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Assertiveness Training (8 hrs) 
Participants in this training will learn the essentials of assertiveness.  Interactive sessions will allow 
participants to practice assertive behaviors through verbal, vocal, and visual techniques. Assertiveness 
issues will be addresses for both personal and business life.  Participants will learn the nuances of 
etiquette and how it relates to assertiveness and self-esteem.  Participants will apply newly learned 
assertiveness skills to relevant on-the-job situations. 

 
Learning Objectives: 

 Differences in behavioral styles—passive, aggressive and assertive 

 Identifying techniques for improving self-esteem 

 Improving communication with different social styles 

 Risks and benefits in becoming assertive 

 Factors that influence your level of assertiveness 

 The role of social styles in assertive communication 

 A five-step model for conflict resolution 

 Appropriate assertiveness in common workplace situations 

 Achieving a healthy balance personally and professionally 
 

Business Writing ( 15 hrs) 
Participants in this training will learn how to quickly organize their thoughts to generate content and to 
eliminate numerous time-consuming revisions.  Participants will learn how to write clear and effective 
business documents, especially email, memos, letters, and reports.  The training will allow participants 
to practice these skills through hands-on practice activities.  

 
Learning Objectives: 

 Formats and formulas for various writing requirements 

 Gaining familiarity with powerful openings and closings to capture and retain attention 

 Thinking logically by blocking ideas and structuring your document using information modeling 

 Identifying your reader's needs and expectations to establish the purpose and focus 

 Organizing ideas and generating content 

 Learning how and when to use the appropriate tone, persuasion and positive and negative 
words 

 Techniques for editing and proofreading the final version 
 

Customer Service ( 15 hrs, multiple formats 8 hrs in person, 7 hours outside of class) 
What is good customer service? How can it go from good to great?  What are the pitfalls that many 
people experience when trying to deliver customer service?  Does attitude count?  What is the best way 
to handle difficult customers?  What techniques can be used to reduce customer-service stress?  Find 
out the answers to these and other important customer-service questions during the information 
packed training session.  Participants will learn how to engage customers and provide exceptional 
service to project a customer-friendly image, how to hand demanding customers, and more. 
 
Learning Objectives: 

 Describe exceptional customer service 

 Identify the benefits of great customer service 
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 Recognize barriers to the delivery of outstanding service 

 Adapt to specific customer behavior styles 

 Demonstrate how to measure customer-satisfaction levels and take corrective action if needed 

 Use techniques for dealing with angry or upset customers 

 Develop a personal action plan to improve customer service skills 
 

Conflict Negotiation (8 hrs) 
This session will focus on Negotiating Conflicts, an interest-based model for managing conflict situations, 
adapted from materials developed at Harvard University. Using interactive learning, we will introduce 
conflict management concepts, practice with useful tools, and discuss the connection between our 
personalities and conflict approaches. 
 
Learning Objectives: 

 Define goals and objectives before conflict arises 

 Identify potential points of disagreements before they surface 

 Articulate desired outcomes 

 Adjust their messages for people with varying communication styles 

 Employee techniques for better listening 

 Effectively deal with difficult people and challenging situations 
 

Basic Supervision (15 hours) 
The basic supervision training is power-packed with solid skills to help you maximize your role as a 
supervisor, plus fresh ideas to motivate you and your team.  You’ll learn how to provide meaningful 
praise, enhance your communication skills, and keep top performers at their maximum level.  
Participants will learn other key skills including: delegating, delivering criticism and discipline, working 
under pressure, meeting deadlines, training new employees, and organizing people, projects, and 
schedules. 
 

Learning Objectives: 

 Explain what a supervisor is and is not 

 Set measurable goals for their employees to work toward 

 Demonstrate their skills in listening, asking questions, resolving conflict, and giving feedback to 
employees 

 Use a proven technique for giving employees clear instructions 

 Employ strategies to deal with personnel challenges such as hostility and complaints 

 Understand the importance of developing good relationships with employees and peers 
 

Supervisory Management (15 hours) 
In this age of scarce resources, managers need to be able to count on good work from both employees 
they supervise directly and those they don’t.  This dynamic training program is designed for managers 
who delegate to traditional teams. Through hands-on activities and practice exercises, participants will 
learn how to better focus on the fundamental components of delegating effectively, setting goals, giving 
performance feedback, and providing growth opportunities.  
 
Learning Objectives: 

 Recognize their strengths and growth opportunities as managers 

 Recognize the four behavioral styles and how to coach each 



3 
 

 Capitalize on their style for more effective communication 

 Delegate tasks to others 

 Set SMART goals for themselves and others 

 Provide constructive feedback and follow up on goals and workgroup targets 

 Counsel an employee who is not performing up to expectations 

 List tactics for dealing with difficult behaviors 

 Effectively run a business meeting 

 Develop an action plan to improve their supervision skills 
 

Communication (4-8 hrs) 
This interactive session will focus on tools that will help you become a better listener and communicate 
effectively across complex dynamics and situations. All forms of communication, whether it be a face-to-
face conversation, an email, a phone call, a blog, a newspaper, a memo, a presentation, a text message, 
Facebook or Twitter have three basic elements in common. Those elements are: a sender, a message 
and a receiver. In theory this seems simple, but when we add in attitudes, language, personality types, 
cultural diversity, emotions, perspectives, up-bringing, and intentions, ensuring that your message is 
communicated effectively is sometimes difficult to accomplish. Effective communication is essential in 
many aspects of life and a successful leader should understand not only the obvious challenges but also 
the less apparent barriers to communication flow. This workshop will address some communication 
barriers and how best to tackle communication challenges when giving feedback (whether negative, 
positive or constructive) as a leader. 
 
Learning Objectives: 

 Provide participants with a thorough overview of the communication process 

 Suggest actions for improving listening skills 

 Outline steps for crafting clear and courteous email messages 

 Develop an action plan to improve communication skills 
 

Real Colors Personality (minimum of 12 participants, 3 hr session +) 
Real Colors is a fun, interactive workshop experience using a personality type test. It will provide you 
with skills to understand human behavior; skills that are easy to incorporate into everyday life.  
 
Learning Objectives: 

 Gain an understanding of the four colors (each corresponding to a personality type) 
 Discover where they fall as an individual on the Real Colors spectrum 
 Learn to recognize characteristics of each of the four colors 
 Discuss with fellow workshop participants what it’s like to be each color 

 
 

Communicating Across Generations (minimum of 3 hours) 
A flexible workshop with up-to-date information and hands-on activities to encourage personal 
reflection and group learning. More generations are represented in today’s workforce than ever before 
in our nation’s history.  This presents employers with some challenges, and more importantly many 
opportunities.  Organizations that address these challenges and learn to appreciate the connectedness 
within each generation see multiple benefits such as: stronger teams, more productive employees, and 
increased job satisfaction. 
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Learning Objectives: 
 Identify forces that have shaped how each generation sees the world. 
 Explore each generation’s motivations, strengths and challenges, and communication styles. 
 Develop tools to improve communication and collaboration across generations. 

 

Confidentiality (3 hrs) 
This workshop on confidentiality is designed for staff training to increase awareness of responsibilities 
regarding privacy of records and information. 
 
Learning Objectives: 

 Determine the meaning of confidentiality and what type of information is confidential 

 Reinforce what laws are related to confidentiality  

 Identify confidentiality practices in the workplace 
 

Leadership Basics (15 hrs) 
This program is designed for individuals at all levels who want to exercise stronger leadership 
capabilities.  Focus areas include: real colors personality, communicating across generations, 
communicating strategically, negotiation skills, and the 7 grandfather teachings.  
 
Learning Objectives: 

 Gain an understanding of the four colors (each corresponding to a personality type) 
 Explore each generation’s motivations, strengths and challenges, and communication styles. 
 Provide participants with a thorough overview of the communication process 
 Suggest actions for improving listening skills 
 Discuss the 7 grandfather Ojibwe teachings and their relationship to leadership 

 

Intro to Grant Writing (15 hrs) 
The interactive course will provide you with an overview of how to write a standard project proposal.  
Participants will learn about different types and sources of grants available.  Focus areas include: 
developing proposal ideas, writing compelling problem statements, defining clear goals, objectives, and 
methods; preparing evaluation components and ensuring sustainability.  Budgeting and developing 
relationships with funders will also be discussed. 
 
Learning Objectives: 

 Gain an understanding of the different sections needed to write a grant proposal 

 Complete hands on exercises of writing different sections of a grant proposal 

 Develop a program budget 

 Explore different funding opportunities and types of grants 
 

Basic Life Support (8 hrs) 
The course provides training in basic first aid procedures, CPR, and AED.  Students who satisfactorily 
complete the course qualify for the American Heart Association Basic Life Support for Healthcare 
Providers course completion cards.  
 

Computer Applications (15 hours each component) 
Intro to Excel (1 cr) Instruction in terminology, display characteristics, formatting features, mathematical 
functions, and printing.  Designed to provide a thorough understanding of concepts that assist in 
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designing worksheets for a variety of numerical reporting, budgeting, and forecasting tasks.  Gain skills 
to build, manage, save, retrieve, and format worksheets and charts. 
 
Intermediate Excel (1 cr) This course will teach you how to use formulas and advanced functions, create 
and format tables, sort and filter data, add and format graphics, and protect and finalize a workbook.  
Prerequisites: Intro to Excel 
 
Advanced Excel (1 cr)  This course will provide a better understanding of the skills necessary to use pivot 
tables, audit and analyze worksheet data, utilize data tools, collaborate with others, and create and 
manage macros.  Prerequisites: Intro to Excel, Intermediate Excel 
 
Intro to MS Word (1 cr) This course will teach you how to create and format documents, create 
publications such as brochures, and use MS Word’s advanced features. 
 
Intro to PowerPoint (1 cr) This course will include topics such as creating new presentations and 
slideshows, manipulating slide content, applying transitions and animations, and introducing advanced 
features. 
 
 
 


