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Workplace Essential Skills Project

Courses for Quarter 3 
July, August, & September 2010
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Essential Skill: Numeracy
Course Name: Money Skills (NU-MS-FS)
Course length: 2 sessions, 4 hours each

Tentative Dates and Times:
Wed August 11 and Wed Aug 18 from 1:00-5:00 pm
Instructor: Jane Njogu – Family Services of Greater Vancouver

Money Skills will help people on limited or low income to build their skills and access information to effectively manage their money and plan for their future.

In this course you will learn about: 

Banking – learn about different options and which are appropriate for you.
Budgeting – learn how to budget and get control over your money instead of your money controlling you.
Consumerism – learn to make choices based on what is good for you. Our society teaches us that more is better, that is not true.
Credit – Credit history in this society is very important to achieve control of your finances. Learn how to make Good Credit possible.
Essential Skill: Oral Communications

Course Name: Effective Presentation Skills (OC-PS-DH)
Course length: 5 sessions, 3 hours each

Tentative Dates and Times:
Tuesdays Sep 14 – Oct 12 from 6:00-9:00 pm

Instructor: David Hobson – Hobspeak

Presentation skills are essential for business, sales, training, public speaking, and self-development. A well documented, well planned, and well structured presentation can be very effective and beneficial to your organization. Good presentations can eliminate confusion and ambiguity, increase productivity, increase morale, and save time and money. The purpose of this course is to provide and demonstrate key points on which to focus in the preparation and delivery of effective presentations.  
Course Topics include: 
· Speaking Problems / Overcoming Nervousness
· Preparation of Self

· Preparation of Materials

· Planned presentations

· Preparation of Venue

· Dealing with Questions

· Using Visual Aids

The course will provide practical exercises and includes a planned presentation where participants will receive feedback on their skills.
Course Name: WorldHost Fundamentals (OC-WF-TC)
Course length: 1 session, 8 hours    **Includes Certification
Tentative Dates and Times:
Friday July 23 from 9:00 am - 5:00 pm

Instructor: Michael Berger – Plan B Services
The skills and techniques participants will learn are the fundamentals of service professionalism.  By the end of the course, participants will be able to:

1. Demonstrate an understanding of the importance of excellent customer service skills

2. Describe the communication process, and the skills required to make your communication effective

3. Demonstrate how to listen to your customers in a way that shows that you care about them and their needs

4. Describe the value of tourism of tourism to British Columbia and your community

5. Explain the five key Fundamentals commitments that you assist you to “go the extra mile”

Topics covered may include:

· Using and remembering names

· Making conversation

· First impressions

· How to make your first impression a positive one

· Businesses that “WOW”!

· The communication process

· Giving clear directions

· Professional telephone techniques

· I’m the nice customer who never comes back

· Why handle customer concerns?

· Effective listening skills

· Empathetic listening skills

· The art of service recovery

· The value of tourism

· The five key commitments

· Going the extra mile

Essential Skill: Thinking Skills
Course Name: WorldHost–Solving Problems Through Service (TS-SP-TC)
Course length: 1 session, 3 hours
Tentative Dates and Times:
Tuesday August 24 from 6:00-9:00 pm

Instructor: Michael Berger – Plan B Services

By the end of the course, participants are:

1. Understanding the value of an anticipatory service approach

2. How to use creative thinking in challenging situations

3. How to say no graciously

4. How to apply a problem-solving approach

Topics covered:

· Why solve problems?: Problem solving – needs assessment

· Responding to challenges: Empathetic listening

· The language of problem solving: Avoid negative trigger phrases

· The language of problem solving: Helpful phrases

· The formula for problem solving: Being a problem solver

Essential Skill: Working with Others
Course Name: Conflict Resolution (WO-CR-PP)
Course length: 1 session, 7 hours

Tentative Dates and Times:
Wednesday September 15 from 9:00 am - 5:00 pm
Instructor: Pam Paquet – Pam Paquet and Associates
Conflict knows no boundaries and seems to be a normal and unavoidable part of any organization. Conflict is almost always viewed as destructive because of its emotional impact. But with the right understanding and tools, conflict is something that does not have to be avoided. This workshop will address central issues related to conflict and provide creative ways to resolve it. Relationships at work can be transformed for the better when you learn the tools and develop an attitude of resolution.

	Learning Objectives:
• Identify the dynamics of conflict resolution.
• Examine your perspective and experiences with conflict and explore the dynamics it holds for you and your staff.
• Develop the art of de-escalation and the skills to use in the midst of conflict.
• Differentiate anger and unnecessary anger – other peoples’ and your own.
• Create the 'new you' who can be assertive without being offensive.


Course Name: Dealing with Conflict (WO-DC-EF)
Course length: 2 sessions, 4 hours each
Tentative Dates and Times:
Monday July 12 and July 26 from 1:00-5:00 pm
Instructor: Garlyn Dewar – Envision Financial
This course will take you on a journey of self awareness into the areas of emotional intelligence and handling conflict. 
You will become familiar with the 5 competencies of emotional intelligence. Emotions are a fundamental part of who we are, and of working with others. Emotions cannot be ignored as to do so often guarantees that suppressed emotions will flare, causing increased conflict and impacting climate and morale. As each competency is reviewed, you will complete a self-assessment of your skill level in that competency.
You will then learn about the five conflict handling modes. You will complete an exercise to assess your behaviour in conflict situations. By the end of the session you will be able to identify the five styles of handling conflict and when it is appropriate to use them for positive results.
Instructor Biographies
David Hobson – Hobspeak Services
David Hobson is an award winning, international speaker, trainer, author and professional Master of Ceremonies. He specializes in helping people develop their business communication skills.  
David is a Distinguished Toastmaster with Toastmasters International, a member of the

Canadian Association of Professional Speakers (CAPS), and a Registered Professional

Trainer.  As a winner of several public speaking contests, and the Presentation Mastery Award

from CAPS Vancouver, David inspires and entertains audiences with motivational, humorous, informative and interactive presentations.
He is also the author of “From Presentations Kill? To Presentation Skill! - 7 simple steps

for time challenged glossophobia sufferers”.
Garlyn Dewar – Envision Financial

Garlyn Dewar has a history of working in the Financial Services industry where he fills a number of roles. Through training at Vancouver Community College, the Justice Institute of BC and Royal Roads University, his niche is design and development of adult learning programs. 

His keen interest in business and highly developed business skills has taken him to the corporate training world where he has led key corporate training, development and change initiatives in the highly competitive financial world. 

As Employee Development Facilitator at Envision Financial, Garlyn is responsible for:

· Overseeing development, design and delivery of training curriculum

· Creating and leading organizational team building events

· Creating and leading workshops at the leadership level around:

· Conflict Resolution
· Personality Assessment
· Coaching and Coach training of staff and management at Envision

Jane Njogu – Family Services of Greater Vancouver
Jane Njogu is a Financial Literacy Facilitator with Family Services of Greater Vancouver.

In addition to operating her own small business, she has been a trainer for 20 years.

Jane’s unique style of presentation has captivated her audience and simplified financial concepts.

Michael Berger – Plan B Services

Michael Berger is the Founder and President of Plan B Services, a company engaged in Corporate Training, Small Business coaching, and Presentation Skills coaching.  He works with small business owners that are full of ideas and need a plan to implement those ideas.  He’s also known for his creative approach to solving problems and implementing new business ideas.  Amongst his most powerful values, the desire to share knowledge stands tall.

During the past number of years, he has spoken at conferences and events from Vancouver to Nashville and from Calgary to Orlando and points in-between.

Michael is a fun, positive speaker.  He mixes humour with honesty, entertainment with experience, wit with wisdom.

Pam Paquet – Pam Paquet and Associates

Pam Paquet is a corporate trainer who operates and manages her own training business as well as a busy counselling practice. She is a Masters level facilitator and counsellor who specializes in customizing training workshops and seminars for businesses and corporations to help employees, managers and executives. 

Pam is a member of the Canadian Association of Professional Speakers and her passion is evident when she facilitates a training session or speaks at a conference. She is interactive, enthusiastic and dynamic - she loves being able to work with people in groups or individually so they can achieve their changes and goals. 
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	Business or Organization Name
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	Phone number (and extension)
	

	Email address
	

	Mailing address
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I have staff interested in attending the following courses:
	Course Name
	Number of staff
	We can host this course at our workplace

	Money Skills (NU-MS-FS)
	
	

	Effective Presentation Skills (OC-PS-DH)
	
	

	WorldHost Fundamentals (OC-WF-TC)
	
	

	WorldHost–Solving Problems Through Service (TS-SP-TC)
	
	

	Conflict Resolution (WO-CR-PP)
	
	

	Dealing with Conflict (WO-DC-EF)
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	


Please list names of all staff members who you wish to attend courses (in order of priority for each course): __________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
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