience
» Recognize and challenge non-resilient thinking
» Apply resilience skills to lead others
» Recognize how to transfer resilient thinking to staff members

Duration
One Day to Three Days

Target Audience
All Employees
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Situational Leadership for Employees

High

Overview

Developing competence, gaining commitment, and
retaining talent, Situational Leadership is a proven and
practical method of effectively managing your own
development, time, and resources. Situational
Leadership is a model and a set of tools for opening up
communication that helps individuals develop self-
reliance. It is designed to increase the frequency and
guality of conversations about performance and
development between individuals and their managers so
that competence is developed, commitment is gained, Low
and talented individuals are retained.
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Learning Objectives

» Diagnose your development levels on a given task and choose the appropriate
leadership style that will meet your needs

» Increase the frequency and quality of conversations about performance and
development between you and your manager

» Create a communication model for all levels of the organization to support cultural
change and move toward a high performance organization

» Become highly skilled at goal setting, determining your coaching needs, active
listening, feedback, and proactive problem solving

» Increase individual and organizational accountability by linking goals and planned
intentions to an action plan

Duration
Half Day to Two Days

Target Audience
Non-supervisory Employees
Managers and Supervisors
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Resilience: Why Some Leaders Thrive Where Others Fail

Overview

Building upon more than thirty years of study, researchers have pinpointed the specific
characteristics that set apart highly successful leaders and employees from their peers.
These qualities have come to be known collectively as resilience. Research into
resilience has been initiated by researchers in the field of “positive psychology,” an area
of human study devoted to understanding how people develop those specific traits
associated with emotional strength and the ability to “bounce back” when faced with
failure, loss, or other obstacles. These researchers wanted to find out why hardships
that defeated and exhausted some individuals invigorated, inspired, and motivated
others. They found that the differences between these people were the beliefs and
behaviors associated with resilience.

Federal government leaders face significant challenges during these times of constant
change. It is the resilient leaders and a resilient staff who perform most effectively in this
environment. The greatest predictor of success is that of a resilient thinking style.
Whether challenges come from pressure to increase productivity, budget constraints,
changes in business practices, or reductions in staff, the leaders and staff who are
resilient thinkers out-perform their non-resilient peers and have more satisfying
professional lives. In general, resilient employees adopt a certain flexibility to achieve
their personal and professional goals. This flexibility is grounded in a set of beliefs that
help them to maintain perspective when life throws them a curve. Resilience may seem
to come “naturally” to some employees but the good news is that it is a skill that can be
practiced and learned. Leaders can practice techniques that help them develop the
ability to motivate themselves and others by developing resilient attitudes to succeed
during difficult and challenging times; put challenges in perspective for themselves and
co-workers; set flexible goals that are attainable; and manage stress.

Learning Objectives
» Define the concept of resilience for Federal employees
» ldentify the basic skills to building resilience
» Recognize and challenge non-resilient thinking
» Learn how to use resilience to lead others
» Understand how to transfer resilient thinking to staff members

Duration
Half Day to Three Days

Target Audience
Managers and Supervisors
Executives/Senior Managers
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Leading Strategically

Overview

Leading Strategically provides supervisors and managers with a comprehensive set of
skills to create a performance culture that fosters commitment, teamwork, pride, and
empowerment. The course highlights a complete set of tools to properly diagnose the
complex dynamics that affect organizational and team performance as well as
strategies to create a high performance culture. Participants will also learn strategies to
increase their effectiveness as a leader when dealing with federal mandates and
change initiatives.

Learning Objectives

4

Learn the primary characteristics of a strategic leader: strategic thinking, strategic
acting, and strategic influencing

Apply strategic thinking to assess and diagnose the complex interactions of
variables that affect performance, such as people, systems, structure,
relationships, and leadership approach

Learn the stages of team and group development and how your role as a strategic
leader can effectively influence a high performance culture

Define various types of change and the impact on teamwork, collaboration, and
morale

Create a performance culture within work teams that fosters commitment,
teamwork, and pride

Exercise leadership that incorporates vision, strategy, and quality management
into the full range of the organization’s activities

Duration
One Day to Two Days

Target Audience
Managers and Supervisors
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Using Emotional Intelligence to Increase Positive Communication

Overview

In today’s changing workplace, there is an increasing recognition that one’s emotional
characteristics affect interpersonal interactions. The growing field of Emotional Intelligence
suggests that employees in leadership positions can benefit from understanding the role of
emotions and how they affect workplace communication. Participants will find out how otherwise
talented individuals with high IQs can suffer emotional setbacks and have strained work
relations. Participants will understand how one’s Emotional Intelligence Quotient (EQ) affects
individual interpersonal skills, the ability to adapt to change, and ability to cope with stress. They
will learn about EQ competencies and how these competencies can help them become more
effective leaders, team members, and managers. Content of the training will include an EQ
Assessment.

Learning Objectives
» Assess individual strengths and weaknesses
» Create a plan to develop effective behavioral competencies
» Analyze work relationships and create a plan to improve relationships

Duration
One Day to Two Days

Target Audience
Managers and Supervisors
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Coaching Skills for Supervisors and Managers

Overview

As organizations streamline operations, the next step in increasing organizational
effectiveness is improving employee performance. Coaching helps leaders and
employees improve their performance and increase their impact on employees and the
organization. This course provides managers with the skills they need to evaluate their
employees’ leadership abilities, strengths, and challenges, and design individually
tailored feedback and action-oriented development programs to assure improved or
continued top performance. Managers and employees can achieve substantial gain
through successful coaching, which passes on skills needed to do the job, prepares
employees to take on new responsibilities, helps avoid future problems, and builds
confidence in and with employees. Find out what coaching is and is not, explore the
barriers to coaching, and learn when coaching is and is not appropriate for performance
improvement.

Learning Objectives
» Gain knowledge of what coaching is and what coaching is not
» Determine specific methods on how to effectively coach employees
» Understand ways to improve employee performance through coaching

Duration
One Day to Two Days

Target Audience
Managers and Supervisors
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Transitioning to Supervision

Overview

Becoming a new supervisor presents challenges in moving from a technical, individual
contributor, role to a role where your focus is to get work done through others. This
course provides new or future supervisors with proven practices and suggestions for
making a successful transition, learning to delegate work to others, building effective
and productive relationships, and helping employees succeed in their work efforts.
Participants will also become familiar with potential challenges they may face as a
supervisor.

Learning Objectives

4

4

»

Understand the definition and expectations of being a supervisor

Identify and feel comfortable using important skills needed to become a supervisor
Learn issues in transitioning from a technical role into a supervisor role
Understand the changing nature of the work

Learn how to manage getting work done through others

Discuss how key activities and measures of success change from a technical role
to a supervisor role

Understand how to delegate work to others, build effective and productive
relationships, and help employees succeed

Develop an action plan for initial steps to take when transitioning into a supervisor
role

Duration
One Day

Target Audience
Non-supervisory Employees
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The Manager as Facilitator

Overview

When implementing structural changes for a more horizontal, team-based organization,
managers have had to assume new roles. Managers now serve more frequently as
agents, facilitators, coaches, brokers, and mentors. This briefing helps managers
increase their skill in facilitating their work groups. They identify the "best practices" for
the role of facilitator, recognize behaviors that interfere with effective facilitation, learn
facilitation techniques for managers, and practice applying and observing these
facilitation techniques.

Learning Objectives

» Understand the nuances between being a manager, agent, facilitator, coach,
broker, and mentor

» ldentify facilitator best practices
» Practice applying new strategies

Duration
One Day

Target Audience
Managers and Supervisors
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Understanding Your Individual Leadership Style

Overview

Our consultants use instruments such as the FIRO-B™ (Fundamental Interpersonal
Relations Orientation-Behavior) and MBTI® (Myers Briggs Type Indicator®) to help
managers expand their understanding of their individual leadership style, as well as how
others might perceive and react to it. These instruments generate reports that help
leaders explore key aspects of personality and behavior in areas such as
communication, problem solving, conflict resolution, and interpersonal relationships.

Learning Objectives
» Analyze results from assessments such as the FIRO-BTM and the MBTI®

» Understand important aspects of personality and behavior when interacting with
others

Duration
One Day

Target Audience
Managers and Supervisors
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Communicating During Turbulent Times

Overview

During times of change and downsizing, employees can get confused and discouraged.
Managers, supervisors, and team leaders need to communicate effectively during these
times to maintain employee morale and improve employee commitment. In this session,
you will learn how people experience change and what you can do to help them
navigate successfully through the stages of change.

Learning Objectives
» ldentify best practices in communication
» Understand the need for effective communication throughout an organization
» Explore the importance of communication in times of change

Duration
Half Day to One Day

Target Audience
Executives/Senior Managers
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Organizational Communication: Getting Your Message Out

Overview

Insufficient or inappropriate communications with co-workers can inhibit effectiveness
and create conflict. Communications skills training can help managers learn ways to
improve their listening skills and communication skills to ensure that their message is
clearly understood.

Learning Objectives

4

4

4

Demonstrate effective communication practices
Demonstrate active listening
Demonstrate assertive communication

Demonstrate techniques in giving and receiving feedback effectively and non-
defensively

Identify their personal communications, negotiations, and conflict resolution styles

Demonstrate techniques to manage conflict and negotiations effectively and
thereby enhance their working relationships

Identify strategies for aligning with and communicating the mission, vision, and
goals of the organization as a whole

Describe ways to enhance the performance of their team members through
effective communications

Duration
Half Day to One Day

Target Audience
Executives/Senior Managers
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Beyond the Leader: Building Organizational Resilience

Overview

The benefits of resilience go far beyond individual success. A resilient workforce can
substantially contribute to the growth and productivity of an entire organization. This
course will teach participants the key concepts of resilience, how to create a resilience
vision, and ways of working with managers to ensure that the message is delivered
throughout the organization.

Learning Objectives
» ldentify the key concepts of resilience
» Understand the components of a resilience workforce
» Explore ways to foster a resilience throughout an organization

Duration
Half Day to One Day

Target Audience
Executives/Senior Managers
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A Strengths-Based Approach to Developing High Performers

Overview

The strengths-based approach to leadership is both a way of thinking and a method for
working with clients, colleagues, and other customers. It affirms people’s strengths,
capacities, interests, and relational connections to help them think and function more
effectively. This approach focuses more on process than on content, and more on
context and the “here and now” than on past history and causation. The strengths-
based approach recognizes that what we do depends on how we think about a
situation. It requires that we look at our own point of view and define how we are
thinking (our cognitive frame) before we intervene with clients or address challenging
issues with colleagues or other customers. This approach also helps us and others
realize that we choose our ways of thinking and that we have the power to reframe or
change our perspectives in order to discover more effective ways of living and working.
In the workplace, a strength-based approach focuses on individual capabilities and
resources — rather than on weaknesses or blaming others.

Learning Objectives
» Explore the benefits and potential pitfalls of a strengths-based approach
» Understand best practices in using a strengths-based approach

Duration
Half Day to One Day

Target Audience
Executives/Senior Managers
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Why Empowered Employee Achieve: Empowerment Training for
Senior Managers

Overview

Participants will learn more about empowerment. They will explore the advantages of
empowerment and dispel common myths about its disadvantages. Participants will also
find out how empowered employees can accomplish more with less and enhance
overall organizational performance. Participants will learn to identify the barriers to
empowerment and learn the steps to empowering themselves and co-workers.
Managers are challenged to get more done with less in today’s work environment.
Empowering supervisors and employees is an effective means of gaining time and
accomplishing more with reduced resources. This workshop will help participants
understand empowerment and the responsibilities that go with it. Participants will
improve their ability to be empowered and to empower others.

Learning Objectives

4

4

4

4

Understand the concept of “empowerment”

Identify the advantages and myths of empowerment

Identify the barriers to empowerment

Explore best practices in empowering oneself and empowering others

Duration
Half Day to One Day

Target Audience
Executives/Senior Managers
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The Management of Change

Overview

In times of change, people are more likely to look to their leaders for guidance and
direction. This briefing helps provide managers with some basic concepts and tools to
help them lead their employees through the change process. In this briefing, you will
learn about models and stages of change, and what you can do to help your employees
let go of the past, embrace the future, and commit to the ongoing change.

Learning Objectives
» Understand how individuals react in times of change
» Explore ways to lead employees through difficult changes

Duration
Half Day to Two Days

Target Audience
Executives/Senior Managers
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Strategic Planning for Senior Management: Smart Strategy —
Strong Leadership

Overview

Having a clear vision for where the organization is going and setting the path by which it
will get there are key leadership functions. A solid strategic plan is critical to high-quality
decision making, providing employees with a sense of direction, and aligning systems to
reach your goals. TATC can work with senior leadership to create a vision, articulate a
mission, and plan for future endeavors. Whether you want to leverage your core
competencies or define new ways to achieve your goals, we help you set out a realistic
plan, complete with performance measures to evaluate the results of your strategic
initiatives.

Learning Objectives

» Evaluate the organization’s strengths that can be leveraged to participants’
advantage

» Assess areas for improvement that can be addressed to improve performance

» Analyze the environment for trends and opportunities on which participants can
capitalize

» Examine internal and external barriers to success of the strategic vision

» Determine how the systems can change to support the strategic direction

» Gather information from key stakeholders within and external to the organization
» Communicate the strategic plan to participants’ employees

Duration
Half Day to Two Days

Target Audience
Executives/Senior Managers
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Achieving Your Goals Through Motivation

Overview

This program is designed for those who supervise individual employees, teams,
customer groups and/or supplier groups. Participants will learn ways to define
motivation and practice the skills of maintaining and motivating employees toward
superior performance. Participants will learn the three key factors for sustaining
motivation: (1) Recognition: recognizing employees for doing their jobs well; (2)
Participation: involving employees in their work and giving them some responsibility for
making decisions; and (3) Growth: providing staff with opportunities to grow, personally
and professionally by learning valuable skills and knowledge. Participants will also
understand the importance of maintenance factors -- how physical conditions, job
security and social relationships affect employee motivation.

Learning Objectives

» Understand the concept of motivation and its importance in employee performance
and effective interpersonal relationship building with teams, customers and
suppliers

» Learn key motivational techniques for managers and anyone in the position of
supervisor.

» Discuss key factors in human responsiveness and how to avoid ineffective
behaviors and attitudes

» Understand why and where sub-performance begins.

» Learn how to develop and sustain a motivated staff through recognition,
participation and growth.

Duration
Half Day to One Day

Target Audience
Executives/Senior Managers
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Developing and Communicating Your Personal Mission, Vision,
and Values

Overview

This course is designed to help senior management learn more about their own
personal values, leadership styles, and personal mission and vision. Participants will
also learn how they can use their mission, vision, and values to meet their goals along
with the goals of their organization in order to foster personal and professional growth.

Learning Objectives
» Understand what is meant by Mission, Vision, and Values

» Identify ways to use one’s mission, vision, and values to meet individual, team, and
organization goals

Duration
One Day to Two Days

Target Audience
Executives/Senior Managers
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Growing and Promoting an Organization Vision

Overview

This course is designed to help leaders learn to work collaboratively with managers and
staff to create a common vision. The collaborative process fosters empowerment and
increases by-in with all individuals in the organization, thereby making the vision
sustainable. An organization’s vision should be fully integrated into everything, from
day-to-day activities to the organization’s overall goals, and participants will learn to
communicate this concept to all of the managers and staff.

Learning Objectives
» Understand what goes into creating a shared vision throughout an organization
» Explore ways to increase empowerment and buy-in

» Identify ways to incorporate the organization’s vision into both day-to-day activities
and overall goals

Duration
One Day to Two Days

Target Audience
Executives/Senior Managers
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Leadership Coaching

Overview

Coaching helps leaders and employees improve their performance and increase their
impact on their organization. By evaluating a participant’s leadership abilities,
strengths, and challenges, we can design individually tailored feedback and action-
oriented development programs to ensure improved or continued top performance.
Our consultants base their coaching process on our years of experience in the field
and a practical application of the most current methods of organizational and
leadership development. The length of this intervention varies depending on the goals
and objectives agreed upon by the consultant and the leader; however, the process
can normally be accomplished in four to eight sessions over a one- to three-month
period.

Our leadership coaching services are customized to individual needs and may include
the following:

» 360° assessment by survey or interview process
» Management style feedback

» Leadership development coaching

» Interpersonal skills coaching

» Team building skills

» Communication and conflict management skills

TATC conceptualizes the coaching process in three (3) key stages:

> Stage 1. Reviews the individual’s career, strengths, and areas for
improvement to identify specific skills that will be developed. This
assessment guides the individual through an introspective process, but
also needs to encompass objective input. Such input may include
previous performance evaluations and feedback, and often interview or
survey feedback from selected observers, such as direct reports, peers, or
supervisors. TATC assists the individual in listening to both others in their
work environment and their own creative insights about strategic direction
of their role and career.

> Stage Il. Creates an action plan. Taking into account the findings
gathered in the first stage, TATC works with the individual to identify which
skills or behaviors will be the focus of coaching. For example, would the
individual most benefit from developing “soft” skills related to Emotional
Intelligence or does he or she need to develop skills in strategic planning
or decision making or both? We provide expert guidance in developing a
plan, while empowering the individual to design his or her own program for
success.

> Stage Ill. Wraps up the process by working with the individual to test and
implement the action plan back on the job. This stage includes practicing
new techniques, monitoring the results, and making adjustments as
needed.
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Leadership Development: 360 Assessment

Why Assess Leaders?

Individuals who occupy executive, managerial, and supervisory roles are critical to
organizational performance. These leaders provide direction, vision, and set the tone
for the organization. They influence everything from the strategic direction of the
organization to the satisfaction of the employees. Our services for leaders are
designed to assist them in understanding their leadership style, and developing the
skills needed to achieve or maintain high performance.

Why Use the 360-Degree Feedback Process?

360-degree feedback is a method of systematically collecting opinions about a
manager's performance from a wide range of coworkers. This could include peers,
direct reports, the boss, the boss's peers — along with people outside the organization,
such as customers. The benefit of collecting data of this kind is that the person gets to
see a panorama of perceptions rather than just self-perception, which affords a more
complete picture.

Why Use Our 360 Instruments?

TATC'’s 360 Suite includes five research-based 360-degree instruments with a
consistent reporting format to help organizations create a common leadership language
and consistent feedback process at multiple levels through the organization. Our 360-
degree assessment tools offer an in-depth look at leadership development by assessing
skills developed from a multitude of leadership experiences, identifying what lessons
may yet to be learned and helping leaders determine what specific work experiences
need to be sought out in order to develop critical skills for success.

Through the 360 assessment process, participants:

» Learn how others perceive their strengths and development needs

» Learn how they compare with similar leaders in other organizations (public or
private sector)

» Focus on skills and perspectives critical to being effective and successful
» Design a plan that links needs to specific developmental experiences

What is the Process for Using TATC’s 360 Instruments?
» Step 1. Introduction
= Consultant introduces the process to participants
= Consultant clarifies the purpose for each participant

= Participant selects raters (boss, other superior, peers — at least 3, direct
reports — at least 3, other)
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= Participant explains the process, role, and anonymity to their selected raters

=  “Boss” and “other superior” ratings are not anonymous — actual ratings are
provided for each

= “Peers” and “direct report” ratings are anonymous — only cumulative group
results reported

= Other is not anonymous if only one “other” is selected
Step 2. Administration

= Consultant has an email sent to participants that provides them with
instructions on how to take the self-assessment component of the 360 and
input their raters’ emails to invite them to take the survey/rate them

= Participants inputs email addresses of raters

= Participant and raters complete instruments within a designated amount of
time (generally 2 weeks)

Step 3. Scoring

= Consultant manages scoring, quality checking, and preparing of the feedback
packets

Step 4. Review of Reports
= Consultant reviews participant reports
Step 5. Orientation (group or individual session)

= Consultant clarifies the purpose, goals, and expectations of the feedback
process

= Consultant explains how to read the report
Step 6. Individual Analysis of the 360 Feedback Report

= Consultant develops an individual report for the participant’s review
Step 7. One-to-One Consultation with Consultant/Coach

= Consultant conducts a one-to-one feedback session with the participant to
review the results and reactions to the report

Step 8. Developmental Planning
= Consultant explains how to use the Development Learning Guide
= Consultant allows individual time for developmental planning

= Consultant encourages participant to share key learnings and development
plan with his/her supervisor

Step 9. Group Profile Review (optional)

= Consultant provides a group profile and leads a discussion on group
strengths and areas for development

Step 10. Coaching Sessions (optional)

= Consultant provides coaching sessions to address developmental areas, skill
or competency gaps, career development issues, or other topics identified by
the participant, his/her colleagues, or leadership
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Management Consultation and Assessment

Overview

Along with leadership development training courses and leadership coaching, TATC
can provide management consultation depending on the needs of the client. TATC can
work with you step by step to achieve your desired results, from launching a tailored
executive leadership program to an initiative focused on fostering young high-potential
leaders. TATC can also provide various assessments according to the needs of the
organization.

Duration
The timeframe for these services can vary to meet the specific needs of the client
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“It is not the strongest of the species that survives,
nor the most intelligent,
but the most responsive to change.”

- Charles Darwin

Organizational Planning and Change

Overview

Strategic Planning

Process Improvement

Organizational Facilitation

Training Needs Assessment

Developing Communications Plans
Communicating During Turbulent Times

Cycle of Change

Motivating Employees During Times of Change
Revitalizing the Workplace: Behaviors to Get You There
Transitions in the Workplace: Coping with Change
Succession Planning

Organizational Climate Studies

Conference or Event Planning and Support
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Organizational Planning and Change Overview

Purpose

Organizational planning and implementing change can be a difficult process; it can be
daunting and unpredictable. Managers and employees often wonder where to begin, what to
take into account, how to overcome resistance, and how to ensure the changes made will be
successful.

Approach

TATC's services are available to help organizational members create plans, improve
processes, assess training needs, and institute change. We have training programs available
to help train and support members of any organization so they can be prepared to initiate and
manage change, whether it is internal change to revitalize an organization or the changes
associated with the merging of two different organizations.

Evaluation

Each service will have an on-going evaluation component that will provide valuable feedback
to the trainers for continued refinement. As a component of the evaluation, participants will be
asked to identify other teambuilding needs. This information will be compiled and reported to
the organization on a regular schedule so that services can be offered to address emerging
needs specific to the organization.

Other Organizational Planning and Change Strategies

Along with training courses and organizational development interventions, TATC can also
provide management consultation around organizational planning and change as well as
various assessments relevant to the project.
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Strategic Planning

Overview

Leaders must now work within the framework of strategic goals that define the long-
range direction of an organization. A solid strategic plan is critical to effective and high-
guality decision-making, provides an organizational direction, and aligns systems to
reach organizational goals. TATC will work with senior leadership to help them define
their vision, articulate a mission, and plan for future endeavors. Whether an agency
needs to leverage core competencies or define new ways to achieve goals, our
consultants help managers develop a realistic plan, complete with performance
measures to evaluate the results of strategic initiatives.

Learning Objectives

» Evaluate and build on an organization’s strengths
» Assess areas for improvement in order to enhance performance
» Analyze the environment for trends and opportunities

» Examine internal and external barriers to the success of the organization’s
strategic vision

» Determine how current systems can change to support a strategic direction
» Gather information from key stakeholders within and external to an organization
» Communicate the strategic plan to employees

Duration
This organizational development process takes between three and six months to
complete.
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Process Improvement

Overview

A process is a set series of tasks performed in order to attain a certain end result.
Typically, employees would describe an organization’s processes as “the way we do
things here.” Organizations have processes for virtually all functions — from recruiting
new personnel to serving customers. Over time, these processes can become
cumbersome, inefficient, and bureaucratic. TATC’s process improvement services can
help. The goal of process improvement is to dramatically improve performance, quality,
efficiency, and service. Our consultants use proven methods to streamline any
organization’s existing processes and eliminate elements that do not add value.
Participants will learn to engage in unconstrained, creative thinking to go beyond the
confines of the current structure to discover new modes of operation that are more
efficient and effective. TATC’s experienced practitioners and proven process
improvement techniques will provide support in all phases of these endeavors, from
planning to implementation.

Duration
The organizational development service takes between three and six months.
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Organizational Facilitation

Overview

Facilitation is a process in which a neutral person assists a group in improving the way it
identifies problems, creates solutions, and makes decisions in order to increase the
group’s effectiveness. Because facilitators are not group members or decision makers,
they are in an excellent position to attend to group processes without being swept up in
content issues or group history. Our experienced facilitators can help an organization’s
work group or team get back on track if it is encountering problems such as:

» Getting easily sidetracked or distracted

» Having difficulty making decisions

» Re-visiting the same issues repeatedly

» Strong personalities clashing or dominating the group
» Ineffective problem solving

Often, groups bring in facilitators just to keep their meetings moving, attend to the group
processes, and man the flip-charts to allow participants to focus on the task at hand.
TATC can provide skilled, experienced facilitators for whatever organizational groups
require.

Duration
The timeframe for the facilitation process will be based on client needs.
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Training Needs Assessment

Overview

Training can be expensive and time-consuming. Too often, training programs are
driven by fads or guesswork, or are initiated due to a single high-profile mistake, leading
to wasted time and money. To get the best return on investment, the right training must
be provided to the right people at the right level to improve performance. A solid needs
analysis ensures that training is:

» Related to short and long range goals

» Relevant, helping trainees acquire the knowledge and skills they need to perform
effectively

» Delivered at the level appropriate for the experience and expertise of the trainees

TATC conducts complete training needs analyses to ensure that the training program
results in improved performance and goal attainment. Organization analysis assesses
the goals of the organization as they relate to the training. Job analysis examines the
tasks to be performed by the trainee following training to set appropriate objectives.
Person analysis determines the current levels of knowledge and skill to identify gaps
that training should address and determine the appropriate level of training. These
analyses, and our expertise in conducting them, can ensure that our customized training
program leads to improved job performance.

Duration
Depending on the type of training, this organizational development program can last
between two weeks and two months.
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Developing Communications Plans

Overview
A communications plan is an important component for any project, program, or initiative
and provides a framework for ensuring that information is shared with appropriate
audiences on a timely basis and by the most effective means. A communications plan
provides the overall direction that you’ll take to accomplish your objectives.
Communication planning is not an afterthought but should always be developed in
conjunction with an overall plan for any project.
TATC can work with your organization to develop a communications plan by identifying
what you want to achieve and how you plan to get there. The communications plan will
also help you to stay in control of progress and provide a framework for evaluating your
success.
Every communications plan will be different, but most should include the following key
information:

» Objectives. Being clear from the outset about what you are trying to achieve is the

vital first step in creating your plan. When considering your communication
objectives, we ensure that they complement the overall objectives of your
organization's strategic plan.

» Target audiences. Identify who your communications need to target. By being as
specific as possible, we are better able to decide which communication tools will
be most suitable when it comes to choosing which tactics to use.

» Key messages. Determine what messages we are trying to communicate.
Developing key messages will help you to be clear about what it is you want your
target audience to ‘hear’ or understand as a result of your communications activity.
The messages will probably be different for each of your target audience groups,
although there may be some that are common for all.

» Strategy. Consider the overall strategic approach that we are going to take to
achieve your communications objectives. Your strategy should be about what you
are going to do to achieve your objectives, rather than how you are going to do it.
The strategy provides a unifying ‘big picture’ into which all of your individual
communications activities fit.

» Tactics. The tactics are the specific communications activities, tools and
techniques that will make each part of your strategy a reality. Some of the most
popular include: newsletters, press releases, information packs, seminars, leaflets,
stickers and posters, websites, and advertising.

» Evaluation. It is crucial that the plan outlines the criteria that we will use to
measure and evaluate the effectiveness of the communications tactics.

Duration
The timeframe for this organization development service will be based on client needs.
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Communicating During Turbulent Times

Overview

During times of change and downsizing, employees often become confused,
discouraged, or even paralyzed and inefficient. Managers, supervisors, and team
leaders need to communicate effectively during these times to maintain employee
morale and improve employee commitment. In this session, participants will learn how
people experience change and what they can do to help employees navigate
successfully through the stages of change.

Learning Objectives

4

4

4

Learn ways to assess areas for improvement to enhance performance
Understand how to evaluate and build on an organization's strengths

Determine how current corporate communication can change to support a strategic
direction

Examine internal and external barriers to the success of the organization's
strategic vision

Duration
One Day

Target Audience
Managers and Supervisors
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Cycle of Change

Overview

According to Arthur C. Clarke, "The future ain't what it used to be." Our trainers will
engage participants in a rollicking discussion of the future and its impact on how we
face change in our daily lives. This course explores today’s trends and patterns, which
suggest what the future might hold. Participants will discover their ability to create their
own, organizationally sound "preferred future."

Learning Objectives
» Learn ways to deal with organizational change
» Discuss what can be expected to occur in the future
» Explore desires for what may occur

Duration
Half Day to One Day

Target Audience
All Employees
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Motivating Employees During Times of Change

Overview

Motivating Employees during Times of Change provides leaders with a comprehensive
set of skills to create a performance culture that fosters commitment, teamwork, pride,
and empowerment. The course highlights a complete set of tools to properly diagnose
the complex dynamics that affect organizational and team performance as well as
strategies to create a high performance culture. Participants will also learn strategies to
increase their effectiveness as a leader when dealing with mandates and change
initiatives.

Learning Objectives

» Learn the primary characteristics of a strategic leader: strategic thinking, strategic
acting, and strategic influencing

» Apply strategic thinking to assess and diagnose the complex interactions of
variables that affect performance, such as people, systems, structure,
relationships, and leadership approach

» Learn the stages of team and group development and how your role as a strategic
leader can effectively influence a high performance culture

» Define various types of change and the impact on teamwork, collaboration, and
morale

» Create a performance culture within work teams that fosters commitment,
teamwork, and pride

» Exercise leadership that incorporates vision, strategy, and quality management
into the full range of the organization’s activities

Duration
One Day to Two Days

Target Audience
Managers and Supervisors
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Revitalizing the Workplace: Behaviors to Get You There

Overview

Today's workplace environment is one of constant change. Workers must develop
behaviors and skills to be prepared to deal with uncertainty and still keep the workplace
vital and effective. This course will report the research findings on "lessons learned"
from public and private sector organizations that have undergone major change.
Participants will discover how building and communicating vision can help employees
achieve shared goals. Participants will learn how to use motivation and inspiration to
create the synergy needed for people to reach their full potential.

Learning Objectives
» Understand the importance of creating and communicating vision to employees
» Learn ways to effectively communication the shared vision
» Recognize the value of stimulating employee morale
» Explore the reasons why lifting morale is important
» Learn proven strategies to inspire employee involvement and creativity
» Discuss ways of challenging employees to keep the energy level high

Duration
Half Day to One Day

Target Audience
All Employees
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Transitions in the Workplace: Coping With Change

Overview

This session is designed to support managers and supervisors during times of change
by providing the necessary skills to manage the change process. Participants will learn
to assist employees to understand and manage the impact of workplace change, learn
to manage their own response to change in constructive ways, and identify skills and
resources needed to carry out sensitive tasks including terminating employees.

Learning Objectives
» Learn ways to effectively manage the change process
» Explore ways to help employees cope with the changing environment
» ldentify the resources and knowledge needed to perform sensitive tasks

Duration
Half Day to One Day

Target Audience
Managers and Supervisors
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Succession Planning

Overview

Understanding the depth of your talent pool is critical in today's business environment.
Organizations around the world are "raising the bar" with regards to knowing who their
current and future leaders are, and the capabilities they possess. Much more rigor is
being exerted to examine future leadership requirements, assess current capabilities,
and determine the steps necessary to close identified gaps. Through our practical
hands-on approach, learn about critical decision points and conditions for implementing
an effective succession management system.

Learning Objectives

»

4

4

Learn how to build a blueprint for succession management

Establish a succession management framework including the critical ingredients
for managing your talent pool

Set up system metrics based upon the strategic intent of your succession planning
programs

How to analyze the various assessment options that exist for nominating and
identifying your high potentials

How to support high-potential development through multiple developmental
vehicles

Learn approaches to measure your talent pools and the breadth and depth that
exists

Create an integrated process that supports your broader human resource system

Duration
One Day to Two Days

Target Audience
Managers and Supervisors
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Organizational Climate Studies

Overview

Leaders within an organization are often interested in gaining insight as to the
perceptions of employees on a given topic or set of topics. Gaining a clear
understanding of employee perceptions regarding key facets of the organization — such
as leadership, diversity, feedback, supervision, pay, benefits, promotion, and ethics —
can be extremely useful for:

» Focusing groups on areas for development to create stronger, high performing
teams

» ldentifying strengths that can be celebrated by the organization

» Monitoring employee satisfaction and identifying trends over time

» Helping employees identify attitudes that inhibit job growth and satisfaction
» Providing factual information for problem solving and improvement efforts

TATC can help managers plan and implement an organizational climate study around
the dimensions that leaders are most interested in assessing. We have a variety of
tools to help “take the temperature” of an organization. TATC consultants use
instruments such as the Campbell Organizational Survey ® (COS ®), a 67-item
instrument, which was standardized on over 6,700 people in 84 organizations in all
types of industries. The COS ® assesses employee satisfaction with 17 critical
dimensions of an organization. Also, our survey design experts can create a
customized instrument specific to a unique organization. Understanding the
organizational climate can help managers build on strengths and address areas for
improvement.

Duration
This organizational development process lasts between two and six months
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Conference or Event Planning and Support

Overview

Planning for conferences, meetings, or events require a tremendous amount of time and
effort. Whether an event is large or small, we can help plan a successful event and
ensure that it comes off without a hitch. Our event planners will help arrange logistics
such as:

4

4

4

4

»

Estimating attendance and facility requirements
Arranging meeting space

Booking hotel rooms

Booking catering services

Finding or selecting presenters

Arranging to meet AV requirements

Working with exhibitors

Printing programs and other material

Arranging local tours or entertainment for visitors
Collecting and analyzing evaluations

In addition, we provide support during the event to ensure that everything runs
smoothly, including staffing, overseeing volunteers, manning information booths,
assistance to presenters, and guides to help people find their destinations.

Duration
This Technical Assistance service can last from one week to a full year, depending on
the size and nature of the event
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“You can't shake hands with a clenched fist.”

- Indira Gandhi

Employee Relations & Conflict
Management

Overview

Labor-Management Relations

Mediation

Conflict Management Assistance

Conflict Resolution: Dealing Positively With Difficult People

Conflict Management Skills for Supervisors and Managers: Alternative Dispute
Resolution (ADR)

Communication Skills: Creating Win-Win Dialogues
Prevention of Violence in the Workplace
Management Consultation and Assessment
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Employee Relations and Conflict Management Overview

Purpose

Conflict is inevitable even in the best-run organization. The results of mismanaged conflict can
vary anywhere between annoying distraction from an already heavy workload to severe
damage that may impact the future of the entire organization. Alternatively, conflict has the
potential to fuel debate from which innovation and creativity emerge. Conflicting views can
lead to conversation and improvement of the status quo, or can provide momentum for
additional information gathering, therefore encouraging more informed decision-making.

Approach

TATC can provide a variety of employee relations services to our clients. Our assistance can
help managers smooth out labor-management issues, or resolve employee disputes through
mediation. TATC'’s solutions will not make conflict disappear, but they will help organizations
manage conflict more effectively and efficiently. This improved management can significantly
reduce the cost of conflict and increase its potential to add value. Our consultants can help
leaders create and maintain a high performing organization.

Evaluation

Each service will have an on-going evaluation component that will provide valuable feedback
to the trainers for continued refinement. As a component of the evaluation, participants will be
asked to identify other teambuilding needs. This information will be compiled and reported to
the organization on a regular schedule so that services can be offered to address emerging
needs specific to the organization.

Other Employee Relations and Conflict Management Strategies

Along with training courses and organizational development interventions, TATC can also
provide management consultation around employee relations and conflict management as
well as various assessments relevant to the project.
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Labor-Management Relations

Overview

If labor-management friction is inhibiting progress in an organization, or if an
organization is in the process of forming a collective bargaining agreement, having the
facilitation skills of a neutral third party can make a big difference. Our conflict
resolution expertise and labor-management experience can help employees stop
focusing on problems and barriers and start working out solutions. We can help
facilitate meetings, provide conflict resolution assistance, and find win-win solutions that
will benefit both sides. We can even provide assistance in facilitating the collective
bargaining process itself.

Duration
The length of this service Technical Assistance service lasts from one week to three
months.
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Mediation

Overview

Conflict between employees and workgroups can be destructive and divisive for
organizations. Conflict can, however, be managed effectively while fostering and
maintaining individual respect for the parties involved. Our consultants can help those
experiencing conflict by:

4

4

4

»

4

4

4

4

Providing supervisor and management consultation

Facilitating a meeting between parties in conflict and establishing structure
Clearly defining problems

Helping to create alternatives

Guiding the decision making process

Clarifying agreements

Developing an agreement or plan to resolve the conflict

Providing follow-up

Duration

The length of this Technical Assistance service varies depending on the nature of the
conflict or disagreement and the goals to be obtained; however, mediation can normally
be accomplished after a series of meetings within a one-month period.
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Conflict Management Assistance

Overview

Conflict is an inevitable part of organizational life and will influence organizational teams. What
is little known is that conflict can be healthy, even useful and productive. However, conflict can
become dysfunctional and inhibit productivity if parties become entrenched, disputes become
personal, or team members take sides. Our conflict management assistance consultants will
work with all team members to address issues, uncover root causes, and suggest ways to get
everyone back on track and working together effectively.

Duration

The length of this organizational development service varies depending on the size of
the team, the amount of assessment desired, and the severity of the conflict. Normally,
the process involves several days of assessment including interviews and at least one
two-hour meeting to provide a summary of findings and recommendations.
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Conflict Resolution: Dealing Positively With Difficult People

Overview

Tense situations at work often disrupt workplace productity. This course helps managers
transform even the most difficult circumstances into win-win experiences. Managers will learn
to deal effectively with “difficult” people — whether they are co-workers, subordinates, or
supervisors. Participants will learn to apply a variety of skills to reduce conflict.

Learning Objectives

» Understand the attitudes and behaviors that create conflict

» Undergo an analysis of preferred conflict style

» Assess behavior and effectiveness during conflict

» Learn how to quickly analyze and respond to conflict situations

» Recognize hidden incentives that may encourage difficult behavior

» Explore ways to control reactions to certain individuals (button pushers)

» Understand what motivates difficult people and how to minimize the impact of their
behavior

» Learn ways to move beyond emotion to get to compromise
» Discuss methods to minimize the negative impact of difficult personalities

Duration
One Day to Two Days

Target Audience
All Employees
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Conflict Management Skills for Supervisors and Managers:
Alternative Dispute Resolution (ADR)

Overview

Many organizations today are using consensual methods of dispute resolution instead
of litigation or administrative procedures to resolve conflicts. This seminar explores the
use of alternative dispute resolution (ADR) techniques and applications. Participants of
this training engage in a variety of exercises using real-world dispute scenarios.
Emphasis is placed on the effective use of alternate methods of resolving disputes in
the workplace, presentations before third parties, and conflicts that develop between
parties to a contract.

Learning Objectives
» Understanding ADR procedures and practice
» Recognizing sources of conflict
» Learning the principles and importance of interest-based negotiating
» Understanding the merits of different resolution processes
» Recognizing when to use ADR and how to overcome dispute related problems

Duration
One Day to Two Days

Target Audience
Managers and Supervisors
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Communication Skills: Creating Win-Win Dialogues

Overview

Successful dialog depends on speakers and listeners becoming familiar with, and
developing an appreciation for, various communication styles. Participants will
learn how to improve their communication skills by adopting a full repertoire of
styles appropriate to the workplace and by developing both message-sending
and listening skills.

Learning Objectives
» Assess communication style

» Learn ways to communicate effectively with people who have different
communication styles

» Understand how to use both listening skills and message-sending skills

Duration
One Day

Target Audience
All Employees
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Prevention of Violence in the Workplace

Overview

Workplace violence accounts for one out of every five work-related deaths in the
United States. Because organizations must ensure a safe workplace, they can
become accountable in instances of workplace violence. Organizations are
tasked with developing violence prevention strategies that involve prevention,
training, and response in order to maintain a safe work environment and reduce
exposure and the costly consequences of workplace aggression.

Learning Objectives

4

4

Define workplace violence

Understand organizational factors and triggers that contribute to workplace
violence

Recognize characteristics and warning signs of the potentially violence employee
Define key contents of a threat management plan
Develop a multi-step prevention model

Duration
One Day

Target Audience
All Employees
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Management Consultation and Assessment

Overview

Along with employee relations and conflict management training courses, TATC can
provide management consultation depending on the needs of the client. TATC can work
with you every step of the way in order to achieve your desired results, from carrying out
a customized conflict resolution intervention to launching an initiative focused on
improving employee relationships. TATC can also provide various assessments
according to the needs of the organization.

Duration
The timeframe for these services will range depending on the needs of the client.
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“The greatest wealth is health.”

- Virgil

Worksite Wellness

Overview

Healthy Lifestyle and Wellness

Stress Management

Time Management: Foundation Skills for Successful Living
Management Consultation and Assessment
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Worksite Wellness Overview

Purpose

TATC offers a wide range of wellness and training programs to increase employee awareness
and promote a healthier professional and personal lifestyle. Prevention leads to lower health
costs, improved workforce productivity, and higher retention. All of our programs can be
customized to meet the specific needs of an organization and its employees.

Approach

These courses respond to the diverse needs of managers and staff. Courses are designed to
target individuals at all levels of the organization. All courses presented here are workshop
formats and can accommodate a maximum of 25 participants. Each is a stand-alone course
without any prerequisites.

Evaluation

Each service will have an on-going evaluation component that will provide valuable feedback
to the trainers for continued refinement. As a component of the evaluation, participants will be
asked to identify other teambuilding needs. This information will be compiled and reported to
the organization on a regular schedule so that services can be offered to address emerging
needs specific to the organization.

Other Worksite Wellness Strategies

Along with training courses and organizational development interventions, TATC can also
provide management consultation around worksite wellness as well as various assessments
relevant to the project.

TATC Consulting ¢ Organizational Development and Training Services ¢ Page 79



Healthy Lifestyle and Wellness

Overview

TATC offers this training because preventive health education leads to lower overall
health costs, decreased absenteeism, and improved workforce productivity. Our trained
professionals counsel participants on behavior changes and information that can make
a difference in their health and lives.

Learning Objectives

4

4

4

»

4

Understand the basic components of a wellness model
Learn the benefits of proper nutrition and exercise
Explore the connection between mind and body
Understand the psychological models of stress and illness
Develop a wellness action plan

Duration

Half Day to One Day

Target Audience

All Employees
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Stress Management

Overview

Stress is inevitable. However, there are steps that can be taken to decrease the
negative impact stress can have on work performance and health. Our professionals
offer stress management training to help employees identify individual characteristics
and behaviors that protect against, or contribute to, stress and stress-related illness,
including: healthful habits, social support, personality, cognitive hardiness, coping style,
and psychological well-being. Instruments such as the Stress Profile™ can also be used
as a health risk appraisal tool within organizational settings as part of a wellness, health
promotion, or stress management program.

Learning Objectives

4

4

4

4

»

Define stress

Identify the sources of stress

Understand the negative impact of stress over an extended period of time
Learn a framework for managing stress

Develop an action plan for stress management

Duration
Half Day to One Day

Target Audience

All Employees
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Time Management: Foundation Skills for Successful Living

Overview

The efficiency of individuals and organizations relies greatly on their ability to
successfully manage time. Time may be our most valuable resource, but it is
often given away thoughtlessly, unconsciously, or in a reactionary manner.
Harnessing this critical resource increases both employee output and
organizational competitiveness. This training addresses the development of a
conscious appreciation of time as a precious asset. Participants learn decision-
making and time-allocation techniques.

Learning Objectives

»

4

4

Make knowledgeable decisions about what you need do and when to do it
Integrate proven time management techniques into your daily life
Proactively schedule tasks, construct daily to-do lists and weekly plans

Apply a structured process to shape your existing and potential commitments
Adopt strategies and techniques to handle interruptions and procrastination

Develop a personal action plan

Duration
Half Day to One Day

Target Audience

All Employees
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Management Consultation and Assessment

Overview

Sometimes managers can benefit from some professional advice regarding particular
workplace wellness issues -- from dealing with job stress to concerns about a difficult
employee. Our experienced experts will meet with agency managers to discuss the
issues they are facing. We can help supervisors create plans for dealing with a difficult
situation or suggest ways it might be alleviated. We have the flexibility to meet for a
single consultation on a smaller issue, or if needed, to have multiple consultations over
time until the issue has been resolved satisfactorily. We can also provide relevant
assessments if deemed necessary.

Duration

The time required for management consultation varies. A one-hour management
consultation may be sufficient to develop recommendations to address a specific
problem. However, follow-up meetings may be necessary to deal with more complex
issues.
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“Do what you do so well that they will
want to see it again and bring their friends.”

- Walt Disney

Customer Service

Overview

Better Customer Service through Consultation

Stellar Customer Service: Turning Customers into Raving Fans
Developing a Customer Driven Organization

Resilience on the Job: Interacting Successfully with Your Customers
Email Best Practices

Telephone Techniques and Handling Customer Calls

Effective Communication Skills

Cultural Diversity and Your Customers

Customer Focused Writing for Experienced Writers
Communicating with Difficult Customers

Developing Customer Service Standards

Developing Customer Satisfaction Surveys

Management Consultation and Assessment
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Customer Service Overview

Purpose

High performing organizations realize that success is based in customer satisfaction, and
work to create a staff trained to be proactive and highly responsive to customer needs. Our
customer service courses are designed to help employees understand the importance of
customer service, explain a process for improving service, and give practical strategies for
providing exceptional service to even the most difficult customer.

Approach

TATC is passionately committed to customer service. Over the last 35 years, TATC has
evolved a customer service ethos that is captured in our own stellar customer service model,
a model that has also been adopted by a number of our client organizations. In this model, we
look at customer service at three levels — the agency or institutional level, the process level, and
the individual transaction level. Only when it pays attention to all three levels can an
organization truly achieve stellar customer service. Naturally, we will apply this same model
as we provide support to our clients in reviewing, planning, and implementing training. As we
perform the various tasks on projects, we keep in mind challenges organizations face today and
help build into the training plan opportunities for the organization staff to grapple with these and
other challenges and to identify ways to overcome these challenges in their daily customer
service transactions.

Our proposed approach to customer service is based on a few key principles:

» The speed of change will be pushed from above. Research shows that change
is brought about at a faster pace when it is pushed heavily from the top.

» The depth of change will come from below. The majority of customer service
transactions, however, take place at the frontlines. Therefore, intensive training
must be conducted with groups of frontline workers.

» The most effective intervention blurs the line between training and real work.
Effective training brings real work into the training. For example, we would develop
realistic cases based on actual staff experiences. Or we could generate real cases
by asking participants during the training to share their own real customer service
problems and work with others in the class to come up with strategies to solve
those problems.

» Intact work groups who get trained together have a better chance of effecting
real change. How often do we hear training participants bewalil, “I wish my
manager (or co-workers) were here!” Therefore, we believe that if we want to
introduce real change into an organization, natural groups that normally work
together should also be trained together (including managers and supervisors). In
this way, they can solve real problems, come to real agreements, and provide real
support to each other after the training.

» What does not get measured does not receive much attention. Measures
must be established at various levels of the organization, and these measures
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should be part of managers’ and employees’ performance standards. When
people are personally held accountable for specific results, they become
accountable.

These courses respond to the diverse needs of managers and staff. Courses are designed to
target individuals at all levels of the organization.

Evaluation

Each service will have an on-going evaluation component that will provide valuable feedback
to the trainers for continued refinement. As a component of the evaluation, participants will be
asked to identify other teambuilding needs. This information will be compiled and reported to
the organization on a regular schedule so that services can be offered to address emerging
needs specific to the organization.

Other Customer Service Strategies

Along with training courses and organizational development interventions, TATC can also
provide management consultation around customer service as well as various assessments
relevant to the project.
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Better Customer Service through Consultation

Overview

This course provides information on how to better meet the needs of the customer by
providing effective and customized service. You will learn how to better respond to the
expectations of your customers by improving dialogue, asking more questions,
becoming more interactive, and providing truly customized solutions.

Learning Objectives
» ldentify effective strategies for maintaining a natural, relaxed tone
» Understand how to make recommendations so clients are receptive
» Explain key points in the psychology of relationships
» Uncover needs and concerns
» Understand the value of customer complaints

» Demonstrate how to use effective communication practices with customers,
including difficult or angry customers

» ldentify one or more actions you plan to take to enhance your customer service
back on the job

Duration
One Day

Target Audience
All Employees
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Stellar Customer Service: Turning Customers into Raving Fans

Overview

Providing good customer service requires a unique combination of skills. Learn about a
model that your organization can use to achieve stellar service and turn customers into
raving fans by exceeding their expectations. The course covers how to calm angry
customers, turn an unsatisfied customer into a fan, use language to soothe and defuse
negativity, use voice tone and inflection to make customers respond in the right way,
and address the “little things” that mean so much to your customers. Daily interaction
with customers means you always need to put your best foot forward. Learn to
eliminate stress, keep a winning attitude, and let criticisms roll off your back and more.
You'll soon have the keys to “loving” your high-demand customer service job.

Learning Objectives

» Explain the Stellar Customer Service Model and how to use it to turn customers
into raving fans

» ldentify the “moments of truth” in your customer service cycles

» Give examples of specific behaviors and actions to help enhance customer service
in daily work

» Demonstrate how to use effective communication practices with customers,
including difficult or angry customers

» ldentify one or more actions you plan to take to enhance your customer service
back on the job

Duration
One Day

Target Audience
All Employees
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Developing a Customer Driven Organization

Overview

Get a picture of the present state of your organization's customer service. In this
course, you will develop a vision of the future by describing what your office would be
like if it were more customer-driven and create action plans to enhance customer
service. (Note: This program has the greatest impact when delivered to all the
managers and supervisors of a given organization or to an intact work group, including
the manager or supervisor).

Learning Objectives

4

4

4

Understand how to manage customer expectations

Explore how to balance competing or conflicting customer needs
Learn how to develop and lead a customer driven organization
Acquire techniques to track performance and improve service

Explore ways to create a culture of organizational change that results in customer
service excellence

Develop plans to improve your customer service skills and support systems

Course Duration
One Day to Two Days

Target Audience
Managers and Supervisors
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Resilience on the Job: Interacting Successfully with Your
Customers

Overview

This course gives an introduction to the concept of resilience, and how to incorporate
research-based resilience skills into your professional and personal day to day
activities. Research into resilience has been initiated by researchers in the field of
“positive psychology,” an area of human study devoted to understanding how people
develop those specific traits associated with emotional strength and the ability to
“bounce back” when faced with failure, loss, or other obstacles. These researchers
wanted to find out why hardships that defeated and exhausted some individuals
invigorated, inspired, and motivated others. They found that the differences between
these people were the beliefs and behaviors associated with resilience.

The greatest predictor of success is that of a resilient thinking style. Whether challenges
come from difficult customers or pressure to increase productivity, the leaders and staff
who are resilient thinkers outperform their non-resilient peers and have more satisfying
professional lives. Among the key ingredients that create resilience are an expectation
for positive results and an ability to “bounce back” when faced with loss or failure. In
general, resilient employees adopt a certain flexibility to achieve their personal and
professional goals. This flexibility is grounded in a set of beliefs that help them to
maintain perspective when life throws them a curve. Resiliency may seem to come
“naturally” to some employees but the good news is that it is a skill that can be practiced
and learned. This course specifically focuses on the difficulties that can arise for
employees in customer service-focused positions.

Learning Objectives
» Define the concept of resiliency
» Identify the basic skills to build resilience
» Recognize and challenge non-resilient thinking
» Apply resilience skills to lead others
» Recognize how to transfer resilient thinking to staff members
» Understand how resilience can help you provide excellent customer service

Duration
One Day to Three Days

Target Audience
Non-supervisory Employees
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Email Best Practices

Overview

This course is designed to teach participants the principals for effective email
communication in the workplace. It is intended to assist those new to professional
emailing in gaining the tools and methods needed to plan, compose, structure, format,
revise, and proofread emails so that they effectively communicate their message in
concise, direct language. Topics include the size and shape of effective emails, how to
use the subject line and opening paragraph, how to create a persuasive message and
rules of effective sentences, and how to avoid email misunderstandings and disasters.

Learning Objectives
» Write and format professional email messages

» Understand how to orient readers with effective purpose statements to ensure that
action steps are clearly communicated

» Apply email etiquette effectively

» ldentify best practices for organizing your emails logically

» Ensure the clarity and focus of each message

» Translate technical language for non-technical readers

» Learn techniques for managing email overload

» ldentify communication situations that are inappropriate for e-malil
» Gain knowledge on email misunderstandings and disasters

Duration
Half Day to One Day

Target Audience
All Employees
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Telephone Techniques and Handling Customer Calls

Overview

This course offers you a variety of techniques to improve your comfort and confidence
on the telephone. It includes customer service techniques to enhance professionalism
whether dealing with internal or external customers. This course will teach you how to
build rapport through the appropriate use of tone and empathy and how to effectively
handle difficult situations and people. Essentially, this is a course that will ensure every
customer has an excellent experience and leaves with a good impression of your
organization.

Learning Objectives

4

4

»

4

4

4

Identify assertive and persuasive telephone communication skills

Gain the ability to effectively and efficiently manage a multitude of calls
Understand the concept of telephone triage

Practice ways to manage yourself, the caller, and the phone medium
Identify tools and resources to do the job

Learn techniques for handling difficult situations and aggressive callers
professionally and calmly

» Apply steps to better plan and prioritize your day

Duration

Half Day to One Day

Target Audience

All Employees
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Effective Communication Skills

Overview

Insufficient or inappropriate communications with co-workers can inhibit
effectiveness and create conflict. Communications skills training can help employees
learn ways to improve their listening skills and ensure that their message is clearly
understood.

Learning Objectives

4

4

4

Identify the barriers to effective listening and ways to overcome each of them
Recognize the benefits of good listening

Recognize poor listening habits

Evaluate their own listening skills

Use techniques for building effective listening habits

Recognize the importance of non-verbal communication

Identify communication styles and select the appropriate one for a given situation

Duration
Half Day to One Day

Target Audience
All Employees
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Cultural Diversity and Your Customers

Overview

Diversity issues are equally important when it comes to serving clients. Smart
organizations make a commitment to delivering high quality service to all customers.
The cultural makeup of our customer base has rapidly changed. Questions you need to
be asking in your organization include: Are you making the efforts required to serve
customers who are different from you? Are hidden biases and assumptions barriers to
appreciating and serving all people?

Learning Objectives
» Recognize the importance of understanding culturally diverse customers
» Learn more about how their culture influences their behavior and customer service

» Develop skills to overcome the obstacles they face serving a diverse customer
base

Duration
One Day to Two Days

Target Audience
All Employees
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Customer Focused Writing for Experienced Writers

Overview

In this course, you review the writing process and learn to better organize, clarify, and
strengthen your writing. Practice drafting and rewriting business documents so that they
are in plain English and are more customer-focused. Draft and revise letters,
memoranda, and brief reports.

Learning Objectives

» Learn how to plan and divide assignments into more manageable sections to
reduce stress and avoid writers block

» Gain the ability to organize all of your thinking and information together into an
effective framework

» Develop the confidence to speedily write an organized draft that communicates
powerfully, logically, concisely, and professionally

» Understand the benefits of peer review

Duration
Half Day to One Day

Target Audience
All Employees
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Communicating with Difficult Customers

Overview

Everyone knows those difficult people we deal with from day to day, but few of us know
how to deal with them effectively. Difficult people, especially difficult customers, can
sabotage almost any situation. But often the real trouble arises when we overreact to
these people. This course teaches how you can keep angry customers from taking their
frustrations out on you, bring out the best in people who are genuinely upset, become
known as a problem-solver, and transform conflict into cooperation. As a result, you will
feel less stress on the job, resolve complaints faster, and build up repeat business by
satisfying more customers.

Learning Objectives
» ldentify personalities and traits that make people difficult
» ldentify your own difficult behaviors or reactions
» Practice basic steps toward coping effectively with the difficult person
» Improve basic communication skills

Duration
Half Day to One Day

Target Audience
All Employees
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Developing Customer Service Standards

Overview

High-quality customer service is fundamentally the ability to exceed your customer’s
expectations. What many organizations are now recognizing is that they can, to a
certain extent, manage the expectations of their customers by telling them what they
can expect from the people in the organization and the processes the organization
follows. The best way to communicate this is through the development of customer
service standards, which form the basis of the service levels offered to your customers.
TATC can work with your organization to develop effective standards that suit both your
needs and the needs of your customers.

Duration

The timeframe for this organization development service can vary depending on client
needs.
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Developing Customer Satisfaction Surveys

Overview

High-quality customer service is often the difference between keeping customers and
losing them. Effective marketing brings new customers in, but stellar service is what
keeps them coming. However, in order to provide the best service possible, you need a
way to know how well you're currently doing, what your customers think is important,
what they want, and where you need to improve. The most effective way to gather this
information is with a customer satisfaction survey. TATC can work with your
organization to develop a customer satisfaction survey that asks the right questions so
you can collect valuable data.

Duration

The timeframe for this organization development service can vary depending on client
needs.
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Management Consultation and Assessment

Overview

Along with customer service training courses, TATC can provide management
consultation depending on the needs of the client. TATC can work with you every step
of the way in order to achieve your desired results, from launching a customized
customer service curriculum to supporting an initiative focused on helping employees
understand the diverse needs of their customers.

Duration
The timeframe for these services will range depending on the needs of the client.

TATC Consulting ¢ Organizational Development and Training Services ¢ Page 99



"Diversity: the art of thinking independently together.”
- Malcolm Forbes

Diversity Management and Inclusion

Overview

Successful Performance in a Diverse Workplace
Optimizing Diversity for Employees

Optimizing Diversity for Managers

Valuing Differences

Cultural Synergy in the Workplace

Diversity Awareness: Culture and Perception
Working Together: Collaborating Across Cultures
Interacting with the Multicultural Customer
Cross-Cultural Adaptability

Men and Women on the Job: Gender-Related Issues in the Workplace

Employee Development and Performance Management Strategies for a Diverse
Workforce

Creating a Culture of Respect: Understanding Prejudice, Bias, and Stereotypes
Communicating and Managing Conflict in a Diverse Workplace

Individual Styles and Team Dynamics

Situational Leadership in a Diverse Workforce

Responding to the Challenges of Managing a Diverse Workforce

The Power of You: Resiliency in a Diverse Workforce

Generational Differences at Work

Working in a Disability Inclusive Environment

Engaging Personalities: Thinking Styles and Communication Strategies

How to Succeed as a Bi-Cultural Manager

Working in the United States: A Workshop for Staff Born Outside of the U.S.
Embracing Gay, Lesbian, Bi-Sexual, and Transgender Diversity in the Workplace
Diversity Assessment

Diversity Hot Topic Brown Bags

Management Consultation and Assessment
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Diversity Management and Inclusion Overview

Purpose

The purpose of these diversity courses is to equip managers and staff with the knowledge and
skills they need to successfully perform the following:

» Support, build, and nurture a diverse workforce

» Manage diversity in a way that best helps achieve the greatest creativity and
productivity for the agency

» Support the organization’s mission by developing diversity-smart programs: those
that take into account the diverse needs of the diverse populations the agency
serves

» Build capacity within the organization to provide ongoing training and
organizational development support to sustain the diversity initiative

Approach

TATC uses the following guidelines in their approach to providing diversity training and
organization development services:

» Become increasingly aware of our own identities, biases, and fears as we conduct
training or implement services related to diversity issues.

» Create a safe climate. Clearly written ground rules for discussion and modeling
both openness and safety leads to more honest interactions.

» Use key concepts as a basis for consideration of diversity issues. Concepts such
as culture, communication, power and privilege, identity, discrimination and
oppression, and stereotypes and prejudice can provide a framework for individuals
to understand and embrace differences.

» Be prepared for conflict and/or reluctance from individuals as they are being asked
to examine long-held beliefs. Resistance by some individuals to diversity-related
issues should not only be expected but can be seen as valuable for learning.

Evaluation

Each service will have an on-going evaluation component that will provide valuable feedback
to the trainers for continued refinement. As a component of the evaluation, participants will be
asked to identify other teambuilding needs. This information will be compiled and reported to
the organization on a regular schedule so that services can be offered to address emerging
needs specific to the organization.

Other Diversity Strategies

Along with training courses and organizational development interventions, TATC can also
provide management consultation around diversity as well as various assessments relevant to
the project.
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Successful Performance in a Diverse Workplace

Overview

This course is a diversity training program for both managerial and non-managerial
employees designed to establish a foundation for diversity awareness and skills. The
program builds bridges of respect, cooperation, and productivity to help reach
organizational, team, and individual goals. Participants will gain knowledge of their
unique aspects of diversity and how those aspects shape their preferences for
teamwork, decision making, communication, and conflict management.

Learning Objectives
» Increase awareness of your unique aspects of diversity using the Diversity Wheel

» Learn how the dynamic interaction among all dimensions of diversity influences
your self-image, values, behaviors, and expectations of others

» Gain an understanding of how diversity creates a lens — or “filter” — through which
you see the world

» Discover the elements of diversity that may impact how others interact with you

» ldentify ways in to improve the way you manage others through a greater
awareness of the impact of diversity

» Answer the question, “Diversity — What's in it for me?”

Duration
One Day

Target Audience
All Employees
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Optimizing Diversity for Employees

Overview

This course focuses on understanding and valuing differences. Participants will gain
insight into various dimensions of culture and how cultural differences influence
expectations, values, and beliefs. Through the use of interactive exercises participants
will learn how culture determines preferences for leadership styles, time management,
teamwork, innovation, and risk-taking. Participants will leave the workshop with a
greater understanding of how to optimize differences in the global workforce to increase
teamwork, collaboration, and innovation. Business objectives include: Promote an all-
inclusive workplace and understanding of the value of diversity; enhance teamwork,
collaboration, and efficiency through understanding differences; increase innovation and
creativity; and improve employee morale and retention.

Learning Objectives
» Increase awareness of your unique aspects of cultural diversity

» Use 5 Dimensions of Culture model to examine your own culture and determine
similarities and differences between your culture and that of others

» Gain skill in leveraging differences to increase teamwork, collaboration, and
innovation

» ldentify ways to improve how you work with others through a greater awareness of
the impact of cultural differences

» Answer the question, “Diversity — What's in it for me?”

Duration
Half Day to One Day

Target Audience
Non-supervisory Employees
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Optimizing Diversity for Managers

Overview

This course helps managers understand differences and learn techniques to manage a
multicultural staff. They will gain insight into how cultural differences influence
expectations, values, and beliefs. Interactive exercises will help them learn how culture
determines preferences for leadership styles, time management, teamwork, innovation,
and risk-taking. Managers will leave with a greater understanding of how to optimize
differences in the global workforce to increase teamwork, collaboration, and innovation.
Business objectives include: promote an all-inclusive workplace and understanding of
the value of diversity; enhance teamwork, collaboration, and efficiency; increase
innovation and creativity; and improve employee morale and retention.

Learning Objectives
» Increase awareness of your unique aspects of cultural diversity

» Use 5 Dimensions of Culture model to examine your own culture and determine
similarities and differences between your culture and that of others

» Gain skill in leveraging differences to increase teamwork, collaboration, and
innovation

» ldentify ways to increase effectiveness in managing a multicultural staff

» ldentify ways to improve how you manage others through a greater awareness of
the impact of cultural differences

» Answer the question, “Diversity — What's in it for me?”

Duration
Half Day to One Day

Target Audience
Managers and Supervisors
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Valuing Differences

Overview

This course addresses the many ways we choose to segment ourselves by our
differences. This session helps participants identify the dimensions of diversity that
tend to cause them problems and dispels many of the myths and misconceptions
regarding these dimensions. The session focuses on communication and workplace
interactions: working in a diverse workforce; understanding that different is not wrong;
reducing conflict and mistrust; engaging in sensitive conversations with employees,
peers, and upper management.

Learning Objectives
» Define diversity as it is understood within the organization
» Explain why diversity is so important to achieving the organization’s mission

» Name the four dimensions of diversity (Organizational, External, Internal and
Personality) and the components that make up each dimension

» Explore different perspectives on the same issue
» ldentify some strategies for working successfully with a diverse workforce

Duration
Half Day to One Day

Target Audience
All Employees
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Cultural Synergy in the Workplace

Overview

This course aims to develop synergistic interactions among employees from diverse
cultural backgrounds. Initially, the basic definitions of vocabulary related to culture,
cultural synergy, deep cultural dimensions, and cultural myopia are reviewed. This
is followed by a case study on how potential synergies can be thwarted by
intercultural tension and negative intercultural dynamics and irritants. Participants
will then review the key dimensions of culture as they apply to each of the key
cultures in the workplace. Each participant is asked to engage in planning for the
effective management of the impact of their own behaviors, especially as those
behaviors might potentially be perceived as negative by people from contrasting
cultural backgrounds. Participants then engage in developing the specific skills of
creating synergy in working together and growing in teamwork through workplace
interactions. Participants are then challenged to apply those skills in developing
synergistic solutions to common workplace challenges by using a bi-cultural
problem-solving process. Then, through the use of small group interactions, the
participants are challenged to develop creative approaches to persistent workplace
issues by using their knowledge of the impact of deep cultural dimensions and
combinations of cultural synergies. Finally, the participants are given opportunities
for the development of specific personal and group plans to apply the “learnings” to
their workplace.

Learning Objectives
» Understand the influence of culture and diverse cultures in the workplace

» Develop cultural synergy, cross-cultural adaptation and effectively use cultural
diversity

» Improve cross-cultural communication skills
» Apply problem-solving skills in diverse cultural groups
» Develop an action plan for a multicultural learning organization

Duration
One Day

Target Audience
All Employees
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Diversity Awareness: Culture and Perception

Overview

This course provides a brief but effective overview of the basic elements of diversity,
its impact on the workplace and how to use the benefits of each cultures riches to
improve employee creativity and workplace productivity. Subsequent to
understanding and appreciating the basics of diversity, participants are provided with
an opportunity for understanding one’s own cultural programming and how that
influences one’s work habits and intercultural relationships. Participants will gain
knowledge about the patterns of the development of intercultural tensions and how
these can tensions can devolve into downward spirals of negativity that detracts
from many possibilities of teamwork. Small groups are tasked with developing
awareness, skills, structures and processes that can be brought to bear on
preventing negative intercultural interactions and rather instilling an appreciation for
and collaboration with the strengths of each representative culture for increased
creativity and higher performance in the workplace.

Learning Objectives
» Explain why having a diverse workforce is important to the organization

» Describe the impact of your own culture (values, attitudes, beliefs) on your
perceptions of the world and your patterns of behavior towards others

» Identify some sources of intercultural tensions

» Develop ways to respond effectively to situations that involve potential intercultural
tensions

» Name some actions you can take to improve your effectiveness in intercultural
settings

Duration
Half Day to One Day

Target Audience
All Employees
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Working Together: Collaborating Across Cultures

Overview

This course aims at developing teamwork between employees of diverse cultural
backgrounds. The exercises are designed for full involvement of the participants in
understanding the cultural barriers, perceptions, assumptions, biases, strengths,
weaknesses and images (both positive and negative) that are held by each of the
cultural groups toward each other. Subsequent to understanding and appreciating
what each ethnic group brings into the work situation, the group is given
opportunities to develop more effective ways of working together and growing in
teamwork through workplace interactions. Participants will gain knowledge about
the history, traditions, and cultural mindsets of each of the cultures that are
represented in the workplace. Small group interactions with diverse participants
help to increase awareness, skills and application planning for effectively working
together.

Learning Objectives

» Explain how cultural diversity can be used as a resource for synergy and
productivity

» Understand the impact of culture in the workplace and how intercultural
misunderstanding might lead to tension and loss of productivity

» Acquire greater knowledge of cultural values and differences and increase cultural
self-awareness and intercultural sensitivity

» Develop skills in intercultural communication for work-related tasks, for conflict
resolution and situations requiring constructive feedback

» Create an action plan for improving communication with one’s co-workers and for
multicultural synergy

Duration
Half Day to One Day

Target Audience
All Employees
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Interacting with the Multicultural Customer

Overview

Today’s customer is more informed, expects better service and demands services built
with them in mind. Can you satisfy the needs of a diverse customer set? This course
explores how a diversity or languages, generations, and cultures impact customer
service and presents a model for creating raving fans of your customers. This course
highlights the following: how diversity can impact customer service and satisfaction;
examines the difference between understanding the needs of segmented customer
groups and negatively stereotyping groups of people.

Learning Objectives

» Understand and fulfill today’s customer expectations in order to be viewed as a
premiere customer service organization that values its diverse customer
populations

» Learn how to increase customer satisfaction

» Understand the effects of personal cultural barriers

» Develop new skills to effectively serve a diverse customer base

» Determine if cultural barriers are working against effective customer service

Duration
Half Day to One Day

Target Audience
All Employees
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Cross-Cultural Adaptability

Overview

This course is aimed at developing an understanding of the cultural backgrounds
and dimensions that influence the interactions of employees with culturally diverse
client organizations. Participants will work on actual case studies of culturally
ineffective and problematic client interactions. The course will help participants
anticipate client assumptions and stereotypes, manage negative client reactions to
perceived slights and biases, communicate effectively across cultures — particularly
with non-native English speakers — using bicultural decision-making processes and
managing closure and follow-up. A Cross-Cultural Adaptability Survey will measure
participants’ own reactions and increase personal awareness in intercultural
interactions. Participants will create plans to improve their intercultural work and
business relationships.

Learning Objectives

» Improve customer service through increased sensitivity to the diverse cultural
groups with whom the staff interacts

» Help staff understand various cultures, including ways of thinking, communication
styles, values, work practices, taboos and sensitivities, historically significant
events and environmental influences affecting cultural outlook

» Help staff understand how stereotypes and unchecked assumptions could increase
intercultural tensions

» Encourage staff to use verbal and non-verbal skills in communicating with diverse
cultures

» Help staff be more self-aware by understanding one’s own cultural programming
and how to adapt one’s behaviors in specific intercultural interactions

» Improve staff skills in resolving intercultural issues in client interactions

» Conduct action planning to improve effectiveness of intercultural interactions with
clients

Duration
One Day

Target Audience
Managers and Supervisors
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Men and Woman on the Job: Gender-Related Issues in the
Workplace

Overview

A productive workplace requires that employees work together cooperatively in a
safe environment. This program provides information on current research
examining communication styles and behavioral characteristics of women and
men. Structured exercises give participants opportunities to build consensus on
appropriate and inappropriate behaviors for the workplace.

Learning Objectives

» Help staff understand the different communication styles and behaviors of men and
women

» Improve staff skills in resolving gender issues in the workplace

» Teach staff to correctly use the following vocabulary in discussions:
discrimination, non-traditional work role, equity, sex-role stereotyping,
gender, sexual harassment

Duration
Half Day to One Day

Target Audience
All Employees
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Employee Development and Performance Management Strategies
for a Diverse Workforce

Overview

In order to retain a diverse workforce the challenge becomes training and developing
staff in order to ensure they become successful in the organization. This course looks
beyond basic development and begins to examine how to maximize the potential of the
individual and the performance of the workforce. Examples of effective employee
development techniques are provided. The course examines the opportunities and
challenges that arise when developing diverse employees, acknowledging that
difference can make it harder to provide consistent feedback. This course provides
managers with the skills that are needed to leverage diversity in the workforce in order
to increase retention, productivity and opportunities for everyone in the workforce to be
successful, and provides tools to maximize the talent within the workforce.

Learning Objectives
» Recognize and maximize the benefits of developing a diverse workforce
» Learn specific techniques of effective employee development

» Understand the challenges and opportunities that arise when developing diverse
staff

» Learn how aspects of diversity can present challenges in offering consistent
managerial feedback

» Uncover techniques to leverage the power of diversity to increase retention,
productivity and creativity in the workplace

Duration
One Day to Two Days

Target Audience
Managers and Supervisors
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Creating a Culture of Respect: Understanding Prejudice, Bias,
and Stereotypes

Overview

This course provides information essential for maintaining a positive and productive
working environment. The course provides scenarios of several common areas of
concern that can occur within the workplace: racially insensitive comments,
stereotyping, how to treat employees with disabilities, sexual harassment, the creation
of a hostile work environment, harassment investigations, fear of retaliation, and
disciplinary action. Key learning points include the following: A high quality, diverse
workforce is critical to the company's success; Every employee should treat others with
dignity and respect and report any incident that appears to violate organizational policy;
Discrimination can take many subtle forms; Discrimination can hinder cooperation
between employees, cloud individual judgment, and reduce overall job performance;
Reliance on stereotypes can make it difficult to work as a member of a team; Everyone
should create an environment where all employees feel valued; No one should fear
retaliation or reprisal for taking action to end harassment; To demonstrate respect,
employees must treat others as they themselves would like to be treated.

Learning Objectives
» Describe your responsibilities in preventing and resolving
» Be able to recognize issues of discrimination and harassment
» Know why such behavior is counterproductive

» Understand ways to deal with offensive behavior and intolerance and promote
workforce diversity

» Know how to guard against insensitive behavior of your own

Duration
One Day

Target Audience
All Employees
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Communicating and Managing Conflict in a Diverse Workplace

Overview

Tense situations at work often disrupt workplace productivity. This workshop helps all
employees transform even the most difficult circumstances into win-win experiences.
Participants will learn to deal effectively with diverse personalities and backgrounds —
whether communicating or attempting to resolve a conflict with a co-worker,
subordinate, or supervisor. Participants will learn at apply a variety of skills to increase
positive communication and reduce conflict. Problem-solving exercises are used for
practical application.

Learning Objectives

» Enhance teamwork, collaboration, and efficiency through understanding
differences

» ldentify attitudes and behaviors that create conflict and decrease positive
communication

» Define culture based on communication and trust

» Develop individual conflict resolution skills

» Understand the different communication styles

» Understand the different conflict management styles

» ldentify how to quickly analyze and respond to conflict situations

» Recognize hidden incentives that may encourage difficult behavior

Duration
One Day

Target Audience
All Employees
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Individual Styles and Team Dynamics

Overview

Our team building sessions can renew and invigorate existing teams, enhance cross-
functional teams, and help develop new teams. The process includes: Assessing team
effectiveness and members’ perceptions of issues facing the team; Helping the team
members to understand that diversity includes work style and personality style;
Addressing specific challenges facing the team; Coaching the leader and team
members to align their behaviors with team goals; Assisting the team in setting clear
team goals and objectives. Instruments such as the Myers Briggs Type Indicator®
(MBTI®) and Fundamental Interpersonal Relations Orientation-Behavior™ (FIRO-B™)
can be used for the team building intervention to help team members gain insights into
team work.

Learning Objectives
» ldentify individual and team strengths
» Clarify leadership styles
» Understand communication styles
» Identify problem solving and decision making skills
» Identify potential areas of conflict
» Understand their behavior under stress
» Explore a preferred work environment
» Empower the team and individual team members
» Develop an action plan for maintaining continuous improvement

Duration
One Day to Two Days

Target Audience
Managers and Supervisors
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Situational Leadership in a Diverse Workforce

Overview

Our trainers offer one-day training courses on Situational Leadership®. Leading and managing
people are often the biggest challenges people face in organizations. Situational Leadership®
provides a practical framework for anyone in a leadership role to develop employees and
contribute to increased productivity and organizational success. This course was developed
with particular emphasis on activity-based learning to diagnose situations and practical real-life
situations.

Learning Objectives
» Define the primary elements of a high performance work system

» ldentify, describe, and apply four different leadership styles and utilize them
appropriately

» Explain the impact of diversity on leadership and work style

» Describe behaviors that can inhibit a leader’s ability to use the appropriate
leadership style

» ldentify their own dominant leadership styles

» Name what they can do to strengthen their ability to apply their non-dominant
leadership styles

Duration
One Day to Two Days

Target Audience
Managers and Supervisors
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Responding to the Challenges of Managing a Diverse Workforce

Overview

This comprehensive course is aimed at managers and supervisors. It provides an
overview or the reality and impact of diversity in today’s workforce and the need to
respond to these changes in order to remain productive, meet the agency mission, and
provide a positive and encouraging work environment for staff. This is a highly
interactive workshop that focuses on practical application.

Learning Objectives
» Explain why having a diverse workforce is important to the organization

» Describe the impact of your own culture (values, attitudes, beliefs) on your
perceptions of the world and your patterns of behavior towards others

» Identify some sources of intercultural tensions

» Develop ways to respond effectively to situations that involve potential intercultural
tensions

» Name actions you can take to improve your effectiveness as a manager in an
intercultural setting

» Describe how to explore with members of both the dominant and non-dominant
cultures what steps they can employ to use their diversity more effectively to work
together and empower each other

» Determine the level of cultural competence of individuals in order to be more
effective according to their situation in dominant and non-dominant cultures

Duration
One Day to Two Days

Target Audience
Managers and Supervisors
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The Power of You: Resiliency in a Diverse Workforce

Overview

After 30 years of study, researchers have pinpointed the specific characteristics that set
apart highly successful people from their peers. These gualities have come to be
known collectively as resilience. Research into resilience has been initiated by
researchers in the field of “positive psychology,” an area of human study devoted to
understanding how people develop those specific traits associated with emotional
strength and the ability to “bounce back” when faced with failure, loss, or other
obstacles. These researchers wanted to find out why hardships that defeated and
exhausted some individuals invigorated, inspired, and motivated others. They found
that the differences between these people were the beliefs and behaviors associated
with resilience. Federal employees working in a diverse workforce face significant
challenges during these times of change. Resilient workers perform most effectively in
this environment. While education, experience, and training are an essential foundation,
it is a person's thinking style that determines whether he or she succeeds or fails, and
the greatest predictor of success is a resilient thinking style. Whether challenges come
from increased productivity requirements, budget constraints, changes in business
practices, or reductions in staff, resilient employees out-last, out-manage and out-
perform their non-resilient peers.

Learning Objectives
» Define the concept of resilience
» Assess your resilience
» ldentify the key skills to building resilience in a diverse environment
» Learn how to use resilience to work more effectively with others
» Explore how you can incorporate resilience into your daily living practices

Duration
One Day to Three Days

Target Audience
All Employees
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Generational Differences at Work

Overview

Four generations comprise the 21st-century workforce: Traditionists, Baby Boomers,
Generation X, and Generation Y. Age diversity brings different perspectives on how to
accomplish tasks and presents challenges for managing generational divides.
Employees are working later into their lives for reasons ranging from economic
necessity to personal fulfillment. With new generations entering the workforce and aging
workers staying on longer, the workplace is a continuum of different perspectives. This
course helps participants understand and learn to work with the four generations both in
their internal working environment and also in their interactions with customers and
clients.

Learning Objectives
» Name the four generational groups in today’s workplace

» Describe the factors that have had an impact on the core values, attitudes, and
expectations of each of these generations

» Describe the basic differences among these generations
» Name some guidelines for achieving intergenerational harmony and cooperation

Duration
Half Day to One Day

Target Audience
All Employees
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Working in a Disability Inclusive Environment

Overview

Participants will focus on understanding and respecting their colleague’s differences
and how they communicate. Participants will gain insight into various disabilities, the
accompany behaviors and how to better communicate. Through the use of interactive
exercises and lectures participants will become knowledgeable on how to interact with
people with disabilities, disability related technology and devices, service animals,
personal assistants and the Americans with Disabilities Act. Business objectives
include: Promote an all-inclusive workplace; Enhance teamwork, collaboration, and
efficiency through understanding differences; Increase awareness and understanding
the value of other colleagues; Improve communication with other colleagues; Improve
employee moral and retention.

Learning Objectives

» Gain knowledge of the Americans with Disabilities Act and how it pertains to the
workplace

» Determine specific methods on how to create a universal design workplace

» Increase awareness of colleagues with disabilities and their needs in the workplace
» Educate participants on what is a reasonable accommodation and how to provide it
» Learn hiring and workplace techniques for people with disabilities

» Go over communication and people first language that shows respect to people
with or without disabilities

Duration
Half Day to One Day

Target Audience
All Employees
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Engaging Personalities: Thinking Styles and Communication
Strategies

Overview

Your thinking style is your characteristic way of processing information. It's the way you
acquire your knowledge, organize your thoughts, form your views and opinions, apply
your values, solve your problems, make decisions, plan, and shape how you interact and
express yourself to others. Participants will take the Thinking Style Profile that will enable them
to better understand his or her primary patterns of thought. Participants learn to easily identify
the four primary thinking patterns in dealing with others. They also learn to adapt their own
communication strategies to the thinking styles of others, becoming much more skilled in
listening, presenting ideas, and persuading others. By appreciating their own unique way of
organizing, processing, and expressing ideas, and by keeping in mind that other people may not
think the way they do, they can get their ideas across more effectively.

Learning Objectives
» Define four primary thinking patterns that people tend to fall into
» Define your thinking style
» ldentify how your thinking style impacts how you interact with others

» Define how to more effectively interact with individuals who have different thinking
styles than you

» ldentify the strengths of your thinking pattern and how to maximize them
» ldentify the pitfalls of your thinking pattern and how to reduce them

Duration
One Day

Target Audience
All Employees
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How to Succeed as a Bicultural Manager

Overview

This course aims to develop supervisors’ awareness and skills in managing a
diverse workforce. Exercises help participants understand the intercultural barriers,
perceptions, assumptions, biases, strengths, weaknesses and images held by
different cultural groups toward each other and toward American management and
organization. Participants develop skills appropriate to the intercultural management
context, including the following: communication of assignments, delegation, conflict
management, problem-solving, decision-making, meeting management and
performance improvement strategies. The Cross-Cultural Adaptability Survey is
used to help develop personal awareness of one’s own cultural programming and
how one could improve skills for on-the-job application. Further planning
opportunities are provided to help participants apply lessons learned back on the
job.

Learning Objectives
» Understand the dynamics of a typical cultural incident in the workplace
» Recognize and anticipate similar incidents in their workplace
» Understand the basics of cultural adaptation
» Use one’s cultural self-awareness for effective intercultural interactions
» Understand the basics of cross-cultural performance management
» Effectively delegate tasks across cultures
» Communicate effectively across cultures
» Coach across cultures for performance improvement
» Develop action plans to apply lessons learned back on the job

Duration
One Day

Target Audience
Expatriate Employees in the U.S. Workplace
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Working in the United States: A Workshop for Staff Born Outside
of the U.S.

Overview

This course will help those who were born abroad and have recently come to the
U.S. learn strategies to integrate effectively into the workplace. The class discusses
the difficulties participants have in working with American staff and in dealing with
the expectations of the American workplace. Participants are invited to identify their
cultural barriers, explain their own cultural programming that has made these
barriers, and figure out how to overcome these barriers. Participants are introduced
to the skills and mindsets of successful employees in the American workplace and
have the opportunity to practice these skills in dyads, triads, or small groups. Skills
include active listening, open questions, paraphrasing, nonverbal awareness, non-
verbal communication, assertiveness, self-disclosure, feelings awareness, feelings
vocabulary, and giving feedback. Participants plan their own development through
the Cross-Cultural Adaptability Survey. The group reviews “learnings” and develops
plans for how to apply those lessons to the American workplace.

Learning Objectives

» Explain the trends in the American workplace and the unique challenges to
expatriates

» Use communication skills, including listening, asking questions, paraphrasing,
nonverbal awareness, non-verbal communication, self-disclosure, feelings
awareness, feelings vocabulary, and giving feedback

» Use the steps in giving constructive feedback
» Develop plans to apply lessons learned in the workplace

Duration
One Day

Target Audience
Expatriate Employees in the U.S. Workplace
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Embracing Gay, Lesbian, Bi-Sexual, and Transgender Diversity in
the Workplace

Overview

Sexual orientation has been called the “last bastion of discrimination” in the workplace.
When all employees feel valued for who they are and the talents they bring to the
workplace, the entire organization functions at a higher level of effectiveness. Sexual
orientation is a topic that is often difficult and sometimes volatile because of its inherent
connection to ethics, morality, and religious belief. It can challenge individuals by
bringing up very personal feelings about their own relationships and sexuality. This
workshop is for managers, teams, and individual employees who want to create an
environment in which these issues are understood, communicated, and dealt with
openly. It explores the various issues related to gender, gender identity, gender roles,
societal and cultural expectations, and the impact on the GLBT workforce. The
workshop will dispel popular stereotypes about men and women, gays and lesbians.
This program discusses what are acceptable workplace behavior and the fears and
concerns that challenge mutual respect and lead to conflict. This workshop invites
participants to explore this issue in a safe and professional learning environment.

Objectives:
» Explain the business case for embracing GLBT diversity in the workplace

» ldentify important facts and common myths about gay, lesbian, and bisexual
people
» Describe Western ideals of gender, gender roles, and gender identity

» Explain the current theories related to sexual orientation, such as nature versus
nurture

» Name some of the differences and various aspects of diversity within the GLBT
community

» ldentify the key issues that impact GLBT individuals based upon gender and
sexual orientation

» Name some actions that you and your organization can take to more fully support
gay, lesbian, bisexual, and transgender employees

Duration
Half Day to One Day

Target Audience
All Employees
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Diversity Assessment

Overview

Our consultants can help organizations assess their status with respect to diversity and
create an effective plan for establishing, managing, and utilizing a diverse workforce.
We will help managers:

» Learn how to use culture audits

» Understand organizational culture as a framework for a diversity program
» Assess organizational culture and diversity issues

» Understand and use various diversity assessment tools

Our consultants will work with agency managers to develop a creative diversity-training
program to provide insight into employees’ attitudes toward people different from
themselves. They will help organizations move beyond awareness to taking steps
toward a diverse, effective workplace. This training can strengthen communication
skills and respect for diversity, and help participants set goals for the application of
newly acquired knowledge and skills.

Duration

The length of this organizational development service varies depending on group size
and the amount of assessment desired, but the process can normally be accomplished
in one to three months.
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Diversity Hot Topic Brown Bags

Brown Bags and Mini Workshops

TATC has witnessed a trend in the diversity arena to include discussion-based Brown
Bag Sessions and Mini Workshops (1 to 2 hours) that help participants expand their
awareness and generate dialog related to many — formerly taboo — diversity topics.
Based on the needs of the organization, TATC can create customized highly interactive
short discussion-based programs on any of the following diversity topics, as well as
others to be determined as needs arise. The format of the programs is highly interactive
and discussion-based, where participants may review cutting-edge articles related to
diversity issues, or view clips from movies related to diversity. The intent of these
sessions is to stimulate thought and discussion on the impact of unique aspects of
diversity in the workplace.

Topics for Your Consideration
» Lessons from the East: A Non-Western Way of Thinking
» Reaching the Top: Factors that Impact the Effectiveness of Women in Power
» What's Diversity Got To Do With Me? A Guide to Understanding “White Privilege”
» African Traditions: Lessons in African Thought
» What the heck did that mean? Micro-inequities in the Workplace
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Management Consultation and Assessment

Overview

TATC can provide management consultation depending on the needs of the client.
TATC can work with you every step of the way in order to achieve your desired results,
from launching a customized diversity curriculum to supporting an initiative that may
require specific diversity-related intervention.

Duration
The timeframes for these services will vary depending on the needs of the client.
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“It takes twenty years to

make an overnight success.”

- Eddie Cantor, 1892-1964

Career Planning and Exploration

Overview

Resumes or Curriculum Vitae Preparation and Internet Posting
Interviewing Skills

Conducting a Job Search

Individual Development

Personal Career Coaching

Networking for Success: Designing Your Reputation

Career Planning and Exploration Using the Strong Interest Inventorye
Career Planning and Exploration Using the Myers-Briggs Type Indicatorg
Management Consultation and Assessment
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Career Planning and Exploration Overview

Purpose

Change is a fact of life in today’s work environment. Job security can no longer be taken for
granted. It is important for employees to be prepared to take on a new situation by identifying
their career goals and abilities. Our consultants design individual and group outplacement
and career transition counseling services that are individually tailored to the client organization
and its employees.

Approach

From choosing an occupation, to getting a job, to growing in a job, to perhaps changing
careers, and eventually to retiring, TATC understands that career planning is a lifelong
process. TATC's approach to career planning and exploration is comprised of the following
four parts:

» Know Thyself. The first step is to collect information about you through self-
assessment. What are your interests, values, skills/aptitudes, and preferred
environments?

» Selection. Explore the occupations and industries in which you are interested.

» Match. Categorize potential occupations, evaluate these occupations, and explore
alternatives.

» Action. The last step includes developing a job search strategy, networking,
working on your resume or CV, composing cover letters, and preparing for job
interviews. Also, one may need to look into sources of additional training and
education, if necessary.

Evaluation

Each service will have an on-going evaluation component that will provide valuable feedback
to the trainers for continued refinement. As a component of the evaluation, participants will be
asked to identify other teambuilding needs. This information will be compiled and reported to
the organization on a regular schedule so that services can be offered to address emerging
needs specific to the organization.

Other Career Planning and Exploration Strategies

Along with training courses and organizational development interventions, TATC can also
provide management consultation around career planning and exploration as well as various
assessments relevant to the project. In addition, individual coaching can be given in this area.
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Resume or Curriculum Vitae Preparation and Internet Posting

Overview

A professional resume or curriculum vitae (CV) allows you to present your experience in a
format that is easy to read and commands attention from the reader. Individuals often write their
resumes as a list of responsibilities and tasks. Remember, this is your personal marketing
document, not a job description. An effective resume highlights your accomplishments in the
positions you've held and helps the reader put your experience into context. Our consultants will
work with individuals to use the most appropriate style and keywords to prepare their resume or
CV for a 21 Century job search.

Learning Objectives

» Learn key components to effective resumes
» Practice writing a resume
» Understand how to write resumes in paper form and online

Duration
Half Day to One Day
Target Audience

All Employees
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Interviewing Skills

Overview

An interview is an opportunity for a candidate and an employer to get to know one another and
assess each other. As the candidate, your objective is to expand upon your resume and to
obtain direct information about the job and the organization. The employer will evaluate your
personality, ability, and attitude and in relation to the position and the organization’s culture. The
interview is your chance to assess a potential employer as well as the prospective employer's
opportunity to assess you. Our consultants will work with individuals or groups to establish
rapport with employers, ask the “right” questions, and negotiate compensation. Participants
practice their interviewing techniques through simulation and other interactive group activities.

Learning Objectives

» ldentify and demonstrate professional dress, hygiene and behavior for a job
interview

» Discuss ways of promoting oneself during a job interview
» Learn appropriate and valuable questions and responses in a job interview
» Discuss legal questions, responses and behavior in a job interview

Duration
Half Day to One Day
Target Audience

All Employees
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Conducting a Job Search

Overview

In this course, you will be given complete step-by-step instructions on how to get that job,
regardless of your level of expertise or state of the economy. You will learn how to verbally and
non-verbally build rapport with any interviewer while learning the components of a successful
job interview. This course will motivate you, increase your self-confidence, and provide you with
the foundational skills you need to get the job you want. Our consultants work with individuals or
groups to identify sources of job opportunities including networking and informational interviews,
targeting companies and organizations, and Internet job search training.

Learning Objectives

» Discuss various aspects of the job search process including networking,
correspondence, interviewing, and follow-up

» Boost awareness of employer needs and expectations in today’s work environment
» Increase confidence and motivation
» Understand how to search for a job on the internet

Duration
Half Day to One Day
Target Audience

All Employees
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Individual Development

Overview

Today’s labor market is far from static. Workers are either moving forward or falling behind. In
this hands-on training, we teach participants to create an individual development plan to set
short and long-term career objectives, and plot a course for attaining those objectives. This
workshop includes activities such as creating a personal mission statement, setting long and

short range goals, assessing what new knowledge and skills are needed to attain the goals, and
setting a timeline for achievement.

Learning Objectives

» Create a personal mission statement
» Understand best practices in setting short and long-term goals
» Craft an individual development plan

Duration
Half Day to One Day
Target Audience

All Employees
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Personal Career Coaching

Overview

Our consultants work with employees to help them map out their career goals and objectives.
Additionally, our consultants can coordinate with Employee Assistance Programs (EAP)
counselors or Life Coaches to develop a plan to address both the professional and personal
issues associated with career transitioning.

Duration

The number of sessions and the length of the coaching session varies depending on personal
needs of clients.
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Networking for Success: Designing Your Reputation

Overview

One of the critical competencies for managerial success is establishing and
maintaining a broad, active network of professional associates. This program
teaches participants the advantages of networking, practical strategies for expanding
a professional network, and how to maintain the network once established. Introverts
and extroverts alike can benefit from learning how to create and effectively leverage
a strong professional network. Through group discussions, participants will define
their reputation, explain its significance, and discover how it is created. Participants
will assess their current reputation and practice ways of effectively promoting
themselves through networking. Follow-up individual coaching sessions will be
available.

Learning Objectives
» Define what it means to network
» Assess and define their reputation
» Create their 90-second introduction
» ldentify active listening guidelines
» Explain and apply the five step process to increase networking success
» Initiate, prepare, and conduct an informational interview
» ldentify the five steps to conducting a networking meeting
» Apply effective communication skills in person, on the phone and via email

Duration
Half Day to One Day

Target Audience
All Employees
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Career Planning and Exploration Using the Strong Interest
Inventorye

Overview

This is a workshop that uses the most respected and widely used career planning
instrument in the world. The Strong enables participants to discover their interests, and
begin to chart a plan of action for achieving a satisfying life of work and leisure. The
Strong generates an in-depth assessment of participants’ interests among a broad
range of occupations, work and leisure activities, and educational subjects. To reveal
participants’ interest patterns, it presents results on a variety of complementary themes
and scales. Prior to attending the session, participants will complete the Strong.
Participants will attend a half-day session that familiarizes them with how to get the
most out of their individual results. After attending the half-day session, career
coaching follow-up sessions for individual participants will be available.

Learning Objectives

» Map out their interest patterns to identify personalities and preferred work
environments (corresponding to Holland’s RIASEC theory)

» Gain more specific information about their areas of interest
» Relate their interest patterns to those of satisfied workers within as occupation

» ldentify their preferred style of working, learning, leading, risk-taking, and team
participation

» Identify promising occupations to explore

Duration
One Day

Target Audience
All Employees
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Career Planning and Exploration Using the Myers-Briggs Type
Indicatorg

Overview

This is a program for participants to explore and identify their career interests,
values, and skills that can be matched to specific jobs. It also explores preferred
work environments—as well as most popular and least popular occupations—for a
person’s type, and offers strategies for improving job satisfaction. Prior to attending
the session, participants will complete the MBTI. Participants will attend a half-day
session that familiarizes them with how to get the most out of their individual results.
After attending the half-day session, career coaching follow-up sessions for
individual participants will be available.

Learning Objectives
» Explain how their MBTI preferences affect what he or she likes in a career
» ldentify promising occupations to explore
» Explore the most and least popular career related activities for their type

Duration
One Day

Target Audience
All Employees
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Management Consultation and Assessment

Overview

TATC can provide management consultation depending on the needs of the client.
TATC can work with you every step of the way in order to achieve your desired results,
from launching a customized career planning curriculum to supporting an initiative that
may require employees to explore alternative career paths. Our consultants can also
use instruments such as the Myers Briggs Type Indicatore (MBTlg) and the Strong
Interest Inventorye (Slle) to work with individuals to identify interest, values, and skills
that can be matched to specific jobs.

Duration
The timeframes for these services will vary depending on the needs of the client.
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“Change is the law of life. And those who look
only to the past or present
are certain to miss the future.”

- John Fitzgerald Kennedy, 1917-1963

Financial Management and Retirement
Planning

Overview

Financial Planning Workshop

Long-Range Retirement Planning Workshop
Pre-Retirement Planning for CSRS
Pre-Retirement Planning for FERS
Pre-Retirement Planning for CSRS and FERS
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Financial Management and Retirement Planning Overview

Purpose

TATC provides a variety of financial and retirement planning services. From the basics to the
more advanced concepts, our workshops will provide federal employees with an organized
and informed approach for a more secure financial future.

Approach

These training courses and organization development services respond to the diverse needs
of managers and staff. Both are designed to target individuals at all levels of the organization.

Evaluation

Each service will have an on-going evaluation component that will provide valuable feedback
to the trainers for continued refinement. As a component of the evaluation, participants will be
asked to identify other teambuilding needs. This information will be compiled and reported to
the organization on a regular schedule so that services can be offered to address emerging
needs specific to the organization.

Other Financial Management and Retirement Planning Strategies
Along with training courses and organizational development interventions, TATC can also

provide management consultation around financial management and retirement planning as
well as various assessments relevant to the project.
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Financial Planning Workshop

Overview

Financial planning for a secure financial future can be a daunting task. It is never too
early or too late to put a strategy into play to maximize options and develop a plan.
Topics for this workshop include: Fundamentals of budgeting and financial planning;
Dealing with and staying out of debt; Tax decision making; Thrift Savings Plans and
sound investments; Retirement planning; Estate planning.

Learning Objectives
» Understand the fundamentals of financial planning and budgeting
» Learn how to deal with or stay out of debt
» Discuss ways to plan for retirement

Duration
One Day

Target Audience
All Employees

TATC Consulting ¢ Organizational Development and Training Services ¢ Page 141



Long-Range Retirement Planning Workshop

Overview

“Baby boomers,” those between ages 30 and 50, face unique challenges as they look
ahead to retirement. These include increasing life expectancy, changes to Social
Security, downsizing, and increasing health costs. This workshop is designed to assist
federal employees to identify retirement goals, implement strategies to increase their
retirement savings, and make more informed decisions regarding retirement. Topics
include: Developing career plans and planning a healthy work life; Federal benefits
under CSRS, FERS, and Social Security; Thrift Savings Plans and sound investments;
Financial management and investment techniques; Health and life insurance needs and
benefits; Implications of disability retirement.

Learning Objectives
» Develop career plans
» Understand Federal benefits
» Learn financial management and investment strategies

Duration
One Day

Target Audience
All Employees
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Pre-Retirement Planning for CSRS

Overview

This course will answer the questions, “What is retirement planning all about?” and,
"Where do | find the right resources?” It will also help you determine if you have an
overall plan for retirement in place. A basic introduction to CSRS/CSRS Offset will be
covered, along with eligibility for retirement & choosing a retirement date, steps to take
now, calculating your basic annuity, and dealing with deposits, redeposits. Other topics
of discussion will also include the effect of military service on your annuity, unused sick
leave, early voluntary retirement, involuntary separation and “Early Out,” survivor
benefits, disability benefits, life insurance before and after retirement, health benefits
before and after retirement, and Cost of Living adjustments.

Learning Objectives
» Understand their entittements under CSRS/CSRS Offset
» Know the procedures and forms required for the process

Duration
One Day

Target Audience
Employees eligible for retirement within one to five years.
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Pre-Retirement Planning for FERS

Overview

This course will answer the questions, “What is retirement planning all about?” and,
“Where do | find the right resources?” It will also help you determine if you have an
overall plan for retirement in place. A basic introduction to FERS/TransFERS will be
covered, along with eligibility for retirement & choosing a retirement date, steps to take
now, calculating your basic annuity, and dealing with deposits, redeposits. Other topics
of discussion will also include the effect of military service on your annuity, early
voluntary retirement, involuntary separation and “Early Out,” survivor benefits, disability
benefits, life insurance before and after retirement, health benefits before and after
retirement, FERS supplemental benefits, and Cost of Living adjustments.

Learning Objectives
» Understand their entitlements under FERS and TransFERS
» Know the procedures and forms required for the process

Duration
One Day

Target Audience
Employees eligible for retirement within one to five years.
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Pre-Retirement Planning for CSRS and FERS

Overview

This course will combine the topics discussed in “Pre-Retirement Planning for CSRS”
and “Pre-Retirement Planning for FERS” and will cover Federal Retirement Benefits for
CSRS and FERS Employees, Financial & Tax Planning and the TSP, and Estate
Planning and other Legal Issues.

Learning Objectives
» Understand entitlements under CSRS/CSRS Offset and under FERS/TransFERS
» Know the procedures and forms required for the process
» ldentify key issues in financial and tax planning
» Understand basic rules in Estate & Tax Planning and Elder Law

Duration
Two Days

Target Audience
Employees eligible for retirement within 10 years.
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“First learn the meaning of what you say, and then speak.”

- Epictetus

Communication Skills

Overview

Effective Communication Skills

Using Emotional Intelligence to Increase Positive Communication
Dealing with Difficult People

Communication and Conflict Management

Conducting Focus Groups

Effective Interviewing Techniques

Successful Meetings: Make Meetings Work

Public Speaking and Presentations: Effective Presentation Techniques
Basics of Effective Writing

Technical Writing

Written Communications

Grammar Refresher

Effective Letter Writing

Developing Communications Plans

Management Consultation and Assessment
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Communication Skills Overview

Purpose

Communication skills are a vital proficiency every employee and manager must have.
Through interactive training and organizational development interventions, individuals can
gain practical knowledge in the various forms of communication, from email to in-person
meetings. TATC can help employees communicate effectively, openly, and professionally in
order to increase the overall efficiency of the organization.

Approach

TATC'’s approach to helping you increase the communication skills of the employees within
your organization is to offer both interpersonal communication training and services and
written communication training and services. Both are equally important to the personal and
professional success of the individual as well as to the organization as a whole.

Evaluation

Each service will have an on-going evaluation component that will provide valuable feedback
to the trainers for continued refinement. As a component of the evaluation, participants will be
asked to identify other teambuilding needs. This information will be compiled and reported to
the organization on a regular schedule so that services can be offered to address emerging
needs specific to the organization.

Other Communication Skills Strategies

Along with training courses and organizational development interventions, TATC can also
provide management consultation around communication skills as well as various
assessments relevant to the project.
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Effective Communication Skills

Overview

Insufficient or inappropriate communications with co-workers can inhibit
effectiveness and create conflict. Communications skills training can help employees
learn ways to improve their listening skills and ensure that their message is clearly
understood.

Learning Objectives
» ldentify the barriers to effective listening and ways to overcome each of them
» Recognize the benefits of good listening
» Recognize poor listening habits
» Evaluate their own listening skills
» Use techniques for building effective listening habits
» Recognize the importance of non-verbal communication
» ldentify communication styles and select the appropriate one for a given situation

Duration
Half Day to One Day

Target Audience
All Employees
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Using Emotional Intelligence to Increase Positive Communication

Overview

In today’s changing workplace, there is an increasing recognition that one’s emotional
characteristics affect interpersonal interactions. The growing field of Emotional Intelligence
suggests that employees in leadership positions can benefit from understanding the role of
emotions and how they affect workplace communication. Participants will find out how otherwise
talented individuals with high IQs can suffer emotional setbacks and have strained work
relations. Participants will understand how one’s Emotional Intelligence Quotient (EQ) affects
individual interpersonal skills, the ability to adapt to change, and ability to cope with stress. They
will learn about EQ competencies and how these competencies can help them become more
effective leaders, team members, and managers. Content of the training will include an EQ
Assessment.

Learning Objectives
» Assess individual strengths and weaknesses
» Create a plan to develop effective behavioral competencies
» Analyze work relationships and create a plan to improve relationships

Duration
One Day to Two Days

Target Audience
Managers and Supervisors
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Dealing with Difficult People

Overview

Everyone knows those difficult people in our workplace, but few of us know how to
deal with them effectively. Difficult people can sabotage almost any situation. But
often the real trouble arises when we overreact to these people.

Learning Objectives
» ldentify personalities and traits that make people difficult
» ldentify their own difficult behaviors or reactions
» Practice basic steps toward coping effectively with the difficult person
» Improve basic communication skills

Duration
Half Day to One Day

Target Audience
All Employees
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Communication and Conflict Management

Overview

Tense situations at work often disrupt workplace productivity. This seminar helps
employees transform even the most difficult circumstances into win-win experiences.
Employees will learn to deal effectively with “difficult people” — whether they are co-
workers, subordinates, or supervisors. Participants will learn to apply a variety of
skills to reduce conflict.

Learning Objectives
» Attitudes and behaviors that create conflict
» Analysis of participant’s preferred conflict style
» Assessment of participant’s behavior and effectiveness during conflict
» How to quickly analyze and respond to conflict situations
» Hidden incentives that may encourage difficult behavior

Duration
One Day

Target Audience
All Employees
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Conducting Focus Groups

Overview

Focus groups can be a very useful way to collect valuable information about a topic
of interest. Conducting focus groups effectively, however, takes specialized skills
and knowledge. The course will begin with a discussion on what focus groups are
and are not, and then explore their strengths and weaknesses as a data collection
tool. Participants will learn about the different roles of focus group facilitators and
observers, and how to manage difficult participants and situations. Participants put
their learning into practice by running a focus group within the session. Lastly, the
analysis of the data collected in focus groups will be discussed.

Learning Objectives
» Discuss the strengths and weaknesses of focus groups
» Learn how to prepare for and set up a focus group
» Practice conducting effective focus groups
» Understand how to use the data collected in the focus group

Duration
Half Day to One Day

Target Audience
All Employees
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Effective Interviewing Techniques

Overview

There is great wisdom in the adage, “To be great, surround yourself with great
people.” It follows that managers will want to select the best personnel to join their
workforce. Yet, one of the most difficult tasks is conducting an effective selection
interview, one that goes beyond posturing and impression management and get a
candidates’ knowledge, skills, and abilities. This briefing covers how to conduct an
effective interview, as well as what kinds of interview questions are considered legal
and which are deemed illegal and prohibited in a selection setting.

Learning Objectives
» How to conduct effective interviews
» Develop interview questions
» Understand the legal issues behind interviewing

Duration
Half Day to One Day

Target Audience
Managers and Supervisors
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Successful Meetings: Make Meetings Work

Overview

Ineffective meetings can be a nightmare. They often result from lack of preparation,
direction, and unclear roles. To be productive, meeting need clear objectives and a
defined process. Topics include:

Learning Objectives
» Tools and techniques to plan and conduct effective meetings
» Roles and responsibilities of group members
» How to identify and manage disruptive behaviors
» Methods to increase collaboration and commitment
» Critical steps toward concluding a meeting

Duration
Half Day to One Day

Target Audience
Managers and Supervisors
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Public Speaking and Presentations: Effective Presentation
Techniques

Overview

Learn the elements of effective presentations, explore the impact of individual styles,
types of audience, and the intent of presentations on preparation and delivery.
Participants will be able to prepare and actually deliver a five-minute presentation using
the tools and techniques they learn in the class. The instructor and participants will give
feedback and suggestions to enhance participants’ presentation skills.

Learning Objectives
» Understand MS PowerPoint Slide Show Foundations
» ldentify stand-Up presentation skills using MS PowerPoint
» Explore how to best develop MS PowerPoint presentations
» Practice delivery of material
» Develop an action plan for maintaining continuous improvement

Duration
One Day to Two Days

Target Audience
All Employees
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Basics of Effective Writing

Overview

This course presents a writing system that participants will use in class to quickly
discover and organize ideas, and produce usable drafts relevant to their work. Through
discussion, and completion of exercises and hands-on activities, participants efficiently
identify an intended audience, a writing purpose, and a communication objective.
Participants also practice editing at the word, sentence, and paragraph levels to
improve document clarity.

Learning Objectives
» Learn how to organize ideas and produce drafts
» Practice effective writing through hands-on activities
» Gain an appreciation for the power of plain English style

Duration
Half Day to One Day

Target Audience
All Employees
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Writing Effective Emails

Overview

This course is designed to teach participants the principals for effective email
communication in the workplace. Topics include the size and shape of effective emails;
how to use the subject line and opening paragraph; how to create a persuasive
message and rules of effective sentences.

Learning Objectives
» Learn how to organize ideas in a way that's conducive to email
» Practice effective email writing through hands-on activities

Duration
Half Day to One Day

Target Audience
All Employees
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Grammar Refresher

Overview

This course will provide beginning writers with skills and tools they need to create high
quality written products more effectively. The course is paced to give participants
enough time to grapple with the concepts without a lot of pressure. You will learn
grammar and punctuation rules, identify and correctly use the different parts of speech,
and construct sentences using phrases and clauses correctly.

Learning Objectives

» Recognize and be able to use correctly nouns, verbs, adjectives, adverbs
prepositions, pronouns, conjunctions

» Combine sentences with the same subject and different predicates and combine
sentences with the same predicate and different subjects

» Recognize and form possessive nouns. The distinction will be made between
possessive singular and possessive plural, and singular and plural forms

» Recognize linking verbs, avoid double negatives, learn proper use of adjectives
and adverbs, to use comparative and superlative degrees properly, and to properly
use prepositions and conjunctions

Duration
Half Day to One Day

Target Audience
All Employees
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Developing Communications Plans

Overview
A communications plan is an important component for any project, program, or initiative
and provides a framework for ensuring that information is shared with appropriate
audiences on a timely basis and by the most effective means. A communications plan
provides the overall direction that you’ll take to accomplish your objectives.
Communication planning is not an afterthought but should always be developed in
conjunction with an overall plan for any project.
TATC can work with your organization to develop a communications plan by identifying
what you want to achieve and how you plan to get there. The communications plan will
also help you to stay in control of progress and provide a framework for evaluating your
success.
Every communications plan will be different, but most should include the following key
information:

» Objectives. Being clear from the outset about what you are trying to achieve is the

vital first step in creating your plan. When considering your communication
objectives, we ensure that they complement the overall objectives of your
organization's strategic plan.

» Target audiences. Identify who your communications need to target. By being as
specific as possible, we are better able to decide which communication tools will
be most suitable when it comes to choosing which tactics to use.

» Key messages. Determine what messages we are trying to communicate.
Developing key messages will help you to be clear about what it is you want your
target audience to ‘hear’ or understand as a result of your communications activity.
The messages will probably be different for each of your target audience groups,
although there may be some that are common for all.

» Strategy. Consider the overall strategic approach that we are going to take to
achieve your communications objectives. Your strategy should be about what you
are going to do to achieve your objectives, rather than how you are going to do it.
The strategy provides a unifying ‘big picture’ into which all of your individual
communications activities fit.

» Tactics. The tactics are the specific communications activities, tools and
techniques that will make each part of your strategy a reality. Some of the most
popular include: newsletters, press releases, information packs, seminars, leaflets,
stickers and posters, websites, and advertising.

» Evaluation. It is crucial that the plan outlines the criteria that we will use to
measure and evaluate the effectiveness of the communications tactics.

Duration
The timeframe for this organization development service will be based on client needs.
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Management Consultation and Assessment

Overview

Along with communication skills training courses, TATC can provide management
consultation depending on the needs of the client. TATC can work with you every step
of the way in order to achieve your desired results, from launching a customized
effective communications curriculum to supporting an initiative focused on enhancing
written communication. TATC can also provide various assessments according to the
needs of the organization.

Duration
The timeframe for these services will range depending on the needs of the client
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“Good actions give strength to ourselves
and inspire good actions in others.”
- Plato

Building a Resilient Organization

Overview

Exploring Your Strengths

Building Resilience to Maximize Success

Resilience: Why Some Leaders Thrive Where Others Fail
Optimizing Performance through Goal-Setting

Increasing Employee Engagement and Motivation

Authentic Leadership

Using Emotional Intelligence to Increase Positive Communication
A Strengths-Based Approach to Developing High Performers
Management Consultation and Assessment
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Purpose

When an organization is striving to optimize performance and achieve results, the first step is
often to find a problem and try to fix it. Unfortunately, that strategy frequently leads to
discovering one problem after another, without providing any viable solutions. It is time for a
paradigm shift — look for what'’s right with the organization and help it grow. Build on
successes, celebrate strengths, look for and cultivate potential, build resilience, foster
employee engagement and motivation, and increase commitment.

Approach

TATC can help an organization create a strengths and solutions-focused environment by
applying proven positive psychology and positive organizational scholarship principles.
Through training courses, organizational development interventions, and coaching, TATC can
help organizations and employees flourish and give your organization a competitive edge.

Evaluation

Each service will have an on-going evaluation component that will provide valuable feedback
to the trainers for continued refinement. As a component of the evaluation, participants will be
asked to identify other teambuilding needs. This information will be compiled and reported to
the organization on a regular schedule so that services can be offered to address emerging
needs specific to the organization.

Other Building a Resilient Organization Strategies

Along with training courses and organizational development interventions, TATC can also
provide management consultation around building a positive organization as well as various
assessments relevant to the project. In addition, individual coaching can be given in this area.
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Overview

A strength-based approach to leadership and management has become an effective
approach for achieving desired organizational change. Yet few leaders know how to
implement it properly and understand what large, positive implications it can have for
their organizations. For far too long, leaders have tried to fix the weaknesses within their
organizations, the people they manage, and themselves. This course offers employees
new strategies to identify and align their strengths, thereby making their weaknesses
irrelevant. Participants will take the Values in Action (VIA) Strengths Inventory to
determine their top strengths. The VIA Strengths Inventory identifies 24 character
strengths that have been found to be universal — characteristics that define what's best
about people. The VIA Strengths Inventory is the measurement tool that has
undergone significant scientific validation.

Learning Objectives
» Discover your top strengths using the Values in Action (VIA) Strengths Inventory

» Learn how to effectively own and use your strengths to improve your performance
at work and life satisfaction

» Understand how using your strengths on a daily basis can help with engagement
and focus

» Explore ways to use your strengths to lead others, even if your not in a formal
leadership position

Duration

Half Day to One Day

Target Audience
All Employees
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Overview

This course gives an introduction to the concept of resilience, and how to incorporate
research-based resilience skills into your professional and personal day to day
activities. Building upon more than thirty years of study, researchers have pinpointed
the specific characteristics that set apart highly successful leaders and employees from
their peers. These qualities have come to be known collectively as resilience. Research
into resilience has been initiated by researchers in the field of “positive psychology,” an
area of human study devoted to understanding how people develop those specific traits
associated with emotional strength and the ability to “bounce back” when faced with
failure, loss, or other obstacles. These researchers wanted to find out why hardships
that defeated and exhausted some individuals invigorated, inspired, and motivated
others. They found that the differences between these people were the beliefs and
behaviors associated with resilience.

The Federal workforce faces significant challenges during these times of constant
change. It is the resilient leaders and a resilient staff who perform most effectively in this
environment. The greatest predictor of success is that of a resilient thinking style.
Whether challenges come from pressure to increase productivity, budget constraints,
changes in business practices, or reductions in staff, the leaders and staff who are
resilient thinkers outperform their non-resilient peers and have more satisfying
professional lives. Among the key ingredients that create resilience are an expectation
for positive results and an ability to “bounce back” when faced with loss or failure. In
general, resilient employees adopt a certain flexibility to achieve their personal and
professional goals. This flexibility is grounded in a set of beliefs that help them to
maintain perspective when life throws them a curve. Resiliency may seem to come
“naturally” to some employees but the good news is that it is a skill that can be practiced
and learned.

Learning Objectives
» Define the concept of resilience
» ldentify the basic skills to build resilience
» Recognize and challenge non-resilient thinking
» Apply resilience skills to lead others
» Recognize how to transfer resilient thinking to staff members

Duration
One Day to Three Days

Target Audience
All Employees
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Overview

Building upon more than thirty years of study, researchers have pinpointed the specific
characteristics that set apart highly successful leaders and employees from their peers.
These qualities have come to be known collectively as resilience. Research into
resilience has been initiated by researchers in the field of “positive psychology,” an area
of human study devoted to understanding how people develop those specific traits
associated with emotional strength and the ability to “bounce back” when faced with
failure, loss, or other obstacles. These researchers wanted to find out why hardships
that defeated and exhausted some individuals invigorated, inspired, and motivated
others. They found that the differences between these people were the beliefs and
behaviors associated with resilience.

Federal government leaders face significant challenges during these times of constant
change. It is the resilient leaders and a resilient staff who perform most effectively in this
environment. The greatest predictor of success is that of a resilient thinking-style.
Whether challenges come from pressure to increase productivity, budget constraints,
changes in business practices, or reductions in staff, the leaders and staff who are
resilient thinkers out-perform their non-resilient peers and have more satisfying
professional lives. In general, resilient employees adopt a certain flexibility to achieve
their personal and professional goals. This flexibility is grounded in a set of beliefs that
help them to maintain perspective when life throws them a curve. Resilience may seem
to come “naturally” to some employees but the good news is that it is a skill that can be
practiced and learned. Leaders can practice techniques that help them develop the
ability to motivate themselves and others by developing resilient attitudes to succeed
during difficult and challenging times; put challenges in perspective for themselves and
co-workers; set flexible goals that are attainable; and manage stress.

Learning Objectives
» Define the concept of resilience for Federal employees
» ldentify the basic skills to building resilience
» Recognize and challenge non-resilient thinking
» Learn how to use resilience to lead others
» Understand how to transfer resilient thinking to staff members

Duration
One Day to Three Days

Target Audience
Managers and Supervisors
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Overview

This course offers managers and supervisors important insights into the challenges
associated with setting goals for employees and provides a framework for goal setting in
the context of performance. Participants explore proven goal-setting processes, best
practices for linking goals to strategy execution, and the importance of setting goals that
address performance considerations. The course introduces goal-setting best practices
and illustrates the “wrong way” and “right way” of setting people up for success. It
defines the characteristics of effective goals and makes connections between
organizational strategy and an employees performance results. Participants practice
writing well thought-out goals for themselves and for their employees, and plan a goal-
setting discussion.

Learning Objectives
» Explore goal-setting processes and best practices
» Understand how to set people up for success
» Practice writing goals and plan a goal-setting discussion with their employees

Duration
Half Day to One Day

Target Audience
Managers and Supervisors
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Overview

Motivated people perform better. This is because dedicated and passionate people are
more productive when using their range of skills and strengths to their highest potential.
Motivated people also stay with organizations longer, thus reducing staff turnover. In
this course, you will learn about employee engagement by seeing how it can be used to
increase motivation. You will learn how engagement affects the workplace, how to
overcome barriers that hinder engagement, and how an employee engagement plan
can be developed. You will also learn how to recognize engagement, the benefits of
engagement, and how to prepare to engage employees.

Learning Objectives
» Recognize the factors that motivate people
» Apply motivational theories and techniques to workplace situations
» Recognize the style of leadership that works best to motivate your team
» Understand how effective communication can help cut down de-motivation
» Know how to work with and turn around a de-motivated individual
» ldentify the employee benefits of engagement
» Overcome organizational barriers to engagement

» Seguence the steps managers can take to overcome employee barriers to
engagement

Duration
One Day

Target Audience
Managers and Supervisors
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Overview

Leaders face unprecedented challenges today. The interconnectedness of the global
environment and the speed of change, all accelerated by rapid technology
developments, can leave us perplexed and exhausted. A new sort of leader is required,
one who can respond resourcefully and efficiently in the midst of change and go beyond
traditional methods of planning and strategizing. The new leader is at ease with
ambiguity and convolution and looks for opportunities to collaborate with individuals and
teams to address organizational issues. The foundation of authentic leadership is self-
reflection and trust that at the core of every individual, there is innate integrity and
empathy. Through self-reflection, leaders find innovative solutions to new situations.
Through their compassion and skill, they create a safe environment for every employee
to give themselves “permission to be human” so they can move forward with
confidence. The objective of this course is to support participants in increasing their self-
awareness, knowledge, and confidence so as to develop their aptitude to tackle
fundamental questions in innovative and inspired ways and help them become truly
authentic leaders.

Learning Objectives

» Understand how you can achieve bottom-line results while fostering community,
commitment and personal growth for ourselves and employees

» Explore how you can create resilient organizations that continue to innovate and
renew

» Recognize how you can nurture yourselves and your teams in the midst of
turbulent change

» Understand the concepts of self-reflection and personal mastery
» Understand the concepts of power, influence and empowerment
» Explore how you can find well-being and meaning in your work

» Learn how to energize your employees and your organization

» Better balance work and life commitments

Duration
One Day to Two Days

Target Audience
Managers and Supervisors

TATC Consulting ¢ Organizational Development and Training Services ¢ Page 168



Overview

In today’s changing workplace, there is an increasing recognition that one’s emotional
characteristics affect interpersonal interactions. The growing field of Emotional Intelligence
suggests that employees in leadership positions can benefit from understanding the role of
emotions and how they affect workplace communication. Participants will find out how otherwise
talented individuals with high IQs can suffer emotional setbacks and have strained work
relations. Participants will understand how one’s Emotional Intelligence Quotient (EQ) affects
individual interpersonal skills, the ability to adapt to change, and ability to cope with stress. They
will learn about EQ competencies and how these competencies can help them become more
effective leaders, team members, and managers. Content of the training will include an EQ
Assessment.

Learning Objectives
» Assess individual strengths and weaknesses
» Create a plan to develop effective behavioral competencies
» Analyze work relationships and create a plan to improve relationships

Duration
One Day to Two Days

Target Audience
Managers and Supervisors
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Overview

The strengths-based approach to leadership is both a way of thinking and a method for
working with clients, colleagues, and other customers. It affirms people’s strengths,
capacities, interests, and relational connections to help them think and function more
effectively. This approach focuses more on process than on content, and more on
context and the “here and now” than on past history and causation. The strengths-
based approach recognizes that what we do depends on how we think about a
situation. It requires that we look at our own point of view and define how we are
thinking (our cognitive frame) before we intervene with clients or address challenging
issues with colleagues or other customers. This approach also helps us and others
realize that we choose our ways of thinking and that we have the power to reframe or
change our perspectives in order to discover more effective ways of living and working.
In the workplace, a strength-based approach focuses on individual capabilities and
resources — rather than on weaknesses or blaming others.

Learning Objectives
» Explore the benefits and potential pitfalls of a strengths-based approach
» Understand best practices in using a strengths-based approach

Duration
One Day

Target Audience
Executives/Senior Managers
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Overview

Along with building a positive organization training courses, TATC can provide
management consultation depending on the needs of the client. TATC can work with
you every step of the way in order to achieve your desired results, from launching a
customized strengths-based curriculum to supporting an initiative focused on creating a
positive organizational culture. TATC can also provide various assessments according
to the needs of the organization.

Duration
The timeframe for these services will vary depending on the needs of the client.
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