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DDI�s training and development programs help  
your organization meet performance goals by  
giving people the skills, the know-how, and the  
tools they need to work effectively and satisfy 
customer needs. 

WELCOME TO 
LEARNING LINKS 
LearningLinks lets you link your organization�s performance needs to specific DDI 
training and development tools.  Whether you�re interested in improving your hiring 
process, building leadership or workforce skills, providing extraordinary customer 
service, or improving the management of your people�s day-to-day performance,  
DDI�s programs can help.  DDI also offers consulting, assessment, and outsourcing 
services to meet your organization�s performance needs. 

All of DDI�s training and development programs are built around competencies (also 
known as dimensions) and are designed to give people at all levels the skills they 
need to be increasingly effective in their jobs.  We believe people learn new behaviors 
and skills most effectively through a blending of learning options that include 
classroom, web-based, virtual classrooms, and electronic performance support.  DDI 
helps you implement your learning strategy by providing the best mix of instructor-led 
training with other technology-based training methodologies. Organizations that 
practice this blended approach are reaping significant benefits.  We know that the 
magic is in the mix, and we are committed to continually expanding our training 
delivery options to meet your needs. 

HOW TO USE THIS GUIDE 
LearningLinks is organized into six sections: 
! Training and Development.  Detailed descriptions of each DDI product and 

service. 
! Performance Support.  A supplement to training that provides online coaching  

and serves as an individual�s personal development program. 
! Solutions That Work.  Proven combinations of programs that address specific 

people-performance issues to ensure that all your HR solutions fit together 
perfectly, like cogs in a wheel. 

! DDI�s Solution Support Capabilities.  An overview of the capabilities DDI offers  
to increase the value and impact of your solutions to ensure realization success. 

! Competency Links.  A quick way to link behavioral competencies to the primary 
DDI courses that will develop them in your people. 

! Appendix.  Quick reference tools to help you identify program language 
availabilities, delivery options, and program certifications. 
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TRAINING AND DEVELOPMENT 
 
Recent research reveals that most people use only  
20 percent of their innate knowledge and skills in  
the workplace.  That leaves 80 percent of their 
potential untapped. 

For more than 30 years, DDI has been helping 
companies mine this inestimable natural resource.  
Our training programs have a measurable impact 
on individual and organizational performance.   
In fact, we lead the industry in developing skilled, 
motivated people and providing them with the  
tools they need to work effectively. 

You can choose from a range of learning resources 
and courses that, taken together, let you strengthen 
overall performance or, taken selectively, let you 
pinpoint improvement areas. 

 
ADVANTAGES 
! Competency-based�DDI pioneered the use of competencies, and every DDI 

program allows you to hire, assess, promote, train, develop, and manage people 
against consistent criteria that are relevant for your jobs and your organization. 

! Built-in assessment and evaluation�Our comprehensive learning programs 
contain carefully crafted needs analysis and assessment instruments to help 
determine training needs, assess post-training behavioral change, and evaluate 
organizational impact. 

! Powerful integration�We provide a highly integrated learning system that, by 
design, can be easily customized to meet your organization�s needs. 

! Flexible learning�You�ll find our systems offer more flexibility�both in content 
and delivery options�than any other learning programs available today. 

! Proven effectiveness�Our systems, which are used throughout the world  
in a variety of industries and organizations, are proven to build skills in critical,  
job-related competencies and to positively change behavior. 

! Constant updating�DDI continuously researches, evaluates, and revises its 
offerings to keep pace with changes in the way people learn and with evolving 
workplace demands around the world. 

LEARNING SYSTEMS 
Leadership Development 

Workforce Development 

Customer Service 

Selection 

Performance Management 
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ALIGNING FOR PERFECT 
IMPLEMENTATION 
LEARNING FORMAT:  CLASSROOM 

HR professionals are increasingly being asked to 
prove the return on their training and development 
investments.  The key to getting the desired results is 
both high-quality courses and flawless implementation.  

DDI�s Aligning for Perfect Implementation consulting 
services help organizations plan and execute the 
most critical elements of their leadership 
development initiative.  It provides key people in 
your organization with the knowledge, skills, and 
tools to successfully design and communicate an 
effective training implementation plan.   

DO YOU FACE ANY OF THESE ISSUES?  
> Do you need to do a better job of connecting your 

leadership development initiative to business needs?  
> Do you struggle to gain management support for a 

training plan and initiative? 
> Are you not getting the results you want from your 

training programs? 

PERFORMANCE OBJECTIVES 
Helps training administrators: 
> Link training solutions to business needs. 
> Develop training curricula targeted to learner needs. 
> Integrate all of the components of a leadership 

development system, such as assessment and 
online performance support. 

> Create and execute an effective  
communication plan. 

> Establish measurement systems. 

OVERVIEW 
Experienced DDI consultants draw on their extensive experience and time-tested tools 
and processes to help your training professionals create and execute the perfect 
implementation for your organization.  The centerpiece of this capability is a built-to-
order workshop (typically one day) in which key players in your organization learn and 
use a six-step process to design an organization-specific implementation plan.   

The process includes: 

! Clarifying the training need. 
! Designing a training solution. 
! Communicating the solution. 
! Planning implementation logistics. 
! Conducting training. 
! Evaluating implementation success. 
The workshop uses case studies, small group activities, and skill practice to transfer 
knowledge and build skills. 

SESSION DETAILS 
! Target audience:  Anyone responsible for designing and administering training 

implementation plans. 
! Session length:  One day. 
! Learning formats:  Classroom. 
! Certification:  DDI direct delivery only. 
! Prerequisites:  None. 
! Group size:  Up to 12 people. 
! Prework:  Yes. 

RELATED WORKSHOPS 
! Assuring Leadership Success 
! Facilitation Skills Workshop 
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ASSURING LEADERSHIP 
SUCCESSSM 
LEARNING FORMAT:  CLASSROOM 

While many organizations implement leadership 
development initiatives, too few of these initiatives 
prove successful.  They fail to accomplish what  
they are intended to�the effectiveness of leaders, 
who in turn drive better bottom-line outcomes for  
the organization. 

DDI�s Assuring Leadership Success process helps 
senior leadership teams realize the success of their 
organizations� leadership development initiatives  
by building top-level support, and ensuring a 
connection between business strategy and 
enhanced business leadership performance.   

OBJECTIVES 
Assuring Leadership Success is designed to 
help your executive team: 
1. Ensure a clear connection between your 

business goals and the expected outcomes  
of your leadership development initiatives.    

2. Assess how well your people systems  
(e.g., Communications, Accountability, 
Alignment, Skills, Measurement) are aligned to 
support your leadership development initiative. 

3. Determine what actions need to be taken to 
each of these people systems mentioned  
above to guarantee success and results.  

4. Define and assign accountability relative  
to the role senior leaders will have in the 
implementation. 

5. Build a specific measurement plan with  
key metrics that show alignment between 
organizational strategies and the leadership 
development initiative. 

THE PROCESS 
Step 1  
Pre-session data collection will include phone or on-site meetings between a DDI 
Senior Consultant and members of your senior leadership team who will participate in 
the full-day session (Step 2).  Because the leadership development initiative your 
organization is launching is specific and unique to your business strategy, DDI will 
tailor the session to target your needs.  The tailoring can include the following: 
! Incorporation of your organization�s vision, values, competencies, and strategies  

in the agenda. 
! Modification of agenda items to place greater emphasis on more urgent  

and relevant topics. 
! Development of organization-specific handouts or materials. 
! Modification of exercises to fit your senior team�s needs. 
Step 2 
During this day-long session, senior leaders will discuss and agree on outcomes and 
goals for their leadership development initiative, recommend actions to align 
organizational systems, and define the roles they will play in ensuring ultimate 
success.  Outputs from this session can include: 
! Senior team business case for the formal leadership development initiative. 
! Ongoing communication plan to drive results from leadership development efforts. 
! Description of the specific results desired, with measurable targets. 
! Senior team roles and responsibilities established and assigned to drive leadership 

development forward. 
Step 3 
Between 6 and 12 months after the full-day session, a half-day, post-session meeting 
is held.  The purpose of this meeting is for the senior team to review the progress of 
the leadership development initiative and review data against the goals established in 
the first session (Step 2).  This meeting also will serve to determine any additional 
senior leadership actions that might be necessary, especially those associated with 
communication and with closing gaps against the metrics.  

SESSION DETAILS 
! Target audience:  Senior Leaders 
! Session length:  One day with a half-day follow-up session. 
! Certification:  DDI direct delivery only. 
! Prerequisitions:  Pre-session interviews 

RELATED WORKSHOPS 
!  
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FACILITATION SKILLS 
WORKSHOP 
LEARNING FORMAT:  CLASSROOM 

An effective trainer is key to helping your workforce 
and leaders develop the skills they need to be 
effective in today�s fast-paced business environment.    

DDI�s three-day Facilitation Skills Workshop is 
designed to help your trainers develop the skills they 
need to effectively facilitate more than 50 DDI training 
courses. Participants will be awarded DDI facilitator 
certification following completion of the workshop.  

DO YOU FACE ANY OF THESE ISSUES?  
> Are your trainers lacking key skills, motivation, and 

behaviors necessary for success?  
> Do you need internal trainers who are certified to 

facilitate DDI courses? 
> Is your training not transferring to on-the-job 

performance? 

PERFORMANCE OBJECTIVES 
Helps trainers: 
> Obtain DDI facilitator certification for the following 

programs�Interaction Management®, Multi-Day 
Leadership Development, Leadership Development 
for Health Care®, Targeted Management®, 
Techniques for a High-Performance Workforce®, 
Service Plus®, and Maximizing Performance®. 

> Demonstrate the competencies required for 
successful facilitation. 

> Use DDI facilitator materials and several  
different learning methods to deliver a variety  
of learning courses. 

> Understand core learning methods�case studies, 
skill practices, action planners�which are the 
backbone of DDI�s training methodology. 

> Explore the course segments and tools, which can 
be used to both transfer training to the workplace 
and conduct refresher activities. 

WORKSHOP OVERVIEW 
Prior to attending the workshop, participants receive a prework packet that provides a 
video workshop preview and a positive model of facilitation.  The prework focuses on 
key DDI content�Key Principles, feedback, and process skills�found in many DDI 
courses.  During the workshop, participants receive an extensive reference manual. 

! Day One:  Participants review the competencies required for successful facilitation of 
DDI courses.  Through group discussion and interactive exercises, they further 
develop their understanding of the facilitator competencies and presentation skills, 
such as applying questioning techniques, using examples and analogies, and 
incorporating audio/visual aids.  They next are introduced to course materials  
and learn how the competencies are incorporated into the facilitator guides.  
Participants then explore the various learning methods, such as case studies and skill 
practices, by delivering short, informal presentations individually and in groups. 

! Days Two & Three:  Each participant uses a facilitator guide to deliver a  
30- to 45-minute presentation and then receives feedback on the use of the 
competencies.  Participants who effectively demonstrate the competencies are 
awarded facilitator certification.  Participants also explore how to plan for and 
organize their facilitation, handle difficult classroom situations, and make maximum 
use of course materials to transfer training and conduct refresher activities. 

VIDEO SEGMENT SUMMARIES 
! Participants view testimonials from former workshop participants. 
! Two facilitators demonstrate the competencies required for certification. 
! Participants watch a video montage to celebrate their workshop graduation.  

WORKSHOP DETAILS 
! Target audience:  Anyone responsible for delivering DDI training, including 

experienced professional trainers, frontline supervisors, and team leaders. 
! Session length:  Three days. 
! Facilitator certification:  DDI-certified master trainer required. 
! Prerequisites:  None. 
! Series:  Suitable for all environments. 
! Group size:  Up to six people. 
! Prework:  Yes.  

RELATED WORKSHOPS 
! Aligning for Perfect Implementation 
! Assuring Leadership Success 
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LEADERSHIP DEVELOPMENT 
Leaders are operating in an ever-changing environment and regularly face new 
challenges.  To be successful on both a personal and an organizational level, they need 
new skills and competencies to meet these challenges. 

DDI is the world leader in leadership development.  We use a competency-based, 
integrated approach that helps organizations achieve their business objectives and 
results.  Through leadership assessment and development, organizations can improve 
bench strength and grow their own leaders by identifying and developing high-
potential employees. 

Our training programs equip leaders at all levels with the day-to-day interpersonal 
skills for leading individuals or groups and the broader, overall skills needed to create 
and maintain a high-performance workplace.  And our assessment centers and 
multirater feedback surveys help companies identify, hire, and promote the most 
talented people. 

ADVANTAGES 
DDI�s leadership development programs are: 
! Thoroughly proven to build and assess specific, job-critical competencies and 

promote positive behavior changes that lead to better job performance.  Our 
programs have been tried and tested in leading global companies, including more 
than 400 of the Fortune 500. 

! Flexible to fit your environment, languages, and delivery requirements. 
! Completely integratable so you can mix-and-match offerings to create a 

development program that is highly tailored and highly effective for your 
organization and your people. 

! Complementary in that you can assess development needs, provide training that 
meets these needs, and manage ongoing performance. 

LEADERSHIP PROGRAMS 
Interaction Management® 

Multi-Day Leadership Development Programs 

Leadership Development for Health Care® 

Strategic Leadership Experience® 

Executing Business StrategySM 

Social Intelligence:  Powerful People Skills for Senior LeadersSM 

Targeted Management®:  Components of Effective Leadership 

Leadership Mirror® 
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INTERACTION 
MANAGEMENT® 

 

The focus these days is on C-Level leaders (CEOs, 
COOs, CFOs, and other senior managers).  However, 
Interaction Management speaks to the needs of  
SEE-Level leaders�managers, team leaders, and 
supervisors who see their teams, peers, customers, 
and bosses every day. Their development is often 
neglected, yet these are the leaders who are  
entrusted to execute your organization�s strategies 
and meet its goals by building and maintaining  
a high-performing workforce. 

Interaction Management® (IM) builds on more than 
30 years of experience and proven results with 
three million exceptional leaders in virtually every 
industry worldwide.  We are revolutionizing these 
premier leadership development courses, as we 
grow our new IM: EXSM system�IM: Exceptional 
Leaders . . . Extraordinary Results.  This total 
systems approach enhances performance using 
highly enjoyable and engaging learning experiences 
to prepare your leaders to succeed in a complex 
and unpredictable business environment.  From 
innovative multimedia classroom training to leading-
edge, web-based learning, IM: EX includes a wide 
range of options to help you identify, develop, and 
retain great leadership talent. 

PERFORMANCE OBJECTIVES 
Interaction Management develops leaders who can: 
! Effectively communicate and execute your organization�s business strategies. 
! Build a strong, committed workforce that is engaged and shows passion. 
! Successfully manage change. 
! Coach for success and help build your organization�s growth through its people. 
! Foster a culture of accountability. 
! Make the right decisions in a timely manner. 

SYSTEM OVERVIEW 
As we build the complete IM: EX system, you can mix courses from our classic  
IM: Tactics and Strategies program, along with IM: EX.  

IM:  EXCEPTIONAL LEADERS . . . 
EXTRAORDINARY RESULTS PG.

  IM:  TACTICS AND STRATEGIES FOR  
EFFECTIVE LEADERSHIP

®
 PG.

Achieving Your .................................. 15 
Leadership Potential 

Adaptive Leadership .......................... 16 
Coaching for Improvement................. 17 
Coaching for Success ........................ 18 
IM Essentials ...................................... 19 

(Foundation Course) 
Influential Leadership ......................... 20 
Managing Performance Problems...... 21 
Mastering Interaction Skills ................ 22 
Rapid Decision Making ...................... 23 
Resolving Conflict .............................. 24 
Supporting Leadership ...................... 25 

Development 

  Coaching:  Developing ....................... 26 
High Performance 

Delegating for Productivity .................. 27 
and Growth 

Empowering Leader® .......................... 28 
Guiding the Development ................... 29 

of Others 
Helping Others Adapt to Change ........ 30 
Keeping Talent .................................... 31 
Leadership:  Facilitating Change......... 32 
Leading Your Team ............................ 33 

to Optimal Performance 
Partnerships:  Creating Synergy ......... 34 
Performance Planning: ....................... 35 

Reviewing Progress 
Performance Planning: ....................... 36 

Setting Expectations 
Thunderbolt Thinking®:  ...................... 37 

Building an Innovative Workplace 
Trust:  Strengthening........................... 38 

the Foundation 

RESULTS 
! McKesson Information Solutions posted a decline in turnover for 23 consecutive 

months, dropping from 20.4 percent to 4.8 percent.  
! A manufacturer reported a 50-percent decrease in lost-time accidents and an  

80-percent reduction in annual grievances.  
! A major automobile manufacturer reported a 21-percent improvement in productivity 

and $4.4 million in savings, compared to control sites who did not participate in the 
leadership development program.  This was a 333-percent return on investment.  

! At Ranger Uranium, absenteeism dropped from 9 percent to 2.2 percent, and 
downtime dropped from 8.78 percent to 0.79 percent.  

For information on the entire IM: EX system approach�including organizational 
alignment, implementation planning, management support, assessment, and  
skill application�and for information on web-based versions of IM courses, visit 
www.ddiworld.com/IMEX.  



INTERACTION MANAGEMENT®:   
EXCEPTIONAL LEADERS . . . EXTRAORDINARY RESULTSSM 
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ACHIEVING YOUR  
LEADERSHIP POTENTIAL 
LEARNING FORMAT:  CLASSROOM 
ORDER NO. IMEX116 

According to surveys of CEOs and HR managers, 
effective leadership is a competitive advantage for 
their organizations.  Unfortunately, these same 
surveys show that people at all organizational levels 
lack confidence in their leaders, and in the ability of 
their organizations to develop good leaders. 

This course bridges the widening gap between what 
is needed and required of today�s leaders.  A three-
step process�Diagnose, Plan, and Execute�helps 
learners stretch their capabilities and accelerate 
their leadership development. 

DO YOU FACE ANY OF THESE ISSUES? 
> Do your leaders treat development of their leadership 

skills as something to do �if time permits?� 
> Do they search out job experiences or issues  

facing their business units that stretch their 
leadership capabilities?  

> Can they link their personal development to the 
organization�s growth and success? 

PERFORMANCE OBJECTIVES 
Helps leaders: 
> Define the scope of leadership development  

and potential. 
> Link their development to personal satisfaction  

and the organization�s goals, values, and  
strategic direction. 

> Use various sources to identify, assess, and 
prioritize their strengths and weaknesses. 

> Create targeted, challenging, yet realistic 
development goals. 

> Execute and measure progress toward goals, 
making appropriate adjustments along the way. 

> Keep a steady yet flexible focus on development 
over time. 

PRIMARY COMPETENCY DEVELOPED  
> Work Standards 

SECONDARY COMPETENCIES DEVELOPED 
> Continuous Learning  
> Initiating Action 

COURSE OVERVIEW 
Prior to the workshop, participants complete Achieving Your Leadership Potential:   
The Handbook for Learning Leaders, Book 1.  This introduces them to the 
development process.  Activities help them determine their motivation and agility  
for learning and identify one strength and one weakness to be developed. 
! The Learning Leader:  A video that depicts three leaders with different approaches 

to developing into a better leader.  Learners discuss these approaches�falling 
behind, keeping up, or staying ahead�and how they compare with their own 
motivation and learning agility.  From their prework, they describe the three phases 
of leadership development�Diagnose, Plan, and Execute�and its two cycles, self-
reflection and discussion. 

! Diagnose and Select:  Participants make connections between what�s happening 
in their organizations, the Leadership Imperatives critical for success, and the 
group�s strengths and weaknesses in those Imperatives.  They discuss the high 
payoff of aligning these variables.  Learners use a planner to identify initiatives, 
development goals, and skills/knowledge they need to gain. 

! Targeting Development:  The group discusses examples of three types of high-
payoff development opportunities�training, job experience, and coaching.  They 
work in teams to identify opportunities that would stretch them outside their comfort 
zones, and record opportunities for the development goals identified earlier.  The 
importance of their manager�s support is considered.   

! Your Personal Business Case:  Learners complete a quiz to determine their 
receptivity to feedback and generate ideas for increasing openness to feedback. 
After watching a video model, learners practice preparing for and conducting a 
discussion with their manager to gain support for their development plans.  They 
receive feedback from one another and amend their plans as needed. 

! Execution�Bridging the Knowing-Doing Gap:  After a discussion emphasizing 
key points about the Execute phase, a quiz helps learners determine how effective 
they are at execution.  Teams share barriers to execution and generate ideas for 
overcoming each.  They record these in their planners and identify needed support 
and measurement methods. 

VIDEO SEGMENT SUMMARIES 
! Three leaders, in different positions and industries, explain how they approach 

leadership development. 
! A model leader describes the business case for her personal development and 

secures her manager�s support and coaching. 

COURSE DETAILS 
! Target audience:  Informal and formal leaders at all levels. 
! Course length:  3 hours, 30 minutes.  Course can be lengthened with optional 

activities. 
! Facilitator certification:  DDI-certified facilitator required. 
! Prerequisites:  IM Essentials or Core Skills for Building Commitment. 
! Series:  Suitable for all environments. 
! Group size:  8 to 16 people. 
! Prework:  Yes.   

RELATED COURSES 
! Adaptive Leadership 
! Taking Charge of Your Development (for workforce) 
! Supporting Leadership Development (for managers of leaders) 
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ADAPTIVE LEADERSHIP  
LEARNING FORMAT:  CLASSROOM 
ORDER NO. IMEX115 

Leaders can�t take a cookie-cutter approach to 
managing people.  A leadership style that motivates 
and inspires one individual might plunge another into 
poor performance. 

Adaptive Leadership raises leaders� awareness of 
the differences among people and situations.  It 
teaches leaders how to tailor their approaches 
based on their team members� motivations, 
personality styles, the organizational environment, 
and the situation.  By better meeting the needs of 
each individual, leaders create higher levels of 
engagement and organizational results.  

DO YOU FACE ANY OF THESE ISSUES? 
> Do your leaders misjudge how people will  

respond or react in certain situations, resulting  
in negative outcomes? 

> Are leaders unable to tailor their approach  
with each person and situation to achieve  
the desired results? 

PERFORMANCE OBJECTIVES 
Helps leaders: 
> Adapt the leadership approach they take in  

each situation to effectively achieve results  
through people. 

> Maximize the effectiveness of their interactions  
by flexing interaction skills and other actions. 

> Successfully gain a person�s or team�s 
understanding, buy-in, or ownership of  
an issue or task. 

> Improve people�s productivity by focusing on  
and addressing the situational factors that can  
affect results. 

PRIMARY COMPETENCIES DEVELOPED 
> Building Strategic Working Relationships 
> Inspiring Others  

SECONDARY COMPETENCIES DEVELOPED 
> Building a Successful Team 
> Coaching 
> Communication 
> Gaining Commitment 
> Valuing Diversity 
 

COURSE OVERVIEW 
! Open�Do Your Discussions Get Results?:  Learners are introduced to the 

Adaptive Leadership Model.  They discuss challenges faced in their own workplace 
discussions and why the outcomes might not have been as effective as they would 
have liked. 

! The Adaptive Leadership Process:  The group walks through the example of a 
leader who effectively uses the Adaptive Leadership Process with a team member.  
They review how the leader diagnoses the situation, chooses a discussion goal, and 
plans a strategy with the help of a robust job aid. 

! The Discussion Goals�The Benefits of Ownership:  Learners identify and 
discuss the benefits of using empowerment to gain ownership to the leader, the 
people involved, and the organization. 

! Getting Personal:  The leaders learn to identify personal tendencies typically seen 
in the workplace and the opportunities/challenges those behaviors present.  
Learners plan an adaptive strategy, using targeted interaction skills and other 
actions, for a prepared situation in which personal tendencies are demonstrated. 

! Planning Your Adaptive Strategy:  Learners use a diagnosis worksheet, a 
Discussion Planner, and the job aid to plan and adapt a leadership strategy for their 
own situation.  They then exchange feedback and insights on their strategies. 

VIDEO SEGMENT SUMMARIES 
! A leader in a delegation discussion faces challenges aligned along three common 

factors�issue/task, person/team, and environment. 
! As a leader considers how best to approach each team member with news of a 

significant change, she reflects on how each of them reacted to similar news in  
the past. 

COURSE DETAILS 
! Target audience:  Informal and formal leaders at all levels. 
! Course length:  3 hours, 30 minutes.  Course can be lengthened with  

optional activities. 
! Learning formats:  Classroom. 
! Facilitator certification:  DDI-certified facilitator required. 
! Prerequisites:  IM Essentials or Core Skills for Building Commitment. 
! Series:  Suitable for all environments. 
! Group size:  8 to 16 people. 
! Prework:  No. 

RELATED COURSES 
! Adaptive Leadership augments the learning from nearly every Interaction 

Management course and is a highly recommended enhancement to all  
leadership programs. 
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COACHING FOR 
IMPROVEMENT 
LEARNING FORMATS:  CLASSROOM; 
COMPARABLE WEB-BASED COURSE IS 
FACILITATING IMPROVED PERFORMANCE  
SKILL PRACTICE COURSE  
ORDER NO. IMEX104 

Individuals need to take responsibility for addressing 
unacceptable performance or work habits that impact 
others and the organization�but leaders must know 
how to help them do it. 

This course helps leaders conduct effective 
improvement discussions and provide the feedback 
and ongoing support people need to improve 
performance. 

DO YOU FACE ANY OF THESE ISSUES? 
> Do leaders avoid poor-performance and work-habit 

discussions because they are uncomfortable or 
incapable of conducting them? 

> Are unresolved performance and work habit issues 
impacting others� morale or productivity? 

PERFORMANCE OBJECTIVES 
Helps leaders: 
> Encourage others to take charge of improving 

performance and altering work habits, develop an 
improvement plan, and measure their progress.  

> Prepare for and conduct successful improvement 
discussions. 

> Handle specific challenges that might occur during 
such discussions. 

> Foster morale and productivity by addressing 
performance and work habit issues in a firm, fair, 
and consistent manner. 

PRIMARY COMPETENCY DEVELOPED  
> Coaching  

SECONDARY COMPETENCIES DEVELOPED 
> Communication 
> Gaining Commitment  

COURSE OVERVIEW 
! Open�Identifying Improvement Opportunities:  Learners explore the challenges 

of an improvement discussion from both the leader�s and employee�s perspectives.  
They identify a performance or work-habit problem they are facing and the 
importance of addressing it quickly and effectively.  Learners review the coaching 
process relative to a performance improvement situation. 

! A Model of Improvement:  Learners identify effective and ineffective approaches 
when coaching for improvement.  They analyze a positive model of a performance 
improvement discussion and provide feedback on the leader�s skills. 

! Putting Skills into Practice:  Learners prepare for and conduct an improvement 
discussion to address the performance issue they identified earlier.  Three skill 
practice rounds with feedback follow.  Learners discuss how they used the 
Interaction Process and how they encouraged the employee to take responsibility 
for improving.  

! Make It Ongoing:  Learners discuss the importance of ongoing coaching�
observation, measurement, feedback, and support�in an improvement situation. 
Using the STAR format, learners practice providing feedback with specific 
performance measures. 

VIDEO SEGMENT SUMMARIES 
! Improvement situations show the difficulties of an improvement discussion from the 

leader�s and employee�s perspectives. 
! A leader meets with a team member who isn�t providing technical support to the 

team to explore ways of overcoming this problem. 
! Scenarios illustrate specific challenges that a leader might face when discussing 

poor performance or work habits.  (Optional) 

COURSE DETAILS 
! Target audience:  Frontline leaders through mid-level managers. 
! Course length:  3 hours, 20 minutes.  Course can be lengthened with  

optional activities. 
! Facilitator certification:  DDI-certified facilitator required. 
! Prerequisites:  IM Essentials or Core Skills for Building Commitment. 
! Series:  Suitable for all environments.  A manufacturing positive model also is 

available; comparable health care version is Improving Staff Performance�Part 1. 
! Group size:  8 to 16 people. 
! Prework:  Optional. 

RELATED COURSES 
! Managing Performance Problems  
! Coaching for Success  
! Adaptive Leadership 
! Feedback Fundamentals 
! Mastering Interaction Skills 
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COACHING FOR 
SUCCESS 
LEARNING FORMAT:  CLASSROOM; 
COMPARABLE WEB-BASED COURSE IS 
PREPARING OTHERS TO SUCCEED 
SKILL PRACTICE COURSE 
ORDER NO. IMEX103 

Too many leaders can�t let go of the misguided concept 
that good coaches help their teams learn from mistakes.  
They focus on improvement and correct performance 
after mistakes happen.  In today�s environment, 
organizations can�t afford trial and error; they need  
things to be done right the first time. 

This course develops leaders who help people achieve 
goals and avoid problems, a positive experience for 
themselves and those being coached.  Leaders learn a 
proven coaching process ensure they identify coaching 
opportunities, provide needed coaching and support, 
observe performance, and measure results until desired 
outcomes are achieved.  They learn how coaching for 
success benefits individuals, strengthens work groups, 
and supports company objectives and priorities. 

DO YOU FACE ANY OF THESE ISSUES? 
> Do leaders spend their time getting individuals back 

on track instead of setting them up for success? 
> Are your leaders missing opportunities to expand 

the capabilities of their work group? 
> Do leaders tell people what to do rather than 

encourage involvement and build commitment? 

PERFORMANCE OBJECTIVES 
Helps leaders: 
> Prepare people to successfully handle challenging 

situations and tasks.  
> Expand their team�s capabilities, to give the 

organization a competitive edge. 
> Delegate new responsibilities with confidence. 
> Spend less time reacting to problems because they 

have prepared their work group to succeed. 

PRIMARY COMPETENCIES DEVELOPED 
> Aligning Performance for Success 
> Coaching 

SECONDARY COMPETENCIES DEVELOPED 
> Communication 
> Developing Others 
> Gaining Commitment 
> Inspiring Others 

COURSE OVERVIEW 
! Opportunities for Success:  Learners discuss the three types of coaching:  

coaching for success, coaching for improvement, and managing performance 
problems.  They discuss the benefits of coaching for success, identify opportunities 
to proactively coach members of their work group, and learn the coaching process. 

! A Model of Success:  A video shows a leader using a �telling� approach to coach 
for success.  Leaders discuss the importance of balancing seeking and telling, and 
the benefits of using a seeking approach.  In a video case study, learners identify 
how the leader uses the Interaction Process, and balances seeking and telling. 

! Putting Skills into Practice:  Using a Discussion Planner, learners prepare for  
and conduct a coaching for success discussion using a prepared situation.  They 
conduct three skill practice rounds, with feedback after each round.  Learners use a 
Discussion Planner to begin preparing for a coaching for success discussion they 
will conduct when they return to the workplace. 

! Make It Ongoing:  Leaders recognize the importance of observation and 
measurement in identifying ongoing coaching needs.  They discuss the importance 
of providing feedback and using the STAR format.  In addition, learners discuss the 
need to provide the type of support individuals and teams need to take responsibility 
for handling a situation or task. 

VIDEO SEGMENT SUMMARIES 
! An ineffective coach uses the same �telling� coaching style and approach with four 

very different people and situations. 
! A team leader coaches a team member to negotiate a sensitive change in 

requirements with a longtime supplier. 
! Scenarios illustrate challenging situations that a leader might face in the course of 

coaching people for success.  (Optional) 

COURSE DETAILS 
! Target audience:  Frontline leaders through mid-level managers. 
! Course length:  3 hours, 25 minutes.  Course can be lengthened with  

optional activities. 
! Facilitator certification:  DDI-certified facilitator required. 
! Prerequisites:  IM Essentials or Core Skills for Building Commitment. 
! Series:  Suitable for all environments; comparable health care version is  

Coaching Staff.   
! Group size:  8 to 16 people. 
! Prework:  No. 

RELATED COURSES 
! Coaching for Improvement  
! Managing Performance Problems  
! Adaptive Leadership 
! Delegating for Productivity and Growth 
! Guiding the Development of Others 
! Mastering Interaction Skills 
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IM ESSENTIALS  
LEARNING FORMATS:  CLASSROOM; 
COMPARABLE WEB-BASED COURSE IS 
CORE SKILLS FOR BUILDING COMMITMENT 

ORDER NO. IMEX101 

The essence of being an effective people leader lies in 
establishing good interpersonal work relationships and 
having the ability to spark action in others.   

This foundation course for all Interaction 
Management courses teaches leaders how to  
get results through people.  During the course,  
they attain the tools necessary for a successful 
�leadership journey.�  Learners acquire a set of 
proven interaction skills, discover seven Leadership 
Imperatives key to meeting today�s challenges, and 
realize their role as a catalyst leader who inspires 
others to act. 

DO YOU FACE ANY OF THESE ISSUES? 
> Are your leaders lacking basic, yet essential, 

interaction skills? 
> Do they need help with motivating others to  

take action? 
> Does your organization need a fast-paced, 

engaging way to introduce foundation  
interaction skills? 

PERFORMANCE OBJECTIVES  
Helps leaders:  
> Multiply their effectiveness by motivating their team 

and helping people to be more effective. 
> Accomplish more in interactions in less time, while 

enhancing interpersonal relationships. 
> Help people enhance their performance by 

providing them with feedback they are willing to 
accept and upon which they are able to act. 

PRIMARY COMPETENCY DEVELOPED  
> Building Strategic Working Relationships 

SECONDARY COMPETENCY DEVELOPED 
> Communication 
> Gaining Commitment 

COURSE OVERVIEW 
! The Challenge of Leadership Today:  Learners view a video of a leader facing 

common challenges and describe a challenge from the video or one they face in  
the workplace.  They are introduced to the concept and definition of the leader  
as a catalyst.  Participants learn the skills they will need for their leadership  
journey.  They are introduced to the Leadership Imperatives, critical skills for  
a successful leader.  A self-check assesses their current leadership style compared  
to a catalyst leader. 

! The Interaction Process:  Learners become familiar with the Interaction Process, 
which combines essential skills that a leader must use to ensure the success of 
every interaction. 

! Key Principles:  Leaders further explore the five Key Principles�tools to meet 
people�s personal needs.  A discovery-learning, small-group activity, increases 
learners� understanding of the Key Principles.  A challenging video-based activity 
has learners craft responses using multiple Key Principles.  If not done as prework, 
participants complete the Key Principles Self-Evaluation. 

! Interaction Guidelines and Process Skills:  Participants gain a better 
understanding of how to meet individuals� practical needs.  They are introduced to 
the Discussion Planner. 

! Feedback Essentials:  Learners discover that feedback can be a powerful 
motivator for people.  They learn the elements of effective feedback and receive 
STAR feedback forms to use in the workplace. 

! Send Off:  Planning and Close:  The Call to Action has learners plan how they will 
apply their new skills after the training.  Learners step into the shoes of a catalyst 
leader by evaluating one of the interactions they observed in the Leadership 
Resource Center. 

VIDEO SEGMENT SUMMARIES 
! Colleagues approach a leader for help, guidance, and support. 
! Scenarios give learners opportunities to practice using Key Principles. 
! Dr. Jonas Salk uses a catalyst approach to energize his team. (Optional) 

COURSE DETAILS 
! Target Audience:  Informal leaders and frontline leaders through  

mid-level managers. 
! Course length:  3 hours, 30 minutes.  Course can be lengthened with  

optional activities. 
! Facilitator certification:  DDI-certified facilitator required. 
! Prerequisites:  None.   
! Series:  Suitable for all environments; comparable health care version is 

Leadership Essentials for Health Care Managers. 
! Group size:  8 to 16 people. 
! Prework:  Yes (optional). 

RELATED COURSES 
! This course or Core Skills for Building Commitment is required for all Interaction 

Management courses.  
! Social Intelligence:  Powerful People Skills for Senior LeadersSM 
! Interaction Skills for Success (for workforce) 
! Feedback Fundamentals 
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INFLUENTIAL LEADERSHIP  
LEARNING FORMAT:  CLASSROOM 
ORDER NO. IMEX114 

In today�s flatter, ever-evolving organization, leaders 
need to get things done through people who work 
outside their line of reporting�and in some cases  
who even �outrank� them.  Welcome to the new age of 
influence, where effective leaders don�t, or can�t, throw 
their weight around to make things happen�even with 
their direct reports. 

Influential Leadership helps leaders get their good 
ideas heard, accepted, and enacted.  Leaders learn 
influencing strategies and how to package ideas to 
gain the commitment of even the most skeptical 
coworkers and partners.   

DO YOU FACE ANY OF THESE ISSUES? 
> Are your leaders having trouble getting commitment 

to ideas or actions to improve service, productivity, 
or quality? 

> Do your leaders struggle to �make things happen� 
outside of their team or workgroup? 

> Are your employees dissatisfied because they feel 
they are not listened to and are coerced into 
accepting and acting on ideas? 

PERFORMANCE OBJECTIVES 
Helps leaders: 
> Capture people�s attention, change their 

perspectives, and make things happen. 
> Clearly link ideas, suggestions, and 

recommendations to changes that will have a 
positive impact on individual, team, and 
organizational performance. 

> Express themselves with enthusiasm  
and conviction. 

> Understand people�s motivations, needs, and 
concerns so they can gain their commitment. 

PRIMARY COMPETENCIES DEVELOPED  
> Building Partnerships 
> Gaining Commitment 

SECONDARY COMPETENCIES DEVELOPED 
> Building a Successful Team 
> Building Strategic Working Relationships 

COURSE OVERVIEW 
! Open:  Learners are introduced to the topic of influence and work in teams to 

choose one real-life influence situation they will focus on during the workshop. 
! Strategy�Focus on the Big Picture:  Learners observe a leader use big-picture 

strategies in several scenarios.  They evaluate the strategies and work to identify 
the big-picture influence strategies they will apply to the situation identified earlier. 

! Packaging�Engage Hearts and Minds:  Learners are introduced to the three 
techniques to paint the picture and discuss when to use each.  Teams work 
together to identify their audience type and which packaging techniques and 
strategies they�ll apply in their real-life influence situation.   

! Commitment�Steer Choices and Actions:  Teams are introduced to the 
commitment techniques and determine how to handle each situation.  Teams work 
together to develop a process for gaining commitment in their own situations.   

VIDEO SEGMENT SUMMARIES 
! A positive-model leader attempts to influence his peers. 
! The big-picture strategies are illustrated as our video leader engages in three 

meetings with his peers. 
! Using a number of packaging techniques, the leader captures attention, builds a 

vision, and gains support for the idea. 
! The leader addresses skepticism from one of his influence targets. 
! The leader successfully handles reluctance to commit. 

COURSE DETAILS 
! Target audience:  Informal and formal leaders at all levels. 
! Course length:  3 hours, 30 minutes.  Course can be lengthened with  

optional activities. 
! Facilitator certification:  DDI-certified facilitator required. 
! Prerequisites:  IM Essentials or Core Skills for Building Commitment. 
! Series:  Suitable for all environments. 
! Group size:  8 to 16 people. 
! Prework:  Optional. 

RELATED COURSES 
! Adaptive Leadership 
! Influencing Others (for workforce) 
! Leading Your Team to Optimal Performance 
! Leading Successful Meetings 
! Reaching Group Agreement 
! Partnerships:  Creating Synergy 
! Resolving Conflict  
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MANAGING 
PERFORMANCE 
PROBLEMS 
LEARNING FORMATS:  CLASSROOM;  
COMPARABLE WEB-BASED COURSE IS 
FOLLOWING UP TO SUPPORT IMPROVEMENT 
SKILL PRACTICE COURSE  
ORDER NO. IMEX106 
Just one employee with chronic performance or work-
habit problems can drag down the performance and 
morale of an entire work group.  And it can dominate  
a leader�s time and lead to frustration and stress. 
This course builds leaders� skills in handling chronic 
performance or work habit problems or serious 
misconduct.  They learn how to document the problem, 
and explain what the employee must do to address it.  
Leaders are skilled in discussing and imposing formal 
consequences while adhering to their organization�s 
disciplinary policies and procedures.  

DO YOU FACE ANY OF THESE ISSUES? 
> Are your leaders ill-prepared to conduct 

performance problem discussions?  
> Do they fail to gather and document the hard 

performance data they need? 
> Can your leaders defuse strong emotions when 

discussing performance problems? 
> Do employees understand why their performance 

doesn�t meet expectations and what will happen if  
they don�t improve? 

PERFORMANCE OBJECTIVES 
Helps leaders: 
> Provide people with performance problems with a 

clear understanding of what they must do to 
improve and the consequences of failing to do so. 

> Take appropriate action, based on best practices, to 
effectively address ongoing performance and work 
habit problems or serious misconduct. 

> Impose formal consequences, such as probation or 
suspension, with the confidence that the person has 
been fully heard and fairly treated. 

> Minimize the impact of ongoing performance problems 
on the individual, work group, and organization. 

PRIMARY COMPETENCY DEVELOPED  
> Coaching  

SECONDARY COMPETENCIES DEVELOPED 
> Follow-Up 
> Gaining Commitment 

COURSE OVERVIEW 
! Welcome to Your World:  In this simulation learners review the personnel file  

of an employee with chronic performance problems and observe this person�s 
interactions with his leader, teammates, and customers.  They decide whether the 
situation warrants discussing formal consequences and discuss the importance of 
documenting performance and agreements when dealing with serious performance 
or work habit problems.  Learners also discuss the challenges of shifting from 
coaching for improvement to imposing formal consequences. 

! Introducing Formal Consequences:  Learners watch a positive model of a leader 
discussing formal consequences.  They explore issues leaders might face after 
introducing or imposing formal consequences.  Learners then practice imposing 
formal consequences with a fellow participant in the role of the �problem employee.�  

! A Fork in the Road:  Participants discuss the paths a person�s performance can 
take after a performance problems discussion:  continued decline, immediate 
improvement, or �mixed results.�  They watch a short video of a leader handling 
challenging situations when imposing formal consequences.  Learners participate  
in two skill practice discussions of two different scenarios.  In the first scenario,  
the employee�s performance has continued to decline and the leader must impose 
further formal consequences.  In the second scenario, the employee has achieved 
�mixed results,� showing improvement, but still not meeting expectations in all areas.  

! HR Policies Practicum (Optional):  An HR representative or the facilitator provides 
an overview of the organization�s policies and procedures related to managing 
performance problems.  Learners take this opportunity to ask any questions they 
may have. 

VIDEO SEGMENT SUMMARIES 
! An employee exhibits negative behavior in a team meeting and during a call with  

a customer. 
! A positive model shows a leader effectively conducting an initial performance 

problems discussion. 
! A leader effectively handles challenging situations�such as strong emotions, 

defensiveness, and opting out�during a discussion in which formal consequences 
are imposed. 

! A leader discusses �mixed results� with an employee who has shown some 
improvement but is still having some problems. 

COURSE DETAILS 
! Target audience:  Frontline leaders through mid-level managers. 
! Course length:  3 hours, 30 minutes.  Course can be lengthened with  

optional activities. 
! Facilitator certification:  DDI-certified facilitator required. 
! Prerequisites:  IM Essentials or Core Skills for Building Commitment. 
! Series:  Suitable for all environments; comparable health care version is Improving 

Staff Performance�Part 2.   
! Group size:  8 to 16 people. 
! Prework:  None. 

RELATED COURSES 
! Coaching for Improvement 
! Mastering Interaction Skills 
 



INTERACTION MANAGEMENT®:   
EXCEPTIONAL LEADERS . . . EXTRAORDINARY RESULTSSM 

 

 

© Development Dimensions International, Inc., MMIII.  All rights reserved.22 LearningLinks
  

MASTERING 
INTERACTION SKILLS 
LEARNING FORMAT:  CLASSROOM 

SKILL PRACTICE COURSE 
ORDER NO. IMEX108 

Learning about interpersonal skills critical to being  
an effective leader is one thing.  Applying the skills 
and changing behavior is another.  Interaction 
Management (IM) courses help leaders realize and 
practice those interaction skills that are strengths and 
those that need development.  Now they must commit 
to mastering the skills so they�ll realize better working 
relationships and accomplish business results. 

Using job-related situations, this supplement helps 
leaders significantly improve their confidence and 
mastery in using the IM leadership skills.  Leaders 
explore the issues that they face, practice their 
skills, and receive feedback on their use of the 
interaction process skills. 

DO YOU FACE ANY OF THESE ISSUES? 
> Do your leaders need to take their interaction skills 

to the next level? 
> Are leaders facing work situations where they need 

help planning exactly what to say and do? 
> Do they lack confidence in leading workplace 

discussions, and could they benefit by practicing in 
a safe environment? 

> Would it help to have leaders share their own 
expertise and experiences and benefit from others� 
insights in an engaging way? 

PERFORMANCE OBJECTIVES 
Helps leaders: 
> Effectively use Interaction Management techniques 

and skills in important workplace discussions. 
> Build confidence and competence in achieving their 

discussion goals. 
> Effectively address challenges that might arise 

during discussions. 
> Use effective interaction skills on the job to build 

productive relationships. 

PRIMARY COMPETENCY 
> Building Strategic Working Relationships 

SECONDARY COMPETENCY  
> Communication 

COURSE OVERVIEW 
! So Refreshing:  Learners build an analogy between skill practicing and an 

amusement park water ride.  They watch a video depicting leaders effectively using 
the interaction process skills and note those that might help them in their own 
discussion.  The remainder of the course is self-directed, as teams follow  
instructions on cards and move their game pieces along a �water ride� game board. 

! IM Riding the Waves:  Teams do three skill practices based on situations identified 
as part of prework.  Each leader gives details about the situation and his or her 
planned approach, receiving input from their teammates.  The leader conducts the 
discussion with a partner, and the observer provides feedback. 

! Rock the Raft:  Learners use the same situations to conduct three role-reversal 
skill practices in which the leader becomes the partner.  They discuss more 
challenges that might arise and choose one to incorporate.  They help each other 
plan for the challenges using the IM skills and techniques. 

! Back at the Dock:  Learners create a plan to ensure realization of their efforts in 
the workplace by committing to follow up with a colleague from the session or with 
their manager. 

VIDEO SEGMENT SUMMARIES 
! An abbreviated positive model demonstrates the effective use of  

Interaction Guidelines. 
! A montage shows leaders effectively using Key Principles in various  

leadership situations 

COURSE DETAILS 
! Target audience:  Informal leaders and frontline leaders through mid-level managers. 
! Course length:  3 hours, 30 minutes.  Course can be lengthened with  

optional activities. 
! Facilitator certification:  DDI-certified facilitator required. 
! Prerequisites:  IM Essentials or Core Skills for Building Commitment. 
! Series:  Suitable for all environments.  
! Group size:  8 to 16 people. 
! Prework:  Yes. 

RELATED COURSES 
This supplemental course relates to all Interaction Management courses where 
additional, job-related interaction skill development is needed. 
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RAPID DECISION MAKING  
LEARNING FORMAT:  CLASSROOM 

ORDER NO. IMEX102 

In today�s turbulent, fast-flowing business 
environment, leaders usually don�t have the luxury of 
time when making decisions.  You need leaders who 
can quickly size up the situation, identify the most 
workable and expedient course of action, and then 
act�often without having all the data or the time to 
consider every possible option. 

This course helps leaders accelerate the decision-
making process, yet still make quality decisions in 
fast-paced environments with limited time and 
information.  They also learn how to determine 
when it is appropriate to use this approach and 
when to slow down the process and apply a more 
traditional, analytical approach.   

DO YOU FACE ANY OF THESE ISSUES? 
> Do leaders approach every decision in the same 

way, regardless of the time, risk, and resources 
involved? 

> Do your leaders struggle to make quality decisions 
when pressed for time? 

> Do business opportunities slip away because 
leaders don�t make timely decisions? 

PERFORMANCE OBJECTIVES 
Helps leaders: 
> Determine when a rapid decision is appropriate and 

when a more analytical approach is needed. 
> Accelerate the decisions they make. 
> Use a consistent approach when facing rushed 

decisions in your organization. 
> More quickly evaluate possible solutions, and make 

high-quality decisions when time is limited. 

PRIMARY COMPETENCY DEVELOPED  
> Decision Making 

SECONDARY COMPETENCY  
> Risk Taking 

COURSE OVERVIEW 
! Whitewater Decision Making:  A simulation helps learners experience how rapid 

decision making differs from �standard� decision making.  Learners discuss the 
connection between the rapid decisions they make on the job and their 
organization�s objectives. 

! The �People� Side of Decision Making:  A video depicts four people displaying 
distinct decision-making tendencies.  Learners identify their own and others� 
decision-making tendencies and think through how to use Decision Tendencies 
Tips.  Another video shows how to balance decision-making tendencies.  Learners 
discuss the role that intuition plays in rapid decision making. 

! About Standard Decision Making:  Learners become familiar with the �universal� 
steps of the standard decision-making process�what classically must be done in 
order to make an important decision with high quality.  They discuss common 
pitfalls to applying this standard approach to situations requiring a rapid decision. 

! The RAPID Approach:  The facilitator teaches an easy-to-remember approach for 
situations requiring rapid decision making�Reduce, Approximāte, Pick or park, 
Interpret intuition and intangibles, Drive.  Learners discuss how to overlay this 
approach onto the standard decision-making model.  Teams of learners then 
participate in a competitive, board-game activity that cements the concepts. 

! TRY Test for RAPID:  Another easy-to-remember technique is presented for 
determining if a rapid decision is appropriate in a given situation�consideration of 
Time, Risk, and whether it�s Your Call.  After viewing a video case study, learners 
use the TRY Test to determine if it is appropriate to accelerate the required 
decision.  They then participate in a second round of the board-game activity. 

! Putting RAPID to Work for You:  The RAPID Decision Guide is presented to help 
learners focus their decision-making efforts.  A final activity has them apply course 
concepts to real-life situations. 

VIDEO SEGMENT SUMMARIES 
! Individuals display different tendencies in approaching a rapid decision opportunity. 
! A decision maker balances his decision-making tendencies. 
! A leader gets an unexpected opportunity to make a rapid decision.   

COURSE DETAILS 
! Target audience:  Informal and formal leaders at all levels.   
! Course length:  3 hours, 30 minutes.  Course can be lengthened with optional 

activities. 
! Facilitator certification:  DDI-certified facilitator required. 
! Prerequisites:  None. 
! Series:  Suitable for all environments.  Practice case studies (with video examples) 

include office and manufacturing situations.  
! Group size:  8 to 16 people. 
! Prework:  No. 

RELATED COURSES 
! Making Effective Decisions 
! Problem Analysis and Decision Making (for mid- to senior-level leaders) 
! Improving Personal Productivity 
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RESOLVING CONFLICT 
LEARNING FORMATS:  CLASSROOM; 
COMPARABLE WEB-BASED COURSE IS  
GUIDING CONFLICT RESOLUTION. 

SKILL PRACTICE COURSE  
ORDER NO. IMEX105 

Differences of opinion can quickly escalate into an out-
and-out battle.  In the workplace, it�s the leader�s role 
to recognize the signs of conflict, and then to quickly 
choose the appropriate level of involvement to help 
resolve the issue. 

This course teaches leaders how to recognize that a 
conflict is escalating and minimize damage by using 
the most appropriate resolution tactic�regardless of 
which stage a conflict is in.  Leaders also learn the 
true cost of conflict to an organization, and techniques 
for handling even the most challenging conflict-related 
discussions effectively. 

DO YOU FACE ANY OF THESE ISSUES? 
> Does conflict escalate because leaders fail to 

recognize the signs?  
> Do leaders know what to do when a conflict is 

affecting productivity or morale? 
> Do leaders have the skills to mediate a conflict 

when emotions are strong? 
> Are they aware of the real cost of conflict to the 

workgroup and to the organization? 

PERFORMANCE OBJECTIVES 
Helps leaders: 
> Effectively resolve workplace conflict and enhance 

productivity, efficiency, and morale. 
> Help others take responsibility for resolving 

workplace conflict. 
> Reduce the negative effects of workplace conflict  

on individuals, groups, and the organization. 

PRIMARY COMPETENCY DEVELOPED  
> Managing Conflict  

SECONDARY COMPETENCIES DEVELOPED 
> Building Strategic Working Relationships 
> Coaching 

COURSE OVERVIEW 
! When It Rains, It Pours:  A video illustrates the escalation of conflict, and 

participants identify behavioral signs of escalation and learn about the stages of 
conflict.  Learners discuss the obvious and hidden costs of conflict in the workplace.  
Team tables identify a situation when it was appropriate to use one of the four 
resolution tactics. 

! Using the Interaction Process to Resolve Conflict:  Learners use a Discussion 
Planner to analyze a positive model video of a leader using the coach tactic to help 
someone resolve his own conflict.  Participants discuss the leader�s effective use of 
the Interaction Guidelines and Key Principles. 

! Work It Out I:   Participants conduct two prepared skill practices using the coach 
resolution tactic.  

! Work It Out II:  Learners watch a video meeting focusing on people�s emotions and 
behaviors and discuss ways to defuse strong emotions and balance the discussion.  
Participants conduct two prepared skill practices using the mediate resolution tactic. 

! Session Close:  Table teams summarize assigned concepts and share key  
points with the rest of the group.  Volunteers respond �on the spot� to challenging 
conflict situations. 

VIDEO SEGMENT SUMMARIES 
! A discussion between two coworkers about whether the production group can  

fulfill a customer�s order several weeks sooner escalates from a difference of  
opinion to a dispute. 

! A leader coaches a team member on how to resolve his conflict with a coworker, 
leading to various discoveries and building his confidence in his ability to handle the 
situation himself. 

! People in a meeting exhibit different emotions and behaviors, exacerbating their 
conflict about shift coverage. 

COURSE DETAILS 
! Target audience:  Frontline leaders through mid-level managers. 
! Course length:  3 hours, 20 minutes.  Course can be lengthened with  

optional activities. 
! Facilitator certification:  DDI-certified facilitator required. 
! Prerequisites:  IM Essentials or Core Skills for Building Commitment. 
! Series:  Suitable for all environments; comparable health care version is  

Conflict Resolution.   
! Group size:  8 to 16 people. 
! Prework:  No. 

RELATED COURSES 
! Adaptive Leadership 
! Mastering Interaction Skills 
! Working Through Conflict (for workforce) 
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SUPPORTING LEADERSHIP 
DEVELOPMENT 
LEARNING FORMAT:  CLASSROOM 
ORDER NO. IMEX107 

You�ve mapped out the best leadership development 
curriculum possible.  The training is well received, and 
behavior is starting to change.  Then comes the kiss of 
death.  Little or no management support leaves newly 
trained leaders stuck spinning their wheels on the 
leadership development cycle. 

This course is designed specifically for the managers 
of leaders being trained in Interaction Management.  
It helps managers understand the concepts and 
techniques their direct reports are learning, and helps 
managers see what they need to do to support the 
organization and their new leaders in this critical 
leadership development initiative. 

DO YOU FACE ANY OF THESE ISSUES? 
> Do your leaders ask the question, "Has my 

manager been through this training?" 
> Do managers want to support their staff�s 

development but not know how to do it? 
> Do development efforts fall short of expected results 

due to lack of management support? 

PERFORMANCE OBJECTIVES 
Helps managers: 
> Establish and promote an atmosphere that stresses 

the importance of continuous learning and 
development. 

> Proactively support development efforts of others to 
increase the likelihood that they will have a 
successful development experience. 

> Create an action plan for supporting specific 
leadership development activities for their unit and 
the organization as a whole. 

> Ensure the organization receives a favorable return 
on investment of it�s time, resources, and finances 
devoted to staff development. 

PRIMARY COMPETENCY DEVELOPED  
> Aligning Performance for Success  

SECONDARY COMPETENCIES DEVELOPED 
> Coaching 
> Continuous Learning 
> Developing Others 
> Inspiring Others 

COURSE OVERVIEW 
! Crime Investigation, or Death of an Initiative:  Learners are engaged in a case 

study examining why an organizational initiative failed and the role managers 
played in contributing to that failure.  

! Your Organization�s Initiative:  An organization�s initiative is introduced or 
explained, including the business rational for doing it, how it supports organizational 
values and objectives, etc. 

! Interaction Process and Feedback Overview:  Key Principles, Interaction 
Guidelines, and the STAR feedback concept is introduced.  Video analysis activities 
help learners identify a leader�s use of Key Principles and to practice providing 
feedback on the use of those skills. 

! Getting Sustainable Results:  Learners discuss how to create an environment to 
support leadership development.  They acquaint themselves with the three 
elements of the supporting leadership development process:  engaging 
participation, developing skills and competence, and realizing results.  An 
informational tool kit allows participants to determine what it will take to get 
sustainable results in their own organization. 

! Challenging Situations:  Participants practice how they might handle challenging 
situations in supporting their leaders. 

! Action Planning:  Learners create a personal action plan to carry this leadership 
development effort forward. 

VIDEO SEGMENT SUMMARIES 
! A model of the Interaction Process shows a leader coaching a team member to 

negotiate with a long-standing supplier. 
! Coworkers discuss whether their work groups can meet a customer�s needs; the 

discussion escalates through the stages of conflict. 

COURSE DETAILS 
! Target audience:  Managers of leaders.  
! Module length:  3 hours, 30 minutes.  Course can be lengthened with optional 

activities. 
! Facilitator certification:  DDI-certified facilitator required. 
! Prerequisites:  None. 
! Series:  Suitable for all environments. 
! Group size:  8 to 16 people. 
! Prework:  Yes.  

RELATED COURSES 
! Achieving Your Leadership Potential 
! Adaptive Leadership  
! Coaching for Success  
! Guiding the Development of Others 
! Performance Planning:  Reviewing Progress 
! Performance Planning:  Setting Expectations  
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COACHING:  
DEVELOPING HIGH 
PERFORMANCE 
LEARNING FORMAT:  CLASSROOM 
SKILL PRACTICE COURSE  
ORDER NO. SR2 

By helping others develop critical thinking skills  
to work through problems, ideas, and opportunities, 
leaders can focus on broader strategic issues  
while creating an environment in which high 
performers excel.  

This course identifies techniques for developing 
self-leadership among individuals and teams. 

DO YOU FACE ANY OF THESE ISSUES? 
> Do leaders have a specific approach for developing 

high performers? 
> Are star performers leaving the company because 

they are not sufficiently challenged by their leaders? 
> Are leaders aware of the situational factors that 

influence the way they coach? 

PERFORMANCE OBJECTIVES 
Helps leaders: 
> Guide others to think for themselves when taking on 

a new challenge or solving problems. 
> Balance telling and seeking to provide support, 

encourage involvement, and share responsibility. 
> Develop all team members�with individual styles, 

abilities, and motivations�into high performers. 

PRIMARY COMPETENCY DEVELOPED  
> Coaching 

SECONDARY COMPETENCIES DEVELOPED 
> Delegating Responsibility 
> Developing Others 
> Gaining Commitment 

COURSE OVERVIEW 
! Open:  An analogy prompts discussion about the coaching role. 
! High Performance:  Leaders define high performance and identify characteristics 

of a high-performing person or group. 
! Creating the Environment:  Groups discuss how high-involvement leadership 

needs a special approach.  Coaching and its goals are defined, and a video shows 
how to create an environment in which people seek coaching and strive to be high 
performers. 

! Interaction Process:  Leaders review DDI�s Interaction Process relative to 
conducting coaching discussions.  

! CheckPoints:  Leaders learn six categories of information to use as the focus of 
coaching discussions.  They brainstorm questions to help those being coached to 
think through CheckPoints, and they identify ways to use Key Principles and 
CheckPoints effectively. 

! Customized Coaching:  Leaders learn to balance seeking, telling, and use of 
interaction skills to suit the situation. 

! Positive Models:  Participants discuss two positive models that highlight coaching 
tools and customized coaching. 

! Case Study:  Coaching worksheets help leaders prepare two customized coaching 
strategies.  They discuss how the experience, styles, and abilities of the person 
being coached affect the strategies. 

! Skill Practice:  Leaders practice coaching skills using CheckPoints, Key Principles, 
and Interaction Guidelines. 

VIDEO SEGMENT SUMMARIES 
! A conceptual video shows coaching challenges that leaders face. 
! Vignettes depict a week in the life of a leader who is creating an environment in 

which people are receptive to coaching. 
! The effective use of the Interaction Process and coaching CheckPoints is illustrated 

when a group leader guides a team leader through a challenging delegation.  
! A positive model shows a group leader coaching a team leader on how to approach 

an uncooperative manager. 

COURSE DETAILS 
! Target audience:  Frontline to senior-level leaders. 
! Course length:  5 hours, 15 minutes, or 3 hours, 45 minutes, Fast Track. 
! Facilitator certification:  DDI-certified facilitator required. 
! Prerequisites:  None. 
! Series:  Suitable for all environments. 
! Group size:  8 to 16 people. 
! Prework:  Yes. 

RELATED COURSES 
! Guiding the Development of Others 
! Taking Charge of Your Development  
! Coaching for Success 
! Adaptive Leadership 
! Mastering Interaction Skills 
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DELEGATING FOR  
PRODUCTIVITY  
AND GROWTH 
LEARNING FORMATS:  CLASSROOM, VIDEO- 
AND WORKBOOK-BASED SELF-STUDY,  
WEB-BASED 
SKILL PRACTICE COURSE 
ORDER NO. IM46 

To maintain a motivated workforce, leaders must 
become catalysts who transfer responsibility and 
authority.  

In this course, leaders learn skills for successfully 
matching people, responsibility, and authority to 
maximize involvement, productivity, motivation, and 
growth for individuals, groups, and the organization. 

DO YOU FACE ANY OF THESE ISSUES? 
> Do leaders spend time on tasks and  

responsibilities that others could do? 
> Are leaders insecure about their positions or 

reluctant to share their responsibilities? 
> Do leaders think they are the only ones  

in their departments capable of handling critical 
assignments? 

> Would you like your workforce to be more motivated 
by their tasks? 

PERFORMANCE OBJECTIVES 
Helps leaders: 
> Maximize involvement, productivity, motivation,  

and growth. 
> Prepare for and conduct effective delegation 

discussions. 
> Facilitate successful delegation by matching the 

right person(s) to the right responsibilities. 
> Handle delegation dilemmas, such as resistance 

and inappropriate ideas. 

PRIMARY COMPETENCY DEVELOPED  
> Delegating Responsibility 

SECONDARY COMPETENCIES DEVELOPED 
> Coaching 
> Follow-Up 
> Gaining Commitment 

COURSE OVERVIEW 
! Open:  Learners discuss the definition of delegation.  
! What and Why:  Leaders learn the benefits of delegating for themselves, the 

people to whom they delegate, and the organization.  Video and discussion 
illustrate what happens when a leader doesn�t delegate, primarily the messages the 
leader�s behavior sends and the harm it causes.  Leaders focus on their delegation 
opportunities. 

! Interaction Process:  Learners review the Interaction Process skills needed to 
conduct effective delegation discussions.  

! Skill Practice Process:  Learners use Discussion Notes forms to analyze a 
positive model of a leader conducting a delegating discussion.  They then provide 
feedback on the leader�s use of skills.  Four skill practice rounds follow, interspersed 
with the following content enhancement:  the importance of choosing the right 
person(s); the importance of establishing and adjusting effective control methods 
(leaders identify appropriate levels of control for a given person/ responsibility); and 
ways to handle delegation challenges. 

VIDEO SEGMENT SUMMARIES 
! A segment shows the consequences of a leader�s inability to effectively delegate. 
! A positive model shows a leader meeting with a team member who is reluctant to 

take on responsibilities for handling client calls and gathering customer feedback.  
! A positive model shows a leader delegating expense tracking responsibility to a 

team.  One member is willing to take on the responsibility but feels unqualified to  
do so. 

! Several segments present difficult situations that a leader might face when 
delegating responsibility to others. 

COURSE DETAILS 
! Target audience:  Frontline leaders to mid-level managers. 
! Course length:  6 hours, 10 minutes, or 4 hours, 20 minutes, Fast Track. 
! Facilitator certification:  DDI-certified facilitator required. 
! Prerequisites:  IM Essentials or Core Skills for Building Commitment.   
! Series:  Suitable for all environments. 
! Group size:  8 to 16 people. 
! Prework:  No. 

RELATED COURSES 
! Delegating and Monitoring (for mid-level to senior-level leaders) 
! Coaching for Success 
! Personal Empowerment:  Taking Initiative (for workforce) 
! Influential Leadership 
! Mastering Interaction Skills 
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EMPOWERING LEADER® 

LEARNING FORMATS:  CLASSROOM 

ORDER NO. SR55 

Do leaders possess the awareness and skills they 
need to introduce, manage, and perpetuate an 
environment where people are encouraged to think for 
themselves and assume greater responsibilities?  

This workshop helps leaders identify areas to focus 
on in building empowerment in their work group and 
the organization. 

DO YOU FACE ANY OF THESE ISSUES? 
> Do leaders fear they will lose power or control if 

they empower employees? 
> Are employees frustrated and demotivated because 

they don�t feel challenged or empowered? 
> Do leaders understand all the variables that impact 

empowerment�leadership behaviors, job design, 
and systems and environment? 

PERFORMANCE OBJECTIVES 
Helps leaders: 
> Encourage and support empowerment in their  

work groups. 
> Find ways to make people�s jobs more interesting, 

motivating, and empowering. 
> Help the organization become more empowering. 
> Plan their continued development as  

empowering leaders. 

PRIMARY COMPETENCY DEVELOPED  
> Inspiring Others 

SECONDARY COMPETENCIES DEVELOPED 
> Delegating Responsibility 
> Strategic Job Design 

COURSE OVERVIEW 
! Why Empowerment?:  A simulation and video interviews show differences 

between empowered and unempowered environments as well as key elements and 
benefits of empowerment.  The �Zapp-sapp� concept is introduced. 

! What�s Holding Us Back?:  A video shows common concerns about 
empowerment.  Leaders relate the concerns to their own worries.  

! Empowerment Arenas:  Forces that support and work against empowerment and 
the leader�s role in influencing these forces are explained by reviewing three 
Empowerment Arenas.  The next three units have leaders build lists of Zapps and 
sapps related to each Empowerment Arena�Job Design, Systems and 
Environment, and Leadership.  Empowerment Principles are introduced for each 
arena.  Leaders rate how well the organization is doing in each arena and develop 
action plans to improve.  

! Beginning the Empowerment Journey:  A series of activities has leaders explore 
opportunities to share responsibility and decision-making authority with people in 
their work group, and they begin applying the Empowerment Principles.  In small 
groups, learners �consult with their organization� on how to eliminate sapps 
identified earlier.  They develop improvement ideas and outline actions they�ll need 
to take to implement their ideas. 

VIDEO SEGMENT SUMMARIES 
! Leaders and group members describe what it�s like to work in an  

empowered workplace. 
! Leaders reveal their worries and concerns about empowering people  

in specific situations. 
! The three Empowerment Arenas are introduced and their impact on  

empowerment is explored.  
! Leaders sapp people by missing opportunities to empower them or not supporting 

empowerment.  The same situations are then handled in an empowering way. 

COURSE DETAILS 
! Target audience:  Frontline leaders to mid-level managers. 
! Course length:  5 hours, 40 minutes, or 4 hours, Fast Track (focuses on just the 

Leadership Empowerment Arena). 
! Facilitator certification:  DDI certification not required. 
! Prerequisites:  None. 
! Series:  Suitable for all environments. 
! Group size:  8 to 16 people. 
! Prework:  No. 

RELATED COURSES 
! Personal Empowerment:  Taking Initiative (for workforce) 
! Being a Leader:  Everyone�s Role 
! Delegating for Productivity and Growth 
! Adaptive Leadership 
! Influential Leadership 
! Achieving Your Leadership Potential 
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GUIDING THE 
DEVELOPMENT  
OF OTHERS 
LEARNING FORMATS:  CLASSROOM,  
WEB-BASED 
SKILL PRACTICE COURSE  
ORDER NO. SR6 

Developing organizational talent is a key  
leadership responsibility critical to an organization�s 
success.  Leaders must foster and put into action 
shared responsibility.  

This course provides leaders, coaches, and 
mentors with the necessary skills and a practical 
process to develop talent.  It focuses on a leader�s 
critical role before, during, and after the 
development plan. 

DO YOU FACE ANY OF THESE ISSUES? 
> Are employees struggling to keep their knowledge 

and skills up to date? 
> Are leaders responsible for developing employees 

but have no idea how to begin? 
> How well do leaders measure and monitor the 

progress of development objectives, and do they 
have behavioral data to help? 

PERFORMANCE OBJECTIVES 
Helps leaders: 
> Ensure individual development goals align with 

organizational business strategy. 
> Gather and review formal and informal behavioral 

data to determine a person�s strengths and 
development needs. 

> Plan and conduct discussions on strengths and 
development needs, and measure and monitor 
development progress. 

> Handle challenging development discussions. 

PRIMARY COMPETENCY DEVELOPED  
> Developing Others 

SECONDARY COMPETENCIES DEVELOPED 
> Coaching 
> Gaining Commitment 

COURSE OVERVIEW 
! The Development Cycle:  Leaders discuss their role and that of individuals being 

developed. They explore the Development Cycle by working through a case study, 
with opportunities to build skills and apply tools for each component of the cycle. 

! Business Strategy and Success Profile:  Leaders learn about the need to link 
individual development efforts with critical business strategies. 

! Assess and Diagnose:  The facilitator introduces the concept of informal data (and 
formal data, if appropriate) used to determine strengths and development areas in 
relation to the Success Profile. 

! Discuss Strengths/Development Areas:  A video models the purpose and 
importance of facilitating a two-way discussion of strengths and development areas. 

! Create and Implement the Development Plan:  Learners explore their role in the 
development planning process and review several tools and techniques to support 
that role. 

! Measure and Monitor Success:  Leaders explore a development measuring/ 
monitoring tool for use before, during, and after development activities. 

! Handling Challenging Situations:  Leaders strategize solutions to difficult 
development situations. 

VIDEO SEGMENT SUMMARIES 
! A leader effectively uses the Interaction Process to gain a team member�s 

commitment to develop a plan to close a skill gap. 
! Video shows a collage of reactions that leaders might face during the  

Development Cycle. 

COURSE DETAILS 
! Target audience:  Frontline to senior-level leaders. 
! Course length:  6 hours, 30 minutes, or 4 hours, Fast Track.  
! Facilitator certification:  DDI-certified facilitator required. 
! Prerequisites:  None. 
! Series:  Suitable for all environments. 
! Group size:  8 to 16 people. 
! Prework:  Yes. 

RELATED COURSES 
! Coaching for Success 
! Taking Charge of Your Development (for workforce) 
! Keeping Talent 
! Achieving Your Leadership Potential 
! Influential Leadership 
! Adaptive Leadership 
! Mastering Interaction Skills 
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HELPING OTHERS ADAPT 
TO CHANGE 
LEARNING FORMATS:  CLASSROOM, VIDEO-
AND WORKBOOK-BASED SELF-STUDY,  
WEB-BASED 
SKILL PRACTICE COURSE 
ORDER NO. IM47 

What is the cost and impact to your organization if 
workers are disoriented by change?   

This course focuses on the crucial role leaders have 
in effectively exploring change, introducing change, 
and helping others overcome resistance typically 
associated with change.  Leaders learn how to 
conduct effective change discussions that minimize 
the potentially negative effects of change on 
morale, processes, and productivity. 

DO YOU FACE ANY OF THESE ISSUES? 
> Are leaders dealing with workers whose morale, 

productivity, and/or effectiveness have declined due 
to workplace changes? 

> Are leaders effective at introducing changes to the 
workplace? 

> Are leaders able to help others overcome 
resistance to change? 

PERFORMANCE OBJECTIVES 
Helps leaders: 
> Understand the impact of change on themselves 

and others. 
> Prepare for and conduct discussions that introduce 

change to others and overcome people�s resistance 
to change. 

> Minimize the potentially negative effects of not 
adapting to change on morale, collaboration,  
and productivity. 

> Foster trust and teamwork during change. 

PRIMARY COMPETENCY DEVELOPED  
> Facilitating Change 

SECONDARY COMPETENCIES DEVELOPED 
> Coaching 
> Gaining Commitment 
> Leading Through Vision and Values 

COURSE OVERVIEW 
! Open:  An activity reveals the disorientation people experience in response to 

change.  Disorientation and its impact in the workplace are defined.  Leaders 
discuss their own reactions to change, and current work group changes are shared. 

! Sparking Involvement and Commitment:  In a journal activity, leaders discover 
three types of change discussions�exploring change, introducing change, and 
overcoming resistance to change.  They learn how to act as catalysts for change to 
help people move through disorientation. 

! Interaction Process:  The facilitator reviews Interaction Process skills needed to 
conduct change discussions.  

! Skill Practice Process:  Discussion Notes forms are used to analyze a model of a 
leader conducting an introducing-change discussion.  Learners give feedback on 
the leader�s skills.  Two skill practice rounds follow. 

! Introducing Change Challenges:  Learners view challenging change situations 
and respond to each using their new skills.  

! Skill Practices:  A second case study and two additional skill practice rounds focus 
on overcoming resistance to change. 

! Overcoming Resistance to Change Challenges:  Leaders view and respond to 
challenging change scenarios. 

VIDEO SEGMENT SUMMARIES 
! In a positive model, a task force leader introduces a major change to the group�a 

nearly completed project has been expanded and must be redone.  The leader 
minimizes resistance to the change. 

! Difficulties to introducing change are shown�people disoriented by or resistant to 
the change, feeling uninvolved, and appearing to accept the change but continuing 
to do things the old way. 

! A positive model shows a leader meeting with a team member to discuss the 
member�s resistance to a cross-training initiative.  

! Scenarios show challenges a leader faces in helping others overcome resistance to 
change�a person taking no action to achieve a change, and someone refusing to 
develop ideas to execute a change. 

COURSE DETAILS 
! Target audience:  Frontline leaders to mid-level managers. 
! Course length:  6 hours, 20 minutes, or 4 hours, 20 minutes, Fast Track. 
! Facilitator certification:  DDI-certified facilitator required. 
! Prerequisites:  IM Essentials or Core Skills for Building Commitment.   
! Series:  Suitable for all environments. 
! Group size:  8 to 16 people. 
! Prework:  No. 

RELATED COURSES 
! Leadership: Facilitating Change 
! Adapting to Change  
! Adaptive Leadership 
! Mastering Interaction Skills 
! Influential Leadership 
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KEEPING TALENT  
LEARNING FORMAT:  CLASSROOM 
SKILL PRACTICE COURSE  
ORDER NO. SR62 

Your leaders understand their importance in retaining 
talent, but do they know how to do it?  

This course helps leaders to conduct the types of 
ongoing discussions needed to ensure that the 
organization retains Key Players�regardless of 
whether these Key Players are satisfied and 
motivated or have one foot out the door. 

DO YOU FACE ANY OF THESE ISSUES? 
> Do leaders understand that �dissatisfaction with my 

manager� is a primary reason given by employees 
for leaving their job? 

> How often do leaders talk with employees about job 
satisfaction and intent to stay? 

> Are your leaders held accountable for  
keeping talent?  

> Has turnover increased, and are you losing  
valued employees? 

> Do leaders know how to handle issues that come 
up in job satisfaction discussions?  

> Do you want to ensure your happy, satisfied 
employees stay that way? 

PERFORMANCE OBJECTIVES 
Helps leaders: 
> Demonstrate to Key Players their value to  

the organization.  
> Open the lines of communication with Key Players 

about job satisfaction and intent to stay. 
> Take action to reduce turnover in their group. 
> Take accountability for retaining Key Players. 

PRIMARY COMPETENCIES DEVELOPED  
> Building Trust 
> Inspiring Others 

SECONDARY COMPETENCIES DEVELOPED 
> Building a Successful Team  
> Developing Others 
> Leading Through Vision and Values 

COURSE OVERVIEW 
! Re-Recruiting�A Daily Priority:  Leaders rate the organization�s emphasis on 

retention and their critical role in influencing it.  The group discusses the trend to 
make managers accountable for retention.  Leaders brainstorm retention issues and 
barriers and benefits to discussing these issues with employees.  They begin 
completing tools to help weigh the value a person contributes and their likelihood of 
leaving.  The facilitator introduces the concept of turnover vulnerability.  Leaders 
complete the Describe Your Own (DYO) Skill Practice form using one person from 
their worksheet. 

! How to KEEP Talent:  Using a case study, participants learn a four-step 
technique�KEEP�for initiating retention discussions and they view positive 
models of a manager using this technique.  Small groups strategize follow-up plans 
to assigned retention issues.  The facilitator emphasizes the need for retention 
discussions and the power of the employee/manager relationship.  Leaders rate 
their behaviors that inspire trust or demonstrate their trust in others. 

! Skill Practices:  The facilitator overviews the skill practice process for pairs.  
Leaders plan and conduct a retention discussion�based on their DYO situations�
using the KEEP technique.  They view another brief positive model and then switch 
roles with their partner and engage in another skill practice.  Partners help each 
other plan follow-up actions for their skill practice situations.   

! Summary and Next Steps:  Closing the case study, leaders see what can happen 
if they don�t apply the skills learned.  Facilitator encourages them to use the tools 
provided and closes the session. 

VIDEO SEGMENT SUMMARIES 
! A leader meets with a Key Player on his team who appears to be more than 

satisfied with his role and the organization. 
! The previous segment is replayed with additional footage showing the leader using 

the KEEP technique. 
! A leader meets with a team member who is feeling unchallenged but is reluctant to 

discuss her consideration of outside job opportunities. 
! A leader meets with a high-initiative team member who�s making it no secret that 

she�s pursuing other opportunities.   

COURSE DETAILS 
! Target audience:  Frontline leaders to mid-level managers. 
! Program length:  2 hours, 30 minutes.  No Fast Track option. 
! Facilitator certification:  DDI-certified facilitator required. 
! Prerequisites:  None. 
! Series:  Suitable for all environments. 
! Group size:  8 to 16 people. 
! Prework:  No. 

RELATED COURSES 
! Retaining Talent:  The Leader�s Role 
! Guiding the Development of Others 
! Trust:  Strengthening the Foundation 
! Influential Leadership 
! Adaptive Leadership 
! Mastering Interaction Skills 



INTERACTION MANAGEMENT®:  TACTICS AND 
STRATEGIES FOR EFFECTIVE LEADERSHIP® 

 

 

© Development Dimensions International, Inc., MMIII.  All rights reserved.32 LearningLinks
  

LEADERSHIP:   
FACILITATING CHANGE  
LEARNING FORMAT:  CLASSROOM 

ORDER NO. SR1 

How your company handles change depends on how 
your leaders help people move from the disorientation 
stage to integration and acceptance. 

This course shows leaders how to make change a 
positive experience for others by focusing people on 
a shared vision, building business partnerships, 
championing ongoing improvement, and creating an 
environment in which learning is encouraged. 

DO YOU FACE ANY OF THESE ISSUES? 
> Are your leaders active change agents or victims of 

change? 
> Does productivity or team effectiveness decrease 

when changes occur at work, and are group �turf 
wars� a problem?  

> Are the company�s vision and values empty words? 
> Do leaders focus employees� learning so they 

contribute to the company�s success? 

PERFORMANCE OBJECTIVES 
Helps leaders: 
> Feel comfortable with change, become agents for 

positive change, and help others feel the same.  
> Establish greater role clarity for themselves  

and others.  
> Plan actions they can take to achieve the 

company�s vision, champion continuous 
improvement, build business partnerships, and 
facilitate learning. 

PRIMARY COMPETENCIES DEVELOPED  
> Facilitating Change 
> Leading Through Vision and Values 

SECONDARY COMPETENCIES DEVELOPED 
> Building Partnerships 
> Developing Others 

COURSE OVERVIEW 
! Open:  Participants share challenging changes at work, and a Reality Checklist 

pinpoints leadership concerns. 
! Change:  The facilitator introduces the four phases of change and the roles  

of leaders.  
! Leading Through Vision and Values:  Learners discuss the gaps  

between the vision (the �talk�) and reality (the �walk�).  Leaders  
translate the organization�s vision into specific practices and behaviors. 

! Championing Continuous Improvement:  A simulation, case study, and video 
help learners identify specific actions they can take to champion continuous 
improvement. 

! Building Business Partnerships:  Leaders view positive and negative models  
and plan specific partnership-building actions to support their change goal.  This 
includes do�s and don�ts. 

! Facilitating Learning:  The facilitator presents adult learning principles.  Lessons 
learned from mistakes show the value of teachable moments.  Participants next 
devise a development plan and specific actions to help them facilitate the learning 
needed. 

! Key Principles:  Learners explore the five Key Principles that help fulfill the four 
leadership roles. 

! Summary:  Participants revisit how four roles for facilitating change address issues 
from their Reality Checklist. 

VIDEO SEGMENT SUMMARIES 
! Vignettes illustrate common gaps between reality and an organization�s vision and 

values. 
! A team is shown before, during, and after a process improvement cycle. 
! Positive and negative models help learners compare effective and ineffective ways 

to build partnerships. 

COURSE DETAILS 
! Target audience:  Frontline to senior-level leaders. 
! Course length:  5 hours, 35 minutes, or 3 hours, 45 minutes, Fast Track. 
! Facilitator certification:  DDI-certified facilitator required. 
! Prerequisites:  None. 
! Series:  Suitable for all environments. 
! Group size:  8 to 16 people. 
! Prework:  Yes. 

RELATED COURSES 
! Adapting to Change 
! Helping Others Adapt to Change 
! Adaptive Leadership 
! Partnerships:  Creating Synergy 
! Guiding the Development of Others 
! Influential Leadership 
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LEADING YOUR  
TEAM TO OPTIMAL 
PERFORMANCE  
LEARNING FORMAT:  CLASSROOM 

ORDER NO. SR7 

Though a team�s attitude and abilities play a critical 
part in reaching optimal performance, it is the leader 
who can be the �make or break� factor.  The leader�s 
knowledge, skills, and abilities can transform an 
acceptable team into an exceptional one. 

Team leader roles often fall into one of three 
categories�coach, developer, or influencer.  This 
course strengthens leaders� abilities in these roles, 
especially the influencer role, to help ensure optimal 
performance for their team and organization. 

DO YOU FACE ANY OF THESE ISSUES? 
> Are leaders spending too much time battling internal 

and external barriers? 
> Are there skill gaps in teams that leaders still need 

to close? 
> Do leaders understand their roles and know which 

is the most appropriate to use when? 

PERFORMANCE OBJECTIVES 
Helps leaders: 
> Apply best practices for their roles as influencer, 

coach, and developer. 
> Assess and improve team effectiveness through the 

Team Performance Formula. 
> Develop strategies for influencing and improving 

situations, including challenging ones. 

PRIMARY COMPETENCY DEVELOPED  
> Building a Successful Team  

SECONDARY COMPETENCY DEVELOPED 
> Gaining Commitment 

COURSE OVERVIEW 
! The Ideal Team:  Learners develop a profile for successful teams, learn about the 

Team Performance Formula, and rate their team�s performance using the Team 
Performance Survey.  

! Team Performance Formula and the Three Roles:  Learners discuss how the 
team leader roles can be used to improve a team�s skills, practices, and 
environment.   

! Defining the Three Roles:  Learners watch a positive model of each of the three 
roles.  They develop stories around these roles using situations they have faced, 
and they identify which best practices they applied.  Self-assessments show how 
they carried out the roles. 

! Acting on the Three Roles:  Leaders build skills in specific roles by preparing for 
and modeling best practices and receiving feedback. 

! Handling Challenging Situations:  Leaders review challenging �what would you 
do� situations for the influencer role and recommend strategies for handling them.  
They relate the examples to similar circumstances they are facing or have faced. 

! Meanwhile Back at the Workplace:  Using an action planner, leaders prepare to 
handle an influencing situation they are facing back on the job.  They develop a 
strategy for the situation and receive feedback from a partner. 

! Action Planner:  Leaders review their strengths and development needs using data 
accumulated in the workshop.  They develop a plan to strengthen one of  
the roles. 

VIDEO SEGMENT SUMMARIES 
! Conceptual video shows everyday challenges that team leaders face. 
! Three segments model each team leader role. 
! One team member needs to improve meeting facilitation skills and another is 

anxious over an upcoming presentation. 
! Segments show a team leader influencing her manager and attempting to align the 

organization�s systems. 
! A closing clip shows the results of the opening video leader�s efforts to lead her 

team to optimal performance. 

COURSE DETAILS 
! Target audience:  Frontline to senior-level leaders. 
! Course length:  7 hours, 15 minutes, or 4 hours, Fast Track. 
! Facilitator certification:  DDI-certified facilitator required. 
! Prerequisites:  None. 
! Series:  Suitable for all environments. 
! Group size:  8 to 16 people. 
! Prework:  No. 

RELATED COURSES 
! Optimizing Team Performance  
! Team Performance Survey 
! Influential Leadership 
! Coaching for Success 
! Leading Teams 
! Adaptive Leadership 
! Guiding the Development of Others 
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PARTNERSHIPS:  
CREATING SYNERGY 
LEARNING FORMAT:  CLASSROOM 
SKILL PRACTICE COURSE 
ORDER NO. SR3 

Changing boundaries and responsibilities make it 
difficult to build and sustain partnerships, yet they  
are more important than ever for reaching 
organizational goals. 

This course helps leaders identify their role in 
establishing alliances among work groups, 
management, customers, and suppliers.  They learn 
how to establish true partnerships to meet customer 
needs by developing strategies for gaining people�s 
commitment to working together. 

DO YOU FACE ANY OF THESE ISSUES? 
> Are your competitors trying to take away your best 

customers by partnering with them? 
> Are partnerships strained across your organization, 

or do organizational silos exist? 
> Do leaders understand their role in building 

business partnerships and employ strategies to 
ensure that they encourage partnerships? 

> Do leaders fear other groups on their turf? 

PERFORMANCE OBJECTIVES 
Helps leaders: 
> Recognize how their actions and those of their team 

affect others� performance. 
> Work with internal and external partners to achieve 

shared goals and win situations for all. 
> Handle difficult as well as everyday partnership 

interactions. 
> Support and encourage their work group�s efforts to 

form effective partnerships. 

PRIMARY COMPETENCY DEVELOPED  
> Building Partnerships 

SECONDARY COMPETENCIES DEVELOPED 
> Building Trust 
> Communication 

COURSE OVERVIEW 
! Open:  An exercise encourages buy-in to a partnership ethic, and the limited power 

of companies that don�t support partnerships is shown on video. 
! Barriers and Benefits:  Leaders examine effective and ineffective partnerships and 

identify personal and organizational barriers to building partnerships. 
! Personal Strategies:  Leaders learn Personal Strategies for building partnerships 

and assess their willingness and ability to apply each. 
! Partnership CheckPoints:  Six CheckPoints provide a foundation tool for building, 

planning, analyzing, and monitoring partnerships.  Benefits and applications are 
discussed. 

! Partnerships Through Communication:  The critical need for effective 
communication skills (the Interaction Process) is shown and applied to partnering 
activities.  

! The Partnership Begins:  A video model has leaders audit a lead partner�s 
effectiveness using Personal Strategies, CheckPoints, and communication skills. 

! Skill Practices and Handling Difficult Partnering Situations:  Leaders practice 
partnership discussions and provide feedback to one another.  Between skill 
practice rounds, leaders examine and resolve difficult partnering situations.  In a 
second skill practice, leaders focus on a challenging partnership situation. 

VIDEO SEGMENT SUMMARIES 
! An animated segment shows the impact of organizational and personal boundaries 

on partnerships. 
! A positive model of Interaction Process skills and CheckPoints shows a project 

leader and a manager discussing how their teams can work together to meet a 
specific customer need.  

! The same project leader and manager model negotiation of the implementation 
process and evaluation of their teams� success. 

COURSE DETAILS 
! Target audience:  Frontline to senior-level leaders. 
! Course length:  7 hours, 40 minutes, or 3 hours, 45 minutes, Fast Track. 
! Facilitator certification:  DDI-certified facilitator required. 
! Prerequisites:  None. 
! Series:  Suitable for all environments. 
! Group size:  8 to 16 people. 
! Prework:  Yes. 

RELATED COURSES 
! Partnerships for Improvement 
! Influential Leadership 
! Adaptive Leadership 
! Mastering Interaction Skills 
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PERFORMANCE PLANNING:  
REVIEWING PROGRESS 
LEARNING FORMATS:  CLASSROOM, 
WORKBOOK-BASED SELF-STUDY, WEB-BASED 
SKILL PRACTICE COURSE 
ORDER NO. IM42 

Regular progress reviews focus everyone�leaders, 
individuals, and teams�on meeting goals through  
ongoing data collection and feedback.   

This course helps leaders build skills for tracking 
progress, providing specific, balanced feedback, 
and conducting review discussions.  It emphasizes 
the leader�s role of offering ongoing support, 
guidance, and resources while encouraging others 
to assume responsibility for achieving their plan.  It 
also focuses on revisiting objectives and tracking 
methods if priorities change. 

DO YOU FACE ANY OF THESE ISSUES? 
> Do leaders dread conducting performance  

review discussions? 
> Are leaders tracking, measuring, and providing 

appropriate performance feedback? 

PERFORMANCE OBJECTIVES 
Helps leaders: 
> Plan and conduct effective reviews that encourage 

employees to sustain good performance and 
improve where needed. 

> Champion monitoring, collecting, and analyzing 
performance data as shared responsibilities. 

> Meet personal and practical needs during reviews 
using Interaction Process skills. 

PRIMARY COMPETENCY DEVELOPED  
> Aligning Performance for Success 

SECONDARY COMPETENCIES DEVELOPED 
> Building a Successful Team 
> Work Standards 

COURSE OVERVIEW 
! Open:  Leaders discuss how they feel when having their own performance 

reviewed and how they feel when they are reviewing progress with direct reports.  
The Performance Planning Cycle positions progress reviews, emphasizing they 
occur at critical milestones in the cycle. 

! FYI:  Important terminology�feedback techniques, STARS, and STAR/ARs�is 
reviewed as an introduction or refresher of performance planning concepts.  Case 
study activities build skills.  

! Pitfall Prevention:  A �what can go wrong� video portrays an ill-prepared leader.  
Leaders identify pitfalls, share their own experiences, and discuss consequences. 
They choose pitfalls to identify and record solutions as they build skills in the 
session.  

! The Interaction Process:  Leaders review the use of the Interaction Process to 
conduct effective progress review discussions.  

! Skill Practice Process:  In a case study, learners use Discussion Notes forms and 
Performance Planning worksheets to analyze a positive model of a reviewing-
progress discussion.  They provide feedback on the leader�s use of skills, and two 
skill practice rounds follow. 

! Challenging Situations:  Leaders view and record how they might handle 
challenging situations.  

! Skill Practices:  Two more skill practices are conducted, with partners providing a 
challenge. 

VIDEO SEGMENT SUMMARIES 
! The subject of reviewing progress is introduced when a poorly prepared leader 

rushes through a progress review, providing untimely, unspecific, and unbalanced 
feedback. 

! A leader reviews progress with an individual who has met most objectives but is 
below expectations in one key area. 

! A team reviewing progress has met most objectives but is below expectations in an 
important area. 

! Scenarios show difficult situations faced in reviewing progress. 

COURSE DETAILS 
! Target audience:  Frontline leaders to mid-level managers. 
! Course length:  5 hours, 35 minutes, or 4 hours, Fast Track. 
! Facilitator certification:  DDI-certified facilitator required. 
! Prerequisites:  IM Essentials or Core Skills for Building Commitment.  
! Series:  Suitable for all environments. 
! Group size:  8 to 16 people.  
! Prework:  No. 

RELATED COURSES 
! Performance Planning:  Setting Expectations 
! Coaching for Success 
! Coaching for Improvement 
! Managing Performance Problems 
! Feedback Fundamentals 
! Mastering Interaction Skills 
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PERFORMANCE  
PLANNING: SETTING 
EXPECTATIONS 
LEARNING FORMATS:  CLASSROOM, VIDEO-
AND WORKBOOK-BASED SELF-STUDY,  
WEB-BASED 
SKILL PRACTICE COURSE 
ORDER NO. IM41 

Identifying performance expectations is a shared 
process.  Objective-based performance expectations are 
critical to individual, team, and organizational success.   

This course helps leaders prepare for and conduct 
planning discussions, encourage continued 
involvement, and work with project teams or  
task forces on their performance plans. 

DO YOU FACE ANY OF THESE ISSUES? 
> Are leaders evaluating the performance 

of associates fairly? 
> Do leaders provide the guidance and support 

employees need to meet goals? 
> Are leaders aware of and able to effectively handle 

the challenges that can arise in establishing 
performance plans? 

PERFORMANCE OBJECTIVES 
Helps leaders: 
> Help others identify performance expectations that 

support organizational goals. 
> Encourage meaningful involvement as people 

develop their performance plans. 
> Set expectations within their area of responsibility 

with direct reports or as a leader without formal 
position power. 

> Meet people�s personal and practical needs during 
expectation-setting discussions. 

PRIMARY COMPETENCY DEVELOPED  
> Aligning Performance for Success 

SECONDARY COMPETENCIES DEVELOPED 
> Building a Successful Team 
> Gaining Commitment 
> Work Standards 

COURSE OVERVIEW 
! Open:  Leaders discuss the importance of setting expectations and how they feel 

about doing so, both with leaders and as leaders.  A video shows challenges they 
will learn to overcome. 

! Terminology:  Key terms, such as key result areas, objectives, and behaviors, are 
defined through discussion and activities. 

! Interaction Process:  Learners review Key Principles to meet personal needs and 
Interaction Guidelines and process skills to meet practical needs for expectation-
setting discussions.  

! Learning and Skill Practice Process:  In a case study, learners use Discussion 
Notes forms and Performance Planning worksheets to analyze a positive model of 
an expectation-setting discussion.  They then provide feedback on the leader�s use 
of skills.  Two skill practice rounds follow. 

! Challenging Situations:  Leaders view and record how they might handle difficult 
expectation-setting situations.  

! Skill Practices:  Two more skill practices are conducted with partners providing a 
challenge.  

! Tracking and Feedback:  The importance of tracking and feedback, using the 
STAR concept, is reviewed as a way of collecting performance data in the Ongoing 
Tracking and Feedback phase of the Performance Planning Cycle. 

VIDEO SEGMENT SUMMARIES 
! A leader is challenged by a new customer service person�s discomfort in setting 

expectations in a new key result area. 
! A telemarketing team leader models helping a new team member, who is 

concerned about getting up to speed quickly, identify expectations for his annual 
performance plan.  

! A leader and his team provide a positive model of identifying performance plan 
expectations.  

! Scenarios show challenging situations that a leader might face when helping others 
set expectations. 

COURSE DETAILS 
! Target audience:  Frontline leaders to mid-level managers. 
! Course length:  6 hours, 5 minutes, or 4 hours, 5 minutes, Fast Track. 
! Facilitator certification:  DDI-certified facilitator required. 
! Prerequisites:  IM Essentials or Core Skills for Building Commitment. 
! Series:  Suitable for all environments. 
! Group size:  8 to 16 people. 
! Prework:  No. 

RELATED COURSES 
! Performance Planning:  Reviewing Progress 
! Guiding the Development of Others 
! Coaching for Success 
! Taking Charge of Your Development (for workforce) 
! Mastering Interaction Skills 
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THUNDERBOLT 
THINKING®:  BUILDING  
AN INNOVATIVE 
WORKPLACE  
LEARNING FORMAT:  CLASSROOM 

ORDER NO. SRTT 

Generating innovative ideas and solutions doesn�t 
have to be haphazard.  Company success and 
survival depend on employees who can think about 
and address issues. 

Thunderbolt Thinking® teaches leaders to use 
proven techniques to build a workplace that sparks 
and fosters innovation. 

DO YOU FACE ANY OF THESE ISSUES? 
> Do work groups have trouble coming up with ideas 

for solving problems?  
> Are leaders open to new approaches and 

suggestions that break from tradition? 
> Does �the talk� of thinking outside the box match 

�the walk�? 

PERFORMANCE OBJECTIVES 
Helps leaders: 
> Implement the three stages involved in building  

an innovative workplace. 
> Develop strategies for managing an effective 

thinking process and fostering innovation. 
> Apply Thunderbolt Thinking to ensure successful 

individual and team results. 
> Use flexibility, awareness, courage, humor,  

and action to develop new possibilities that  
break with tradition. 

> Bring new insights to decision making by applying 
innovative thinking tools and techniques. 

PRIMARY COMPETENCY DEVELOPED  
> Innovation 

SECONDARY COMPETENCIES DEVELOPED 
> Decision Making 
> Facilitating Change 

COURSE OVERVIEW 
! Preparation�The Theory Behind Being Effective:  Learners are introduced to 

the Thunderbolt Thinking concept and discuss barriers to innovative thinking.   
The facilitator next explains the three stages of building an innovative workplace.  
Leaders discover the Lucky 13 strategies and select one to focus on in the 
preparation stage.  Learners review creativity, analysis, and innovation and  
develop how-to actions to help them prepare work groups for the innovative  
thinking process. 

! Practice�Becoming More Effective:  The value of practice in the innovative 
thinking process is shown.  Each leader again identifies a Lucky 13 strategy on 
which to focus, and they learn the Thunderbolt Thinking model.  The �Master  
the Conversation� step shows a way to leverage creative and analytical skills.   
Activities highlight the value of techniques to build work groups� innovative  
thinking skills.  Leaders develop how-to actions for creating practice opportunities 
for their work groups. 

! Performance�Leadership That Leads to Innovation:  Leaders choose a final 
Lucky 13 strategy on which to focus.  They explore benefits and rationale of 
meetings as a starting place.  They also design approaches to transform meetings 
into �communities for thinking.�  Through action planning, leaders discover ways to 
build Thunderbolt Spirit. 

VIDEO SEGMENT SUMMARIES 
! No video. 

COURSE DETAILS 
! Target audience:  Frontline leaders to mid-level managers. 
! Course length:  6 hours, or 3 hours, 30 minutes, Fast Track.  
! Facilitator certification:  DDI-certified facilitator required. 
! Prerequisites:  None. 
! Series:  Suitable for all environments. 
! Group size:  8 to 16 people. 
! Prework:  No. 

RELATED COURSES 
! Adaptive Leadership 
! Being a Leader:  Everyone�s Role 
! Influential Leadership 
! Thunderbolt Thinking®:  Innovation Fundamentals (for workforce) 
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TRUST:   
STRENGTHENING  
THE FOUNDATION  

LEARNING FORMATS:  CLASSROOM,  
WEB-BASED 

ORDER NO. SR5 

High-performance organizations are built on a 
foundation of trust.  Vital leadership skills include 
personal strategies to strengthen trust at work and 
ways to overcome common trust traps.  

This course builds awareness of these traps and 
strategies, helping leaders create an environment  
in which people take risks, identify and solve 
problems, and work together. 

DO YOU FACE ANY OF THESE ISSUES? 
> Do employees trust leaders? 
> Are leaders aware of the untrustworthy behaviors 

they are exhibiting? 
> Do leaders understand why trust is a business 

imperative and what strategies they should use to 
build or regain trust? 

PERFORMANCE OBJECTIVES 
Helps leaders: 
> Describe a vision of and develop a plan for 

achieving a trusting work environment. 
> Influence others about the benefits of solid,  

trusting relationships. 
> Encourage open communication, thereby 

strengthening trust and contributing to the team�s 
and organization�s success. 

> Plan an on-the-job strategy for strengthening trust 
within an interdependent environment. 

PRIMARY COMPETENCY DEVELOPED  
> Building Trust 

SECONDARY COMPETENCIES DEVELOPED 
> Building a Successful Team 
> Communication 
> Inspiring Others 
> Integrity 
> Leading Through Vision and Values 

COURSE OVERVIEW 
! Open:  Leaders discuss the relevance of a video illustrating the impact of mistrust in 

the workplace. 
! The High Cost of Low Trust:  Mindmapping helps describe causes of mistrust in 

business and its day-to-day impact.  
! Trust Traps:  Behaviors leading to mistrust and common trust traps are discussed. 

A video helps leaders identify and discuss how to avoid trust traps into which 
they�ve fallen. 

! Strategies for a High-Trust Workplace:  Leaders are introduced to five strategies 
for strengthening a high-trust workplace: 
− See It! and Believe It!  Leaders assess the state of trust in their organizations/work 

groups. They develop visions of trust and strengths as well as development needs.  
− Talk It!  The impact of Key Principles on trust is presented on video.  Learners 

discuss how the video leader�s positive and negative behaviors affected trust.  
− Walk It!  Ten techniques to help build trust are explained.  Leaders describe how 

they plan to model trusting and trustworthy behavior on the job. 
− Teach It!  Learners brainstorm actions and strategies to raise trust levels. 

! Lessons Learned and Applied:  �What-if� thinking is presented as a way to build 
trust in challenging situations. 

VIDEO SEGMENT SUMMARIES 
! Conceptual video shows the effects of distrust at work. 
! Segments analyze common trust traps and the ensuing negative results. 
! Scenarios depict effective and ineffective uses of Key Principles as a 

communication strategy and also show the importance of effective communication 
in building trust. 

COURSE DETAILS 
! Target audience:  Frontline to senior-level leaders. 
! Course length:  5 hours, 40 minutes, or 3 hours, 30 minutes, Fast Track. 
! Facilitator certification:  DDI-certified facilitator required. 
! Prerequisites:  None. 
! Series:  Suitable for all environments. 
! Group size:  8 to 16. 
! Prework:  Yes. 

RELATED COURSES 
! Building Trust (for workforce) 
! Adaptive Leadership 
! Influential Leadership 



MULTI-DAY LEADERSHIP  
DEVELOPMENT PROGRAMS 

 

© Development Dimensions International, Inc., MMIII.  All rights reserved. LearningLinks 39

MULTI-DAY LEADERSHIP 
DEVELOPMENT 
PROGRAMS 

 

Your leaders are key to driving your organization�s 
success.  But many have little time to build the skills 
they need to meet today�s business challenges�talent 
retention, team leadership, performance management, 
and driving accountability throughout the organization. 

DDI�s high-impact, multi-day leadership 
development programs combine new content with 
the most widely used components of our award-
winning Interaction Management® and Techniques 
for a High-Performance Workforce®.  This provides 
learners with an option of taking one accelerated 
two- or three-day program that quickly builds the 
skills needed to address a particular business issue. 

 
 
 
 

PERFORMANCE OBJECTIVES 
DDI�s multi-day leadership development programs help leaders: 
! Understand the challenges of leading in today�s changing and increasingly 

demanding work environment. 
! Increase the effectiveness of their daily interactions to ensure their desired results 

are achieved. 
! Be effective at employee retention, performance management, team leadership, 

and other key leadership functions. 

PROGRAM OVERVIEW 
The multi-day leadership development programs provide an alternative way to develop 
leaders and individual contributors who will be functioning in a leadership role.  These 
fast-paced, integrated programs are DDI�s prescription for quickly developing effective 
leaders who will drive the organization�s success. 

Being a Leader:  Everyone�s Role�Being a leader doesn�t only mean being 
responsible for managing or supervising others.  Every person in every workplace 
needs fundamental leadership skills to be able to effectively contribute to the 
organization�s overall performance.  This comprehensive program delivers essential 
training in initiative, innovation, adapting to change, decision-making, and other key 
characteristics found throughout winning organizations where everyone accepts the 
challenge of being a leader. ...............................................................................................40 

Leading Teams�Rare is the organization that doesn�t have people at all levels 
working on some type of team, whether a permanent work team, temporary 
project team, or virtual team.  This program is ideal if you find the effectiveness of 
your team leaders needs to be improved quickly, or if you have people new to the 
team leader role. ......................................................................................................... 42 

Managing Performance:  Getting Business Results�If you need to accelerate 
people�s performance, drive accountability throughout the organization, or improve 
the impact of your current performance management system, this program is the 
targeted solution for which you�ve been looking.  It prepares leaders to guide and 
monitor performance in others. ................................................................................... 44 

Results-Based Interactions�If you need to quickly give people a head start in 
leadership fundamentals, this program is ideal.  It teaches people how to be 
effective leaders with the ability to coach and mobilize others to achieve desired 
results.......................................................................................................................... 46 

Retaining Talent:  The Leader�s Role�With employee turnover reaching 50 
percent in some industries, and the competition for talent at its highest in many 
years, every organization needs to take steps to develop and hold onto the 
talented people already on board.  This program prepares leaders for their role in 
creating and fostering an environment where people and performance thrive. ......... 48 
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BEING A LEADER:  
EVERYONE�S ROLE  
LEARNING FORMAT:  CLASSROOM 

Being a leader doesn�t mean only being responsible 
for managing or supervising others.  Every person in 
the workplace needs fundamental leadership skills to 
be able to effectively contribute to the organization�s 
overall performance.   

This two-day program delivers essential training in 
initiative, innovation, adapting to change, and other 
key elements found in winning organizations where 
everyone accepts the challenge of being a leader.  

DO YOU FACE ANY OF THESE ISSUES? 
> Are people in your organization energized and 

motivated to put ideas into action? 
> Do they hesitate to suggest improvements or take 

timely action when issues surface? 
> Does productivity decrease when something 

changes at work? 

PERFORMANCE OBJECTIVES 
Helps employees: 
> Make their job more interesting, motivating,  

and rewarding. 
> Become a more valuable asset to their organization 

by consistently contributing to its continuing success.  
> Take responsibility for their success on the job and 

encourage others to do so. 
> Maintain positive and productive working 

relationships that reduce misunderstandings  
and conflicts. 

> Appreciate the need to be able to adapt to change 
and to lead others to do so. 

> Strengthen their thought processes so they can be 
more innovative. 

PRIMARY COMPETENCIES DEVELOPED  
> Adaptability 
> Building Strategic Working Relationships 
> Initiating Action 
> Innovation 

SECONDARY COMPETENCIES DEVELOPED  
> Decision Making 
> Work Standards 

PROGRAM OVERVIEW 
Day One 
! Welcome:  The facilitator explains the relationship between individual and 

organizational success and why it is essential for each associate to be a leader.  
The Being a Leader Learning Application tool is reviewed as a way for learners to 
retain and apply the concepts they will learn. 

! Being a Leader:  Everyone�s Role:  Participants learn the four characteristics of 
�being a leader� and brainstorm how the organization and individuals benefit if 
everyone exhibits them. 

! Personal Responsibility:  Learners examine the first characteristic.  A self-
assessment gauges their current leadership quotient in terms of their present level 
of personal responsibility and identifies areas for development.  An activity shows 
them how different types of leadership and their own personal attitudes affect their 
performance and job satisfaction.  They review the relationship between taking 
personal responsibility, organizational success, and being a leader.  They see that 
their and the organization�s success relies on management�s approach to them and 
on their approach to work. 

! What�s Holding Us Back?:  A video shows how people often wait for direction, 
while those in authority add to the problem by waiting for people to show initiative.  
Learners identify barriers to taking personal responsibility, and distinguish barriers 
they can influence.  To identify pitfalls of a �powerless victim� mentality, learners 
brainstorm solutions to a critical situation.   

! Personal Responsibility Actions:  Learners compare and contrast two 
approaches a team takes to address a challenge, seeing that taking responsibility 
brings results and greater job satisfaction.  The facilitator introduces the positive 
approaches used by the team as the six taking personal responsibility actions and 
explains each.  In a �teach back� activity, learners identify how they�ve used 
personal responsibility actions in the past and what the result was. 

! Applications:  Learners practice what they would say and do when applying the 
personal responsibility actions.  They complete the Being a Leader Learning 
Application tool for the first component of the leadership model:  taking personal 
responsibility.   

! Collaboration:  The facilitator introduces the second Being a Leader characteristic.  
Learners see how the foundation of collaboration is good communication based on 
the use of Key Principles.  They complete a self-assessment to gauge their current 
leadership quotient in terms of their present level of collaboration and identify areas 
for development.  They learn the relationship between collaboration, being a leader, 
and organizational success. 

! Key Principles:  Through video clips and activities, participants learn about and 
practice using each of five Key Principles that help meet people�s personal needs. 

! Collaboration and Summary:  The facilitator summarizes the collaboration 
characteristic.  Learners complete the Being a Leader Learning Application tool for 
this component of the leadership model. 
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BEING A LEADER:   
EVERYONE�S ROLE (CONT�D) 
PROGRAM OVERVIEW 
Day Two 
! Adaptability:  The facilitator introduces the third component of 

�being a leader� explains it�s relationship to others learned thus far.  
Learners complete a self-assessment to gauge their current 
leadership quotient in terms of their present level of adaptability 
and identify areas for development.  They describe a workplace 
change they�ve experienced and discuss how they adapted to it. 

! The Whirlwind of Change:  A Change Continuum and video help 
learners reflect on the amount and pace of change they�ve 
experienced over time.  Using the Change Snapshot, they 
examine their feelings and reactions to current workplace changes 
and how effectively they are adapting to them.  The Change Map 
helps them apply program techniques to a workplace change.   

! From Here to There:  Learners relate the four phases of change to 
their experiences, including one they�re currently facing.  They learn 
the TEST-Drive Change model for adapting to change.  They 
examine key actions and the value of each TEST component, plan 
how to move through the phases of change on the job.  Learners use 
�control continuums� to discover what they can and cannot control, 
and can and cannot influence relative to their Change Maps.   

! Enjoying the Ride:  Using difficult change scenarios, learners 
�coach� and lead people on how to apply TEST techniques to 
adapt to the changes.  They revisit the Change Snapshots and 
Change Maps to see if their feelings or reactions are any different 
now, and after a summary by the facilitator, learners complete the 
Being a Leader Learning Application tool for adaptability. 

! Innovation:  The facilitator presents the last component of �being 
a leader� and its relationship to the others.  A self-assessment 
helps learners gauge their leadership quotient in terms of their 
present level of innovation and identify areas for development. 

! Thunderbolt Thinking®:  Learners �floss their brains� to show the 
importance of being alert to how they think and to encourage them 
to think on purpose and with a purpose.  The facilitator introduces 
the Thunderbolt Thinking Model.  Learners identify a work 
challenge and note the changes they�d like to see happen in their 
situation.  The facilitator reviews a formula for being effective, 
innovative thinkers.  Learners use a Do It Now! Thunderbolt Plan 
to apply their learnings to their current work challenge/situation. 

! The How-to-Think Process:  The facilitator introduces the How-
to-Think Process from the Thunderbolt Thinking Model.  A team 
game builds familiarity with this five-step process.  Learners review 
and apply each step of the How-to-Think Process, and build them 
into their Thunderbolt Plans. 

! Summary:  Learners complete the Being a Leader Learning 
Application tool.  The facilitator reviews the four Being a Leader 
components, and learners complete development plans based on 
their self-assessment results. 

VIDEO SEGMENT SUMMARIES 
Day One 
! An employee and leader each wait for the other to give approval or 

take initiative.  This highlights a common barrier to taking 
initiative�people seeing it as someone else�s responsibility. 

! Two segments show employees not taking responsibility to meet a 
customer need and then approaching the situation using personal 
responsibility actions. 

! An employee struggles over how to handle a difficult interaction 
with a coworker who failed to keep a commitment. 

! Vignettes show Key Principles being used to meet personal needs 
during interactions. 

Day Two 
! A series of rapid-fire images show the increasing amount and pace 

of change in the world. 

PROGRAM DETAILS 
! Target audience:  All employees through frontline leaders. 
! Program length:  Two days.  No Fast Track option. 
! Facilitator certification:  DDI-certified facilitator required. 
! Prerequisites:  None. 
! Series:  Suitable for all environments. 
! Group size:  8 to 16 people. 
! Prework:  No. 

RELATED COURSES 
Includes course content from: 

! Interaction Skills for Success 
! Personal Empowerment:  Taking Initiative 
! Adapting to Change 
! Thunderbolt Thinking:  Innovation Fundamentals 
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LEADING TEAMS 
LEARNING FORMAT:  CLASSROOM 
SKILL PRACTICE COURSE 
ORDER NO. SR61 

The most common reason why team implementations 
succeed or fail is the strength of the leaders, and yet 
leaders clearly are not getting enough help and 
support to make this difficult transition. 

Rare is the organization that doesn�t have people at 
all levels working on some type of team, whether a 
permanent work team, temporary project team, or 
virtual team.  This two-day program is ideal if you 
find the effectiveness of your team leaders needs to 
be improved quickly, or if you have people new to 
the team leader role. 

DO YOU FACE ANY OF THESE ISSUES? 
> Are teams operating at optimal effectiveness?  If 

not, do leaders know what needs to be improved 
and how? 

> Do team meetings frequently get off track, and are 
they viewed as a waste of time? 

> Do teams struggle when they need to make 
decisions? 

PERFORMANCE OBJECTIVES 
Helps leaders: 
> Improve the performance of the teams they lead. 
> Lead meetings that support business needs and get 

the right results.  
> Guide their team in making effective decisions that 

have the group�s support and commitment. 

PRIMARY COMPETENCIES DEVELOPED  
> Building a Successful Team 
> Decision Making 
> Meeting Leadership 

SECONDARY COMPETENCY DEVELOPED  
> Gaining Commitment 

PROGRAM OVERVIEW 
Day One 
! Stages of Team Development:   A video shows the stages of team development, 

and leaders discuss their experience with the stages.  They complete the first 
section of the Learning Application Tool, which will help them retain and apply the 
concepts they will learn during the workshop. 

! The Ideal Team:  The facilitator conducts an activity in which participants identify 
the characteristics of an ideal team�one that is moving full speed ahead.  The 
facilitator introduces the team performance formula, relates its components to the 
characteristics of an ideal team, and explains how it can help teams optimize their 
performance. 

! The Team Environment:  Leaders learn how the first component of the team 
performance formula�the team environment�affects team performance.  They 
rate their team environment using the Team Performance Survey diagnostic tool. 

! Team Practices:  The facilitator introduces the team practices, explains their 
importance, and describes how they fit into the team performance formula.  Leaders 
view a video case study that shows how effective team practices helped a team win 
a contract over a competitor.  They complete the case study by helping the losing 
team improve its performance.  Participants rate one of their team�s practices using 
the Team Performance Survey diagnostic tool. 

! Team Skills:  The facilitator introduces the four categories of team skills, describes 
the importance of having the appropriate mix of those skills, and links them to the 
team performance formula.  Participants rate one of their team�s skills using the 
Team Performance Survey diagnostic tool, and they begin preliminary action 
planning.  The facilitator introduces the Team Action Planner, a tool that teams can 
use to improve team performance.  Participants complete the Learning Application 
Tool for the Team Performance Formula section of the workshop. 

! The Team Performance Formula and the Three Roles:  The facilitator leads a 
discussion about how team leaders can use the three roles of a team leader�
influencer, coach, and developer�to improve their team�s environment, practices, 
and skills.  Leaders learn a definition and best practices for each role.  After viewing 
a positive model video of a team leader in each of the three roles, participants 
identify what the team leader said or did to demonstrate the appropriate best 
practices and actions to take.  They complete the Learning Application Tool for the 
Three Roles section of the workshop. 

! Acting on the Three Roles:  Participants design their own skill builders and work in 
triads to build their skills in one of the roles.  
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LEADING TEAMS (CONT�D) 
PROGRAM OVERVIEW 
Day Two 
! Action Planner�Developing Roles:  After reviewing key 

learning points of day one, leaders complete a self-assessment on 
how well they fill the three roles.  They also complete an Action 
Planner to help them plan their development in a specific team 
leader role and best practice. 

! Preparing for Meetings:  Using a Meeting Planner, participants 
learn how to prepare for meetings.  They complete a Meeting 
Planner to prepare for an upcoming meeting they will lead. 

! Conducting Meetings:  Leaders learn how to use the Interaction 
Process to conduct successful meetings.  They skill practice their 
meeting leadership skills based on the upcoming meeting for 
which they started to plan.  Participants complete the Learning 
Application Tool for the leading successful team meetings section 
of the workshop. 

! Group Agreement Techniques:  Leaders watch three video 
segments that introduce seven consensus-building techniques.  
After each segment, leaders work in two teams to apply these 
techniques to group decisions.  The facilitator conducts an activity 
where participants identify which techniques would be most 
appropriate to use to reach agreement in each of three situations.  
Leaders complete the Learning Application Tool for the reaching 
group agreement section of the workshop. 

! Summary:  The facilitator reviews the Learning Application Tool, 
and participants share the insights they�ve gained during the 
workshop.  They also describe how they plan to apply what they�ve 
learned back on the job. 

VIDEO SEGMENT SUMMARIES 
Day One 
! A rafting trip illustrates the four stages of team development. 
! Two teams from different organizations compete for the same 

contract.  One team uses the team success factors effectively and, 
as a result, wins the exclusive contract. 

! Three segments model each team leader role. 
Day Two 
! The Montagues and Capulets have agreed that Romeo and Juliet 

may marry.  They use three consensus-building techniques to 
agree on where the wedding will be held.  

! Pirates use two consensus-building techniques to agree on which 
ship to seize and what action to take after they get a ship. 

! The Montagues and Capulets and the pirates come to consensus 
on their respective decisions. 

PROGRAM DETAILS 
! Target audience:  Frontline leaders to mid-level managers. 
! Program length:  Two days.  No Fast Track option. 
! Facilitator certification:  DDI-certified facilitator required. 
! Prerequisites:  None. 
! Series:  Suitable for all environments. 
! Group size:  8 to 16 people. 
! Prework:  No. 

RELATED COURSES 
Includes content from: 

! Working as a Team 
! Optimizing Team Performance 
! Leading Your Team to Optimal Performance 
! Leading Successful Meetings 
! Reaching Group Agreement 
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MANAGING 
PERFORMANCE:  
GETTING BUSINESS 
RESULTS  
LEARNING FORMAT:  CLASSROOM 
SKILL PRACTICE COURSE 
ORDER NO. SR61 

Do you need leaders who can accelerate people�s 
performance, drive accountability throughout the 
organization, or improve the impact of your current 
performance management system?   

This two-day program prepares leaders to guide 
and monitor performance in others. 

DO YOU FACE ANY OF THESE ISSUES? 
> Do leaders provide the guidance and support that 

employees need to meet goals? 
> Are leaders tracking, measuring, and providing 

appropriate performance feedback? 
> Do leaders spend their time on tasks and 

responsibilities that others could do? 

PERFORMANCE OBJECTIVES 
Helps leaders: 
> Guide direct reports so they attain high levels of 

performance that support the organization�s goals. 
> Communicate in clear, understandable terms the 

importance of aligning individual goals and 
aspirations with those of the larger organization.  

> Provide effective and timely feedback that promotes 
continued success and pinpoints opportunities to 
improve performance. 

> Delegate responsibilities in ways that meet business 
demands while helping others grow. 

PRIMARY COMPETENCIES DEVELOPED  
> Aligning Performance for Success 
> Delegating Responsibility 

SECONDARY COMPETENCIES DEVELOPED  
> Building a Successful Team 
> Follow-Up 
> Gaining Commitment 

PROGRAM OVERVIEW 
Day One 
! Terminology:  The facilitator defines important performance management terms 

and reviews Key Result Areas, objectives, behaviors, and tracking methods.  
Learners partially complete a Performance Planning Worksheet in preparation for 
upcoming activities.  

! The Interaction Process:  The facilitator introduces participants to the  
Interaction Process.   

! Performance Planning�Setting Expectations:  The facilitator reviews the 
specific Interaction Process skills that leaders need to follow when conducting a 
discussion on setting expectations.  

! Skill Practice Process:  Learners read a case study and complete a Discussion 
Notes form for a setting-expectations discussion.  They view a positive video model, 
taking notes on the leader�s use of Interaction Process skills.  After the facilitator 
debriefs this activity, learners conduct a setting-expectations discussion that 
focuses on an objective and a behavior.  Leaders receive feedback on their use of 
the skills, and a second skill practice round follows. 

! STARs:  Participants are introduced to the two types of feedback, the elements of 
effective feedback, and the STAR approach for providing specific feedback.  
Learners practice identifying STAR elements and writing STARs (positive feedback 
and feedback for improvement). 

! Performance Planning�Reviewing Progress:  The facilitator reviews the specific 
Interaction Process skills needed to conduct reviewing-progress discussions. 

! Skill Practices Process:  Following the skill practice process noted above, learners 
use reviewing-progress situations in skill practices three and four. 

Day Two 
! Introduction to Delegating and Monitoring:  The facilitator links delegating and 

monitoring to managing performance and helps the group distinguish between 
ongoing and project responsibilities.  They also review the definitions of delegating 
and monitoring as well as the leader�s roles and responsibilities in delegating tasks. 

! Delegation�Why and What:  Participants discuss how they, the people to whom 
they delegate, and the organization benefit from delegating.  Participants work on 
an application tool to focus on their own delegation opportunities.   

! Delegation and the Interaction Process:  The facilitator reviews specific 
Interaction Process skills that leaders need in order to conduct successful 
delegation discussions. 

! Skill Practice Process:  Following the process used previously, leaders use 
delegation situations in two rounds of skill practicing. 
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MANAGING PERFORMANCE:  
GETTING BUSINESS RESULTS  
(CONT�D) 
PROGRAM OVERVIEW 
Day Two 
! Making the Right Choice:  The facilitator emphasizes the 

importance of choosing the right people for delegations.  Learners 
identify the people they feel would be best suited for the task 
they�ve chosen to delegate. 

! Monitoring:  The facilitator leads a discussion about establishing 
effective monitoring methods and adjusting them as needed.  
Working in teams, participants engage in an activity that helps 
them identify appropriate levels of monitoring for a person or 
responsibility.  Using video scenarios, learners share how they 
would respond to problems that can arise after initial delegation 
discussions.  They continue planning an on-the-job delegation. 

! Delegation Dilemma:  Participants are introduced to a tool that 
helps them handle delegation challenges. 

! Wrap-Up and Summary:  The facilitator reviews the content from 
both days, focusing on how performance planning, delegation, and 
monitoring can be used together to help manage performance to 
get business results.  Learners complete an activity in which they 
pull together the major concepts from the past two days. 

VIDEO SEGMENT SUMMARIES 
Day One 
! A telemarketing team leader models helping a new team member, 

who is concerned about getting up to speed quickly, identify 
expectations for his annual performance plan. 

! A positive model shows a leader meeting with a new team 
member on temporary assignment who has met most objectives 
but needs to improve in a few areas. 

Day Two 
! A positive model shows a leader meeting with a team member 

who is reluctant to take on responsibility for handling client calls 
and gathering customer feedback.  

! Several segments present difficult situations that a leader may 
face when delegating responsibility to others. 

PROGRAM DETAILS 
! Target audience:  Frontline leaders to mid-level managers. 
! Program length:  Two days.  No Fast Track option. 
! Facilitator certification:  DDI-certified facilitator required. 
! Prerequisites:  None. 
! Series:  Suitable for all environments. 
! Group size:  8 to 16 people. 
! Prework:  No. 

RELATED COURSES 
Includes course content from: 

! Performance Planning:  Setting Expectations 
! Performance Planning:  Reviewing Progress 
! Delegating for Productivity and Growth 
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RESULTS-BASED 
INTERACTIONS 
LEARNING FORMAT:  CLASSROOM 
SKILL PRACTICE COURSE  
ORDER NO. IM60 

Do you need to quickly give people a head start in 
leadership fundamentals? 

This leadership development program teaches 
participants how to be effective leaders with the 
ability to coach and mobilize others to achieve 
desired results. 

DO YOU FACE ANY OF THESE ISSUES? 
> Are your leaders lacking�or need a refresher in�

basic yet essential skills? 
> Do those transitioning into a leader role need a 

head start to adapt to their new role and 
responsibilities? 

PERFORMANCE OBJECTIVES 
Helps leaders: 
> Mobilize others to take actions that lead to desired 

results. 
> Increase the effectiveness of their daily interactions 

to ensure their desired results are achieved. 
> Feel ownership of change, minimize negative 

effects of not adapting to change, and help others 
do the same. 

> Recognize and follow through on opportunities to 
coach people in a variety of situations. 

> Handle performance problems and poor work 
habits through effective discussions and follow-up. 

> Recognize conflict and choose an appropriate level 
of involvement for guiding conflict resolution. 

PRIMARY COMPETENCIES DEVELOPED  
> Building Strategic Working Relationships 
> Coaching 
> Facilitating Change 
> Managing Conflict 

SECONDARY COMPETENCIES DEVELOPED  
> Communication 
> Follow-Up 
> Gaining Commitment 
> Inspiring Others 

PROGRAM OVERVIEW 
Day One 
! The Challenge of Leadership:  A video and discussion allow participants to 

identify leadership characteristics and challenges.  
! The Interaction Process and Process Skills:  Leaders learn the Interaction 

Process, which is critical for effective and efficient discussions.  They review and 
practice five Key Principles and develop responses for different situations using 
combinations of all five.  They then learn and practice Interaction Guidelines and 
process skills.   

! Feedback Skills:  Leaders learn two types of feedback and share positive or 
improvement feedback for STAR examples.   

! The Whirlwind of Change:  An activity reveals the disorientation people 
experience in response to change.  Leaders identify their preferred approach to 
change and discuss how their behavior in adapting to change influences the 
behavior of the people they lead. 

! Helping Others Adapt to Change:  Leaders learn the four phases of change and 
discuss how they can help others adapt to change.  The facilitator introduces three 
types of change discussions and shows how leaders can be positive models for 
adapting to change. 

! Interaction Process for Managing Change:  Leaders learn how to use the 
Interaction Process in change discussions and identify how to use empathy and 
share in such upcoming discussions. 

! Skill Practice Process:  In a case study, leaders use Discussion Notes forms to 
analyze a positive model of a change discussion.  Two skill practice rounds with 
feedback follow. 

Day Two 
! Coaching for Success:  Leaders discuss the difference between and benefits  

and barriers of coaching for success and for improvement.  A video of coaching 
opportunities stresses how recognizing opportunities is key to preparing others  
to succeed.   

! Interaction Process:  The facilitator reviews the Interaction Process as it applies  
to coaching for success.  A video shows the importance of balancing involvement 
and support. 

! Skill Practice:  In a case study, leaders use Discussion Notes forms to analyze a 
coaching discussion.  Two skill practice rounds with feedback follow. 

! Positive Reinforcement:  Leaders discuss the importance of reinforcing effective 
performance using the STAR approach.  Partners practice giving positive 
reinforcement by writing STARs. 

! Coaching for Improvement:  Leaders view a video of challenging improvement 
discussions after discussing differences between work habits and poor performance 
and the paths improvement situations can take. 

! Interaction Process:  The facilitator reviews the Interaction Process as it applies to 
initial coaching for improvement discussions that focus on empathy and involvement. 

! Skill Practice:  Leaders use Discussion Notes forms to analyze a coaching-for-
improvement discussion.  Two skill practice rounds with feedback follow. 
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RESULTS-BASED INTERACTIONS 
(CONT�D) 
PROGRAM OVERVIEW  
Day Three 
! Follow-Up Coaching for Improvement Discussions:  After 

reviewing the paths a follow-up improvement discussion can take, 
leaders explore natural and formal consequences to a lack of 
improvement. 

! Interaction Process for Follow-Up Discussions:  Leaders focus 
on esteem and share in a review of the Interaction Process for 
follow-up discussions.  

! Skill Practice:  In a case study, leaders use Discussion Notes 
forms to analyze a follow-up discussion.  Skill practice rounds with 
feedback follow. 

! STAR-ring Positive Feedback:  Leaders develop and critique 
STAR feedback to reinforce improved performance. 

! Stages of Conflict:  Leaders discuss different perceptions and the 
potential for conflicts at work.  A video shows the escalation of 
conflict, and leaders learn the states of conflict and conflict 
resolution tactics.   

! Interaction Process for Conflict Resolution:  The facilitator 
reviews Key Principles, focusing on empathy and support, and 
Interaction Guidelines for conflict resolution discussions. 

! Skill Practice:  In a case study, leaders use Discussion Notes 
forms to analyze a conflict-resolution discussion.  Two skill 
practice rounds�focused on two resolution tactics�and feedback 
follow. 

! Resolution Tactics�Other Options:  The facilitator overviews 
the two remaining resolution tactics. 

! Wrap-Up:  The facilitator asks, �How would you describe the 
benefits of this training to a fellow leader?� to review key learnings. 

VIDEO SEGMENT SUMMARIES 
Day One 
! Others approach a leader for help, guidance, and support.  
! Scenarios model empathy, share, involvement, and support Key 

Principles. 
! �What Would You Say� situations provide opportunities to use Key 

Principles in combination.  
! A positive model showcases a leader meeting with a team 

member to discuss his resistance to a cross-training initiative. 
Day Two 
! Leaders identify and recognize coaching opportunities.  
! An ineffective leader uses the same �telling� coaching style with 

four different people and situations. 
! A model of the Interaction Process shows a leader coaching a 

team member to renegotiate with a long-standing supplier. 
! Scenarios portray challenging situations leaders face in discussing 

the need to improve performance and work habits. 
! A positive model shows a leader meeting with a team member 

who isn�t providing technical support to the team. 
Day Three 
! A discussion between two coworkers about meeting a customer�s 

needs escalates through the stages of conflict. 
! A leader models how to mediate a conflict. 

PROGRAM DETAILS 
! Target audience:  Frontline leaders to mid-level managers. 
! Program length:  Three days.  No Fast Track option. 
! Facilitator certification:  DDI-certified facilitator required. 
! Prerequisites:  None. 
! Series:  Suitable for all environments. 
! Group size:  8 to 16 people. 
! Prework:  No. 

RELATED COURSES 
Includes course content from: 

! IM Essentials 
! Helping Others Adapt to Change 
! Coaching for Success 
! Coaching for Improvement 
! Managing Performance Problems 
! Resolving Conflict  



MULTI-DAY LEADERSHIP  
DEVELOPMENT PROGRAMS 

 

 

© Development Dimensions International, Inc., MMIII.  All rights reserved.48 LearningLinks
  

RETAINING TALENT:   
THE LEADER�S ROLE 
LEARNING FORMAT:  CLASSROOM 
SKILL PRACTICE COURSE 
ORDER NO. SR60 

How much do you worry about losing your best and 
brightest employees? 

Everyone needs to take steps to develop and retain 
the talented people already on board.  This two-day 
program prepares leaders to create and foster an 
environment where people and performance thrive. 

DO YOU FACE ANY OF THESE ISSUES? 
> Is turnover high because employees feel they�re 

being under-utilized and will have greater 
opportunities elsewhere? 

> Do leaders not understand their role in helping 
develop employees? 

> Are leaders creating an environment in which 
people take risks, identify and solve problems,  
and work together? 

PERFORMANCE OBJECTIVES 
Helps leaders: 
> Create retention strategies for employees. 
> Forge strong relationships with their work group by 

providing recognition, building trust, and putting 
the company�s vision and values into action. 

> Determine ways to provide meaningful work for the 
people in their group. 

> Guide individuals to create and implement 
development plans that aligns with the  
business strategy. 

PRIMARY COMPETENCIES DEVELOPED  
> Building Trust 
> Developing Others 
> Leading Through Vision and Values 

SECONDARY COMPETENCIES DEVELOPED  
> Building a Successful Team 
> Coaching 
> Communication 
> Gaining Commitment 
> Integrity 

PROGRAM OVERVIEW 
Day One 
! What�s Your Retention Strength?:  Using an exit interview report, participants 

discuss why people leave, and the facilitator leads a discussion on direct and 
indirect costs for replacing someone.  Leaders then complete a survey to assess 
their group�s risk for losing people.  The facilitator introduces the retention model, 
identifying the three highest contributors to turnover.  Leaders score their surveys 
and rank their own performance in these three areas.  Leaders identify key players 
in their group, the estimated probability of losing them, and indicators of why they 
might leave.  Targeting one key player, leaders begin developing a retention 
strategy using a Retention Action Planner.  

! The Leader�s Role:  Participants begin to work through the retention model in detail.   
− Trust  Starting with the first contributor to turnover, leaders examine their behavior 

and its impact on retention.  Using video and exercises, leaders analyze trust traps 
they fall into and best practices for building trust.   

− Recognition  The facilitator leads a discussion of reinforcement and reward, and 
participants discuss guidelines for effectively giving recognition, identify common 
recognition pitfalls, and brainstorm creative examples of recognition and reward.  
Leaders then identify specifically why they need to recognize their key players, how 
they�ll do that, and when. 

− Leading Through Vision and Values  Leaders examine the link to leading through 
vision and values by looking at the second contributor to turnover�lack of 
meaningful work.  Using the commitment continuum on their Retention Planner, 
leaders assess their commitment and that of their key players to the vision.  They 
identify barriers that may keep the key player from advancing on the continuum 
and outline how they can help the person advance. 

Day Two 
! The Leader�s Role: (cont�d) 

− Meaningful Work  Leaders engage in an interview activity that enables them to 
consider their perspectives about making work meaningful versus the perspectives 
of their key players.  After learning best practices related to meaningful work, 
leaders note in their Planners the best practices most relevant to their key player�s 
situation.  They also identify ways to provide meaningful work for this employee, 
possible barriers, and ways to overcome them. 

! Developing Others:  Addressing the final contributor to high turnover�lack of 
opportunities for growth and development�the facilitator introduces the 
Development Cycle.   
− Business Strategy and Success Profile  Leaders learn the necessity of linking 

individual development efforts with the organization�s vision, values, and business 
strategy.  They work through a case study, first familiarizing themselves with the 
Success Profile (competencies for success in a job). 
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RETAINING TALENT:   
THE LEADER�S ROLE (CONT�D) 
PROGRAM OVERVIEW 
! Developing Others:   

− Assess and Diagnose  The facilitator introduces the concept of 
informal data that is used to determine strengths/development 
areas of a person in relationship to the Success Profile.  The 
facilitator introduces a technique to obtain behavioral data on 
people�s skills, abilities, knowledge, and behavior.  

− Discuss Strengths/Development Areas  Moving to the next phase 
of the cycle, leaders discover the purpose and importance of 
facilitating a discussion of strengths/development areas.  They 
are introduced to Key Principles and Interaction Guidelines and 
view a positive model video. Using case study information, 
leaders skill practice giving feedback on an individual�s 
strengths/development areas and guiding the person toward 
development planning.   

− Create and Implement the Development Plan  Leaders next 
explore their role in the development planning process and review 
several tools and techniques that support that role.  A second skill 
practice reinforces the concept that development planning is a 
shared responsibility between the leader and the individual.  

− Measure and Monitor Success  The facilitator wraps up the review 
of the Development Cycle by discussing follow-up (measuring and 
monitoring) and specific responsibilities for the leader and the 
individual. 

! Summary:  After reviewing key learning points of the session, 
leaders identify which best practices they most need to improve 
upon.  They then develop a plan. 

VIDEO SEGMENT SUMMARIES 
Day One 
! Segments analyze common trust traps and the ensuing negative 

results. 
! Several vignettes illustrate common gaps between reality and an 

organization�s vision and values. 
Day Two 
! A leader effectively uses the Interaction Process to gain a team 

member�s commitment to develop a plan to close a skill gap.  

PROGRAM DETAILS 
! Target audience:  Frontline to senior-level leaders. 
! Program length:  Two days.  No Fast Track option. 
! Facilitator certification:  DDI-certified facilitator required. 
! Prerequisites:  None. 
! Series:  Suitable for all environments. 
! Group size:  8 to 16 people. 
! Prework:  No. 

RELATED COURSES 
Includes content from: 

! Trust:  Strengthening the Foundation 
! Guiding the Development of Others 
! Leadership:  Facilitating Change 

SUPPLEMENTAL COURSE 
! Keeping Talent 
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LEADERSHIP 
DEVELOPMENT FOR 
HEALTH CARE®  

 

The health care industry is in the midst of  
a profound and far-reaching transition.   
The turmoil and uncertainty surrounding these 
changes demand strong leadership.  A health care 
organization�s very survival may depend upon it. 

The courses in DDI�s Leadership Development for 
Health Care series are geared to the skills needed 
by managers in the unique environment of the 
health care workplace.  The courses are derived 
from two of our competency-based systems: 
Interaction Management and Techniques for a 
High-Performance Workforce.   

With Leadership Development for Health Care, 
you�ll turn your managers into leaders who will 
coach and lead staff through such daily issues as 
conflicts on the job, change, and performance 
improvement.  In addition, they�ll become equipped 
with the skills to motivate, energize, and build 
strong teams, even in the face of change.   

 

 

PERFORMANCE OBJECTIVES 
Helps health care managers: 

! Effectively communicate in a way that builds commitment to achieve results. 
! Ensure that appropriate staff members contribute their thinking and perspectives to 

important decisions. 
! Choose a level of involvement for guiding conflict resolution. 
! Recognize and follow through on opportunities to coach people in a variety of 

situations. 
! Improve the performance of teams or work groups they lead. 
! Encourage people to confront and improve performance problems, track their 

progress, and ensure appropriate follow-up.  
! Successfully manage change. 

SYSTEM OVERVIEW 
Leadership Development for Health Care courses include health care-specific 
exercises and examples so your leaders relate to the information being presented  
and easily translate it to on-the-job situations. 

Building Consensus�This course centers on the dynamics  
of groups coming to agreement.................................................................................51 

Coaching Staff�This course introduces the skills managers need to guide individuals 
and teams to achieve successful results...................................................................53 

Conflict Resolution�Leaders learn to recognize signs  
of conflict and take steps to avoid and resolve conflict. ............................................52 

Effective Teamwork�Managers learn to help their teams focus on involving, 
supporting, and sharing information with others........................................................54 

Essential Skills for Health Care Managers�This introductory course helps 
managers assess their evolving role and learn to build involvement. .......................55 

Improving Staff Performance:  Part 1�This course teaches managers how to help 
develop performance improvement plans, conduct effective improvement discussions, 
and handle challenges that might arise.....................................................................56 

Improving Staff Performance:  Part 2�Managers learn the importance of follow-up 
coaching for performance or work habit problems. ...................................................57 

Leading Staff Through Change�This course equips leaders with the skills they 
need to explore change, introduce it, and help others adapt to it. ............................58 
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BUILDING  
CONSENSUS  
LEARNING FORMAT:  CLASSROOM 
ORDER NO. WD83H 

Decisions made in health care continue to come  
under close scrutiny, making it vital to apply a sound 
decision-making process and reach consensus on  
all decisions. 

This course centers on the dynamics of groups 
coming to agreement and the importance of having 
everyone�s commitment.  Participants learn seven 
techniques for making clear, high-quality decisions 
that ensure the buy-in and commitment of staff. 

DO YOU FACE ANY OF THESE ISSUES? 
> Do managers lack rationale for decisions? 
> Are decisions lacking objectivity? 
> Are decisions made without the commitment of key 

staff members? 

PERFORMANCE OBJECTIVES 
Helps health care managers: 
> Make more effective decisions as a group�more 

efficiently and quickly.  
> Ensure that appropriate staff members  

contribute their thinking and perspectives  
to important decisions. 

> Increase staff commitment to group agreements. 
> Overcome roadblocks to building consensus. 

PRIMARY COMPETENCY DEVELOPED  
> Decision Making 

SECONDARY COMPETENCIES DEVELOPED  
> Contributing to Team Success 
> Gaining Commitment 
> Meeting Participation 

COURSE OVERVIEW 
! The Challenge of Group Agreement:  Learners use a survey to assess how their 

group reaches agreement, and a video shows a group doing a poor job of reaching 
agreement.  Learners discuss how the ineffective behaviors and processes might 
affect group members and the quality of their decisions.  The facilitator explains 
building consensus and how consensus-building techniques and being effective 
meeting members can help a group be more effective in reaching agreement. 

! Group Agreement Techniques:  Participants break into teams and learn the first 
three consensus-building techniques by:  reading about and teaching back 
techniques to the class and then applying the techniques to work-related situations; 
or viewing video examples of the techniques and, after a review by the facilitator, 
applying the techniques to a prepared workbook situation.  Participants learn the 
remaining techniques following the second process. 

! Applying the Techniques:  Working in the same teams, learners practice applying 
the techniques they hadn�t previously used to reach agreement in a new situation.  
Teams have the option of using workplace situations or prepared situations. 

VIDEO SEGMENT SUMMARIES 
! A cross-functional group fails to reach consensus on whether to change over to a 

new data management system. 
! The families of Romeo and Juliet use three consensus-building techniques to 

decide where to hold the wedding. 
! Pirates use two consensus-building techniques to agree on which ship to seize and 

what action to take after they capture a ship. 
! Characters from the earlier segments come to consensus. 

COURSE DETAILS 
! Target audience:  Frontline to mid-level health care managers. 
! Program length:  3 hours, 25 minutes.  No Fast Track option. 
! Facilitator certification:  DDI-certified facilitator required. 
! Prerequisites:  Essential Skills for Health Care Managers. IM Essentials or  

Core Skills for Building Commitment. 
! Series:  Workbooks are health care specific; videos are generic. 
! Group size:  8 to 16 people. 
! Prework:  No. 

RELATED COURSES 
! Other Leadership Development for Health Care® courses 
! Making Effective Decisions 
! Rapid Decision Making 
! Influential Leadership 
! Adaptive Leadership 
! Leading Successful Meetings 
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CONFLICT RESOLUTION 
LEARNING FORMAT:  CLASSROOM 
SKILL PRACTICE COURSE  
ORDER NO. IM48H 

The stresses and challenges found in today�s health 
care environment inevitably trigger conflicts between 
staff members and a multitude of stakeholders�
coworkers, patients, patients� families, insurance 
providers, and other partners.   

This course enables leaders to recognize the signs 
of conflict, to assess each conflict situation to 
determine how they should involve themselves, and 
to encourage and counsel those involved in the 
conflict on how to resolve it. 

DO YOU FACE ANY OF THESE ISSUES? 
> Do managers involve themselves inappropriately  

to resolve conflict, or do they feel unprepared to  
do so? 

> Do patients or other customers complain of being 
treated in a hostile way? 

> Do discussions become deadlocked or result in 
emotional battles or personal attacks? 

PERFORMANCE OBJECTIVES 
Helps health care managers: 
> Recognize the signs of conflict and the impact on 

individuals, groups, and the organization.  
> Choose an appropriate level of involvement for 

guiding conflict resolution. 
> Prepare for and conduct conflict  

resolution discussions. 
> Handle challenging conflict-related  

discussions effectively. 

PRIMARY COMPETENCY DEVELOPED  
> Managing Conflict 

SECONDARY COMPETENCIES DEVELOPED  
> Building Strategic Working Relationships 
> Coaching 

COURSE OVERVIEW 
! Open:  Leaders reflect on the definition of conflict and identify causes of conflict  

at work. 
! The Stages of Conflict:  Learners distinguish between differences and conflict.  

The facilitator introduces the stages of conflict, and participants identify behavioral 
signs for each stage.  In small groups, they brainstorm ground rules for handling 
conflict discussions and identify how they prepare for conflict discussions.  Four 
conflict resolution tactics are introduced. 

! Interaction Process and Positive Model:  Learners review the Interaction Process 
skills needed to conduct conflict resolution discussions.  They view and discuss a 
positive model of a leader using the providing support resolution tactic. 

! Skill Practice:  Learners apply skills by using prepared situations focused on 
providing support discussions, or developing skill practices using previously 
identified personal situations. 

! Positive Model:  Learners view and debrief a positive model of a leader in a 
mediating conflict discussion.  They compare and contrast the approaches used in 
the mediating conflict discussion and in the providing support discussion. 

! Conflict Challenges:  In small groups, learners identify and share strategies for 
resolving either a conflict situation discussed during the opening or a conflict of  
their own. 

VIDEO SEGMENT SUMMARIES 
! A leader models how to support a team member who is resolving a conflict with  

a coworker. 
! A manager models how to mediate a conflict resulting from an organizational decision. 

COURSE DETAILS 
! Target audience:  Frontline to mid-level health care managers. 
! Program length:  3 hours, 35 minutes.  No Fast Track option. 
! Facilitator certification:  DDI-certified facilitator required. 
! Prerequisites:  Essential Skills for Health Care Managers or  

Core Skills for Building Commitment or IM Essentials. 
! Series:  Workbooks are health care specific; videos are generic.* 
! Group size:  8 to 16 people. 
! Prework:  No. 

RELATED COURSES 
! Other Leadership Development for Health Care courses 
! Working Through Conflict (for workforce) 
! Mastering Interaction Skills 
 
 
 
 
*Health care-specific positive model is available in the Leadership Development for 
Health Care supplemental facilitator package. 
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COACHING STAFF  
LEARNING FORMAT:  CLASSROOM. 
SKILL PRACTICE COURSE 
ORDER NO. IM43H 

In order for staff members to handle workplace 
challenges, managers must use coaching and 
reinforcement to help their people gain the confidence 
and experience required for success.  

This course introduces the skills managers need to 
guide individuals and teams to achieve successful 
results.  Managers learn how to recognize and 
approach each coaching opportunity�prompting 
people toward successful results. 

DO YOU FACE ANY OF THESE ISSUES? 
> Do managers need to do a better job of preparing 

their staff to take on new or challenging situations? 
> Do managers spend more time coaching reactively 

than proactively? 

PERFORMANCE OBJECTIVES 
Helps health care managers: 
> Recognize and follow through on opportunities  

to coach people in a variety of situations, such  
as learning new skills, solving problems, and 
making decisions.  

> Prepare for and conduct effective  
coaching discussions. 

> Understand when and how to personalize  
their coaching, based on the situation and  
the person(s) involved. 

> Encourage people to continually achieve success. 
> Handle coaching challenges, such as coaching 

people who lack confidence, are overconfident, or 
are resistant to coaching. 

PRIMARY COMPETENCY DEVELOPED  
> Coaching 

SECONDARY COMPETENCIES DEVELOPED  
> Communication 
> Developing Others 
> Gaining Commitment 
> Inspiring Others 

COURSE OVERVIEW 
! Open:  An exercise illustrates the importance of coaching.  After defining coaching, 

participants brainstorm coaching benefits and barriers using a mindmap technique. 
! Signs:  A video shows real-life coaching opportunities that stress how recognizing 

such opportunities is a key skill in preparing others to succeed.  Learners identify 
on-the-job opportunities. 

! Balancing Coaching:  The importance of balancing �seeking� and �telling� when 
conducting successful coaching discussions is emphasized.  A video shows a 
leader using the same �telling� approach for each person and situation he 
encounters.  Leaders identify how they will balance and personalize their coaching 
style to address opportunities shared earlier. 

! Interaction Process and Positive Model:  Learners review Interaction Process 
skills needed to conduct coaching discussions.  They view and discuss a positive 
model of a leader having a coaching discussion. 

! Skill Practice:  Learners apply skills by using prepared situations focused on 
proactive coaching discussions, or by developing skill practices using previously 
identified personal coaching opportunities. 

! Coaching Challenges:  Leaders plan how they will follow through on one coaching 
opportunity identified earlier. 

VIDEO SEGMENT SUMMARIES 
! Leaders identify and recognize coaching opportunities. 
! An ineffective leader uses the same �telling� coaching style with four different 

people and situations. 
! A positive model shows a leader coaching a team member to renegotiate with a 

long-standing supplier. 

COURSE DETAILS 
! Target audience:  Frontline to mid-level health care managers. 
! Program length:  3 hours, 35 minutes.  No Fast Track option. 
! Facilitator certification:  DDI-certified facilitator required. 
! Prerequisites:  Essential Skills for Health Care Managers or  

Core Skills for Building Commitment or IM Essentials. 
! Series:  Workbooks are health care-specific; videos are generic.* 
! Group size:  8 to 16 people. 
! Prework:  No. 

RELATED COURSES 
! Other Leadership Development for Health Care® courses 
! Adaptive Leadership 
! Delegating for Productivity and Growth 
! Guiding the Development of Others 
! Mastering Interaction Skills 
 
 
*Health care-specific video segment for the second clip is available in the Leadership 
Development for Health Care supplemental facilitator package. 
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EFFECTIVE TEAMWORK  
LEARNING FORMAT:  CLASSROOM. 
ORDER NO. WD82H 

Health care is a growing industry where people work 
non-standard hours and often feel they lack sufficient 
resources.  It�s essential to success that they involve, 
support, and share information with those in their team 
or work group. 

This course helps managers focus their staff on 
personal, interpersonal, and organizational advantages 
of working together effectively and efficiently. 

DO YOU FACE ANY OF THESE ISSUES? 
> Is there a lack of commitment to a team/work 

group�s success? 
> Do people focus on their own wants and goals 

rather than what�s good for their team/work group or 
for the organization? 

> Is precious time wasted trying to get reassigned 
personnel quickly up and functioning as a  
cohesive group? 

PERFORMANCE OBJECTIVES 
Helps health care managers: 
> Understand the dynamics and benefits of working 

as a team. 
> Improve the performance of teams they lead or 

serve on.  
> Reduce the time it takes a team to overcome 

growing pains. 

PRIMARY COMPETENCIES DEVELOPED  
> Building a Successful Team 
> Contributing to Team Success 

SECONDARY COMPETENCY DEVELOPED  
> Building Strategic Working Relationships 
 

COURSE OVERVIEW 
! Genius of Bioengineering Simulation (Round 1):  Participants take part in the 

first round of a two-round simulation that demonstrates the benefits, importance, 
and dynamics of working as a team to solve a problem. 

! Profiling Your Team:  Learners discuss their experience with teams, profile the 
type of team they serve on, and relate their team to common team types. 

! Stages of Team Development:  The facilitator reviews the four stages of team 
development.  Learners discuss team challenges at each stage and ways to 
overcome the challenges. 

! Team Chartering:  The facilitator discusses the benefits and importance of  
team charters and uses a sample to introduce key components of an effective 
charter.  Participants review the steps to create a charter with their team and 
prepare for their chartering meeting back on the job by taking notes and using 
guideline questions. 

! Team Success Factors:  Leaders learn six team success factors and view a  
video that shows how these factors helped a team win a contract over a competitor.  
They complete a video case study in which they consult with a team to improve  
its performance. 

! Genius of Bioengineering Simulation (Round 2):  Learners use related tools and 
techniques to develop strategies. 

! Rating Your Team and Planning Actions:  Learners rate their team�s level of 
success based on the team success factors.  They complete a Team Action Planner 
to improve performance. 

VIDEO SEGMENT SUMMARIES 
! Teams from different organizations compete for a contract.  The team effectively 

using the team success factors wins the contract. 

COURSE DETAILS 
! Target audience:  Frontline to mid-level health care managers. 
! Program length:  3 hours, 55 minutes.  No Fast Track option. 
! Facilitator certification:  DDI-certified facilitator required. 
! Prerequisites:  Essential Skills for Health Care Managers or  

Core Skills for Building Commitment or IM Essentials. 
! Series:  Workbooks are health care specific; videos are generic. 
! Group size:  8 to 16 people. 
! Prework:  No. 

RELATED COURSES 
! Other Leadership Development for Health Care® courses 
! Fast Start for Teams 
! Leading Your Team to Optimal Performance 
! Influential Leadership 
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ESSENTIAL SKILLS  
FOR HEALTH CARE 
MANAGERS  
LEARNING FORMAT:  CLASSROOM 
SKILL PRACTICE COURSE  
ORDER NO. IM40H 

One of the most fundamental skills needed by 
managers proves to be the most challenging�being 
able to communicate with their staff and others in an 
efficient and effective way and to build commitment to 
take action and achieve results.  

This course helps managers learn to build 
involvement through the use of feedback and 
effective interaction skills.  They also learn a critical 
leader�s approach�becoming a catalyst who 
sparks action in others. 

DO YOU FACE ANY OF THESE ISSUES? 
> Do managers lack basic yet essential  

interaction skills? 
> Do they struggle with gaining buy-in and 

commitment and with encouraging others to act? 

PERFORMANCE OBJECTIVES 
Helps health care managers: 
> Modify their leadership style by adopting a catalyst 

approach that mobilizes others to take action.  
> Enhance the efficiency and effectiveness of their 

communications with others. 
> Meet people�s personal and practical needs  

and build their commitment to achieving critical 
business results. 

> Ensure that people, including themselves, get the 
feedback needed to perform at peak levels. 

PRIMARY COMPETENCIES DEVELOPED  
> Building Strategic Working Relationships 

SECONDARY COMPETENCY DEVELOPED  
> Communication 
> Gaining Commitment 

COURSE OVERVIEW 
! Open:  Learners draw a catalyst and list what behaviors catalysts demonstrate.  

The facilitator reviews the catalyst concept. 
! Personal and Practical Needs:  Learners discuss effective leaders and link 

responses to Key Principles and Interaction Guidelines. 
! Key Principles Self-Evaluation:  Leaders share their results and create a Key 

Principles Development Plan.  They identify one Key Principle to seek feedback on 
during the session. 

! Key Principles:  Video and discussion highlight each Key Principle.  Learners 
explore esteem, including differences between enhancing and maintaining self-
esteem.  They discuss empathy versus sympathy and review the three components 
of share.  They learn how involvement can maximize work groups� effectiveness 
and how providing support is key to their success as leaders.  Leaders practice 
using Key Principles. 

! Interaction Guidelines and Process Skills:  The facilitator explains how these 
tools help one lead productive discussions and meet people�s practical needs.  
Learners identify effective process skill statements and share rationale.   

! Positive Model and Feedback Skills:  Learners view a positive model of the 
Interaction Process, and an activity shows an example of feedback.  Learners 
discuss the types of feedback and provide feedback for improvement to someone in 
a tough situation. 

! Skill Practice Process:  Leaders apply skills learned in three skill practice rounds 
using health care-specific situations. 

VIDEO SEGMENT SUMMARIES 
! Esteem, empathy, and share Key Principles are modeled. 
! Involvement and support Key Principles are modeled. 
! Support Key Principle opportunities are shown. (Optional) 
! Scenes provide practice opportunities to use Key Principles. 
! A positive model shows a leader meeting with a team member to discuss the team 

member�s new responsibilities. 

COURSE DETAILS 
! Target audience:  Frontline to mid-level health care managers. 
! Program length:  6 hours.  No Fast Track option. 
! Facilitator certification:  DDI-certified facilitator required. 
! Prerequisites:  None. 
! Series:  Workbooks are health care specific; videos are generic. 
! Group size:  8 to 16 people. 
! Prework:  Yes (optional). 

RELATED COURSES 
! Other Leadership Development for Health Care® courses 
! Feedback Fundamentals 
! Influential Leadership 
! Adaptive Leadership 
! Mastering Interaction Skills 
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IMPROVING STAFF 
PERFORMANCE�PART 1  
LEARNING FORMAT:  CLASSROOM. 
SKILL PRACTICE COURSE  
ORDER NO. IM44H 

It�s up to the manager to immediately address 
performance or work habit issues with employees.  
Failing to do so can have a devastating effect on  
the morale and the overall performance of the  
entire group. 

This course equips managers with the skills to help 
people put together improvement plans, conduct 
effective improvement discussions, and handle the 
challenges that might arise when doing so. 

DO YOU FACE ANY OF THESE ISSUES? 
> Do managers avoid giving feedback for 

improvement about poor performance or poor  
work habits? 

> Are teams/work groups struggling with morale 
issues or unable to work effectively because of 
these issues? 

PERFORMANCE OBJECTIVES 
Helps health care managers: 
> Encourage people to acknowledge and take 

responsibility for performance gaps and poor work 
habits, commit to improvement, execute an 
improvement plan, and track their progress.  

> Communicate their confidence in a person�s or 
team�s ability to improve. 

> Prepare for and conduct successful  
improvement discussions. 

> Handle improvement challenges, such as denial, 
resistance, and reluctance to take accountability  
for improvement. 

PRIMARY COMPETENCY DEVELOPED  
> Coaching 

SECONDARY COMPETENCY DEVELOPED  
> Communication 
> Gaining Commitment 

COURSE OVERVIEW  
! Open:  Leaders describe performance or work habit situations they�re facing.  

Groups brainstorm answers to performance-related questions.  Differences between 
work habits and poor performance are explored, along with the paths improvement 
situations can take.  A video allows leaders to discuss the concept of the leader�s 
role as a catalyst and to analyze the video leader�s catalyst and noncatalyst 
behaviors. 

! The Interaction Process:  Learners review Interaction Process skills as they relate 
to conducting effective improvement discussions.  A What Would You Say exercise 
allows leaders to practice using Key Principles. 

! Positive Model and Skill Practice:  Learners view and discuss a positive model of 
a leader having a work habits discussion.  Learners apply skills in prepared 
situations focused on work habit/performance improvement discussions, or they 
develop skill practices using previously identified situations. 

! Improvement Challenges:  In groups, learners take on leader, partner, and 
observer roles and respond to prepared challenges. 

VIDEO SEGMENT SUMMARIES 
! Improvement situations raise awareness of leader challenges. 
! A leader fails to behave like a catalyst for improvement while discussing a 

performance issue with a team member. 
! A positive model shows a manager meeting with a team member who isn�t providing 

technical support to the team.  The manager and team member explore ways to 
improve this poor work habit. 

COURSE DETAILS 
! Target audience:  Frontline to mid-level health care managers. 
! Program length:  3 hours, 20 minutes.  No Fast Track option. 
! Facilitator certification:  DDI-certified facilitator required. 
! Prerequisites:  Essential Skills for Health Care Managers or  

Core Skills for Building Commitment or IM Essentials. 
! Series:  Workbooks are health care specific; videos are generic.* 
! Group size:  8 to 16 people. 
! Prework:  No. 

RELATED COURSES 
! Other Leadership Development for Health Care® courses 
! Mastering Interaction Skills 
! Adaptive Leadership 
! Feedback Fundamentals 
 
 
*Health care-specific video segment for the second clip is available in the Leadership 
Development for Health Care supplemental facilitator package. 
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IMPROVING STAFF 
PERFORMANCE�PART 2 
LEARNING FORMAT:  CLASSROOM. 

SKILL PRACTICE COURSE  
ORDER NO. IM45H 

It�s not enough to have an initial discussion with a 
person to coach them on improving poor performance 
or work habits.  Managers must follow up to ensure 
that progress is being made or to acknowledge  
the improvement. 

This course focuses on the importance of follow-up 
coaching or reinforcement for performance or work 
habit problems.  Managers need to reinforce 
continued improvement. 

DO YOU FACE ANY OF THESE ISSUES? 
> Are leaders following up with employees after initial 

performance or work habit discussions? 
> Are leaders clearly articulating the consequences of 

failure to improve? 

PERFORMANCE OBJECTIVES 
Helps health care managers: 
> Discuss lack of improvement openly and 

supportively, exhibiting a sincere desire to  
help others renew their commitment to  
improvement plans.  

> Conduct effective follow-up discussions by 
recognizing progress and involving others in 
problem solving, improvement planning, and 
understanding the natural consequences of  
their actions. 

> Take fair and consistent action, in accordance with 
your organization�s policies, when performance or 
work habits do not improve. 

> Address challenges�from both individuals  
and teams�such as anger, excuses, and  
slow progress. 

PRIMARY COMPETENCY DEVELOPED  
> Coaching 

SECONDARY COMPETENCY DEVELOPED  
> Follow-Up 
> Gaining Commitment 

COURSE OVERVIEW 
! Open:  Learners review definitions for performance, work habits, and the paths 

improvement situations can take.  A group profile is developed from participants� 
follow-up situations they plan to focus on in the session.  Small groups record 
responses to performance-related questions.  Leaders discuss differences  
between natural and formal consequences of performance improvement/lack  
of improvement. 

! The Interaction Process and Positive Model:  Learners review Interaction 
Process skills as they relate to conducting effective follow-up discussions.  Learners 
view and discuss a positive model of a leader having a follow-up discussion with an 
employee who failed to improve his performance. 

! Skill Practice:  Learners apply skills in prepared situations that focus on follow-up 
discussions to work habit/performance improvement problems, or they develop skill 
practices using previously identified situations. 

! STAR-ring Positive Feedback:  After reviewing the STAR form and components of 
providing feedback, leaders work in pairs to derive STARs for six workbook situations. 

! HR Policies and Procedures:  An optional section provides a forum for the 
facilitator and/or an HR representative to discuss the organization�s formal 
corrective action policies and procedures. 

VIDEO SEGMENT SUMMARIES 
! A manager models a follow-up discussion with a team member who hasn�t 

improved his poor work habits.  (This is based on a situation introduced in 
Improving Staff Performance�Part 1.)   

COURSE DETAILS 
! Target audience:  Frontline to mid-level health care managers. 
! Program length:  3 hours, 25 minutes.  No Fast Track option. 
! Facilitator certification:  DDI-certified facilitator required. 
! Prerequisites:  Essential Skills for Health Care Managers or  

Core Skills for Building Commitment or IM Essentials. 
! Series:  Workbooks are health care specific; videos are generic.* 
! Group size:  8 to 16 people. 
! Prework:  No. 

RELATED COURSES 
! Other Leadership Development for Health Care® courses 
! Mastering Interaction Skills 
 
 
 
 
*Health care-specific video segment for the second clip is available in the Leadership 
Development for Health Care supplemental facilitator package. 
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LEADING STAFF 
THROUGH CHANGE  
LEARNING FORMAT:  CLASSROOM 
SKILL PRACTICE COURSE  
ORDER NO. IM47H 

How much change is your organization experiencing, 
and�more importantly�how well are people dealing 
with it? 

This course emphasizes the crucial role managers 
have in exploring change, introducing it, and helping 
others overcome resistance to it.  They do this by 
conducting effective discussions that minimize the 
negative effects of the change on morale, 
processes, and productivity. 

DO YOU FACE ANY OF THESE ISSUES? 
> How well are your managers helping staff adapt to 

the changes taking place? 
> When change is introduced, is it done so in a 

positive way or does it immediately start off on a 
sour note? 

> How successful are managers in overcoming 
resistance to change? 

PERFORMANCE OBJECTIVES 
Helps health care managers: 
> Help themselves and others feel more ownership of 

change in the workplace.  
> Prepare for and conduct discussions that involve 

exploring change, introducing change to others, or 
overcoming people�s resistance to change. 

> Minimize the potentially negative effects on morale, 
collaboration, and productivity if people do not 
adapt to change. 

> Foster trust and teamwork during times of change. 

PRIMARY COMPETENCY DEVELOPED  
> Facilitating Change 

SECONDARY COMPETENCIES DEVELOPED  
> Coaching 
> Gaining Commitment 

COURSE OVERVIEW 
! Puzzled by Change:  A puzzle activity reveals the disorientation people experience 

in response to change.  Disorientation and its impact in the workplace are defined, 
and leaders share their own reactions to change.  

! The Leader�s Role in Change Initiatives:  In a journal activity, leaders discover 
the types of change discussions�exploring, introducing, and overcoming resistance 
to change.  They discuss challenges to conducting change discussions and their 
catalyst role in these discussions.  A group brainstorms workplace changes that 
succeeded.  Another group brainstorms changes that didn�t succeed.  The groups 
share their lists. 

! The Interaction Process and Positive Model:  Learners review Interaction 
Process skills as they relate to conducting change discussions.  Learners view and 
discuss two positive models�one of a leader introducing change; the other of an 
overcoming resistance to change discussion.  The group compares and contrasts 
the leader�s approaches.  

! Skill Practice:  In a prepared skill practice, the facilitator acts as the leader, three 
participants act as partners, and remaining participants act as observers.  Everyone 
provides feedback to the leader during a debrief.  Learners apply skills in prepared 
situations focused on leading change discussions, or they develop skill practices 
using previously identified situations. 

VIDEO SEGMENT SUMMARIES 
! A task force leader models how to introduce and minimize resistance to a major 

change when a nearly completed project is expanded and must be redone.   
! A positive model shows a manager meeting with a team member to discuss his 

resistance to a cross-training initiative. 

COURSE DETAILS 
! Target audience:  Frontline to mid-level health care managers. 
! Program length:  3 hours, 50 minutes.  No Fast Track option. 
! Facilitator certification:  DDI-certified facilitator required. 
! Prerequisites:  Essential Skills for Health Care Managers or  

Core Skills for Building Commitment or IM Essentials. 
! Series:  Workbooks are health care specific; videos are generic.* 
! Group size:  8 to 16 people. 
! Prework:  No. 

RELATED COURSES 
! Other Leadership Development for Health Care® courses 
! Influential Leadership 
! Adaptive Leadership 
! Mastering Interaction Skills 
 
 
 
*Health care-specific video segment for the second clip is available in the Leadership 
Development for Health Care supplemental facilitator package. 
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STRATEGIC LEADERSHIP 
EXPERIENCE® 

LEARNING FORMAT:  CLASSROOM 

 

Just because leaders have been highly successful in 
an operational/functional role doesn�t ensure their 
success as a senior strategic leader.  Yet 
organizations are relying on these very people to 
move into these critical roles.  The result�senior 
strategic leaders who are unprepared to effectively 
deal with the situations and challenges they must face. 

Through the powerful content and hands-on 
leadership simulation of Strategic Leadership 
Experience, participants will learn how to think and 
act more strategically�to strategize ways to grow 
the business, gain acceptance of the strategies, and 
execute them to achieve desired business results. 

SESSION OBJECTIVES 
Helps leaders: 
> Improve their ability to deliver better business 

results by applying the nine leadership roles in  
the workplace. 

> Bridge the gap from operational to strategic 
leadership.  

> Minimize derailers that can impede their success  
as a senior leader. 

> Establish peer networks across organizations  
and functions. 

PROGRAM OVERVIEW 
! This intense four-day program immerses participants into business situations 

commonly faced by senior strategic leaders.  Participants experience and apply 
nine situational roles proven to be key differentiators between successful leaders 
and those who fail to effectively make the transition from an operational to a more 
senior strategic role.   

! Using a leadership simulation, participants experience three years in the life of a 
senior strategic leader in a safe, learning environment.  They deal with marketing, 
staffing, budgeting, allocating resources, and motivating the workforce.  They make 
crucial decisions applying the appropriate roles and then see the outcomes of these 
decisions on the business and the organization. 

! Participants also gain personal insight�through self-assessment tools, journaling, 
and peer feedback�into their strengths and development needs relative to the nine 
roles of effective senior strategic leaders.  Plus, they acquire familiarity with 
executive derailers that can negatively impact the performance of senior leaders.  
All combined, participants walk away able to target areas for development to 
effectively transition into a senior strategic role. 

DAY-BY-DAY VIEW 
! Day One:  Having gained insight from prework, participants learn about the 

company, its industry, its market position, its competitors and the challenges it 
faces.  They start to build working relationships with their team members and 
together, with an eye on business outcomes, they guide the company through Year 
One of the leadership simulation.  Along the way, they begin to learn the key roles 
of effective senior strategic leadership.  At the end of a non-stop day, there is an 
evening activity and homework assignments. 

! Day Two:  The focus is on additional key roles and on guiding the company through 
a new set of challenges in Year Two.  The business and cultural impact of every 
business decision is becoming more apparent.  At the end of the day, each team 
receives its Year Two company-performance results, and participants spend the 
evening preparing for Year Three. 

! Day Three:  Additional roles are covered and new challenges confront the 
company.  In their teams, participants learn how specific strategic senior leader 
roles come more easily to some than others.  They continue to discover the 
importance of the roles relative to achieving business outcomes.  The evening 
assignment includes assembling a strategic review to be presented to the  
entire group. 

! Day Four:  Participants assess the performance of the company, make their 
presentation to �the Board� and receive peer feedback on their personal 
performance.  In working with their team members to grapple with difficult decisions, 
form consensus, and plot out strategy, participants gain a new appreciation for the 
unique demands of senior strategic leadership and acquire an awareness of the 
roles.  Most importantly, they come away with valuable insight into their own 
strengths and development needs to effectively lead at a senior strategic level. 



 
STRATEGIC LEADERSHIP EXPERIENCE® 

 

© Development Dimensions International, Inc., MMIII.  All rights reserved.60 LearningLinks
  

STRATEGIC LEADERSHIP 
EXPERIENCE 
(CONT�D) 

PROGRAM DETAILS 
! Target audience:  Leaders moving from 

operational to senior strategic leadership, 
including identified high-potential leaders and 
aspiring senior leaders. 

! Session length:  Four days. 
! Certification:  DDI direct delivery only. 
! Prerequisites:  None. 
! Group size:  12 to 28 people. 
! Prework:  4 to 6 hours. 
 

LEADERSHIP ROLES OVERVIEW 
Strategic Leadership Experience is built around nine roles that are crucial to success 
among senior strategic leaders. 

! Navigator�Clearly and quickly works through the complexity of key issues, 
problems, and opportunities to affect actions (e.g., leverage opportunities and 
resolve issues). 

! Strategist�Develops a long-range course of action or set of goals to align with the 
organization�s vision. 

! Entrepreneur�Identifies and exploits opportunities for new products, services,  
and markets. 

! Mobilizer�Proactively builds and aligns stakeholders, capabilities, and resources 
for getting things done quickly and achieving complex objectives. 

! Talent Advocate�Attracts, develops, and retains talent to ensure that people with 
the right skills and motivations to meet business needs are in the right place at the 
right time. 

! Captivator�Instills passion and commitment toward a common goal, building upon 
an established foundation of trust. 

! Global Thinker�Makes decisions based on knowledge of business, economic, 
and political situations around the world. 

! Change Driver�Creates an environment that embraces change, makes change 
happen, even if the change is radical, and helps others to accept new ideas. 

! Enterprise Guardian�Holds self and others accountable for ethical behavior as 
defined by the organization�s values; ensures shareholder value through 
courageous decision making that supports enterprise- or unit-wide interests. 

PROGRAM ADVANTAGES 
! Allows participants to safely experience the challenges and situations a senior 

strategic leader faces. 
! Expands participants� understanding of critical business challenges and strategies. 
! Introduces participants to executive derailers�personal characteristics that, when 

used to an extreme, can undermine a leader�s success as he or she advances to 
higher levels in the organization. 

! Provides participants with insights about how successfully they apply the nine key 
leadership roles so they can target their development efforts appropriately. 

! Provides the opportunity for participants to consult with peers about real-time 
business challenges and apply the roles to arrive at solutions. 

! Offers a choice of in-house sessions exclusively for your organization�s leaders or 
public sessions where participants can network with peers from other organizations. 
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EXECUTING  
BUSINESS STRATEGYSM 
LEARNING FORMAT:  CLASSROOM 

 
Developing a sound business strategy is one thing; 
executing it is another.  Your best and brightest can 
set strategy, but their efforts will be wasted unless they 
follow through with effective execution. 

To turn strategy into reality, leaders must be able  
to translate business strategy into action, align 
organizational capability, and leverage organizational 
systems.  Executing Business StrategySM turns key 
managers into leaders who can successfully execute 
your company�s strategic initiatives. 

SYSTEM OBJECTIVES 
Helps leaders: 
! Apply a process for translating strategy into action. 
! Determine strategic priorities and measures for 

their business units. 
! Establish clear accountability to drive  

strategic priorities, and align capabilities  
for executing strategy. 

! Learn how to leverage organizational systems to 
achieve business and cultural strategy. 

! Develop a plan for ongoing communication of 
strategy and tactics. 

SYSTEM OVERVIEW 
Executing Business Strategy consists of three sessions that can be customized  
to meet your organization�s needs:  Translating Business Strategy into Action;  
Aligning Organizational Capability; and Leveraging Organizational Systems.   
In preparation for the sessions, leaders complete an organizational assessment, 
collect existing information about the company vision, values, and strategies, and 
prepare an in-basket simulation.  

SESSIONS OVERVIEW 
! Translating Strategy into Action:  This session heightens awareness and builds 

leaders� skills in strategy execution.  Leaders review their organization�s strategies 
against six typical categories and discuss issues and gaps.  They learn how their 
business unit�s top five strategic priorities can be used to focus the organization�s 
energy and how the leading and lagging indicators for the organization�s strategic 
priorities help establish measurement for the strategies� success.  Leaders identify 
objectives and consider the contribution they can make to each priority. 

! Aligning Organizational Capability:  Leaders learn the benefits of effectively 
managing and clarifying the organizational culture to achieve their business 
strategy.  They learn about their role in assessing talent, and they customize 
profiles to identify competencies for the roles that report to them.  They begin 
developing their management team by assessing players against core and job/role 
competencies.  They create an action plan to develop employees and match the 
right players to the right jobs. 

! Leveraging Organizational Systems:  Leaders assess organizational systems 
and processes and plan how to improve four systems to better achieve their 
strategies.  They review the importance of communication in sustaining commitment 
to strategy, complete a self-assessment that provides insight into current 
communication, and complete a development plan.  Action plans are developed for 
communicating strategy, driving accountability, assessing players, and leveraging 
systems. 

SYSTEM DETAILS 
! Target audience:  Mid- to senior-level managers. 
! Program length:   

− Day One:  8 hours, 20 minutes 
− Day Two:  5 hours, 55 minutes 
− Day Three:  5 hours, 55 minutes 
No Fast Track option. 

! Learning formats:  Classroom. 
! Certification:  Initial delivery by DDI facilitator.  Clients can be certified after 

participation in the program. 
! Prerequisites:  None. 
! Group size:  6 to 15 people. 
! Prework:  No. 
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EXECUTING  
BUSINESS STRATEGY 
(CONT�D) 

SYSTEM ADVANTAGES 
> Provides custom, hands-on learning for your 

leaders because it�s your key leaders, working 
through your strategies, given your company�s 
resources and constraints. 

> Helps your leaders tackle pressing strategy-
implementation issues because they work through 
those issues as a team, learning the whys, whats, 
and hows of the strategy execution process. 

> Offers a permanent, process-oriented solution that 
can be used on an ongoing basis because leaders 
are given the necessary knowledge and skills to 
execute business strategy.  

> Focuses on the critical qualities of effective 
execution.  People know what to do because 
accountabilities are clear, know how to do it 
because they have the right skills, and are 
motivated to do it because they see how they are 
adding value to the organization. 

> Forces awareness and galvanizes action because 
your key leaders work through the process together 
and come to the same understanding about issues, 
opportunities, and accountabilities.  

PRIMARY COMPETENCIES DEVELOPED 
! Aligning Performance for Success 
! Change Leadership 
! Driving Execution 
! Establishing Strategic Direction 

SECONDARY COMPETENCIES DEVELOPED 
! Mobilizing Resources 
! Strategic Decision Making 

SESSION OUTPUTS 
Outputs of the session include: 

! Clear, specific strategic priorities and measures. 
! Clear accountabilities for achieving each strategic priority. 
! Identification of core and job/role competencies for your leadership team members. 
! Assessment of the capabilities of your leadership team members to implement your 

business unit�s strategies. 
! Identification of systems that help or hinder strategy execution. 
! Action plans to leverage organizational systems. 
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SOCIAL INTELLIGENCE: 
POWERFUL PEOPLE 
SKILLS FOR SENIOR 
LEADERSSM 

 
Social intelligence, commonly referred to as people 
skills, is the ability to relate to, understand, and 
interact effectively with others on a daily basis. 
Leaders with high social intelligence consistently 
display the communication and interpersonal skills  
that are critical for influencing internal and external 
business partners and for gaining commitment to 
challenging goals.  

A recent Chief Executive Magazine survey of 750 
senior leaders confirmed that people skills were the 
most important drivers of leadership success at 
both the CEO and executive team levels.  

Unfortunately, the importance and development of 
these skills often are overlooked as leaders climb 
the organizational ladder. This lack of social 
intelligence in an organization�s upper-leadership 
levels not only contributes to senior leadership 
failure but also escalates employee turnover, 
erodes commitment to the goals, and hinders 
organizational performance.  

SERVICE DESCRIPTION 
Designed to successfully boost social intelligence, DDI�s one-day session, Social 
Intelligence: Powerful People Skills for Senior Leaders, improves the communication 
and interaction skills of senior-level leaders.  Whether it be rediscovery or introductory, 
the session is tailored to the culture and needs of each executive and organization. 
The hands-on session also provides senior leaders with opportunities to share and 
work through real job situations they are facing that require the use of more effective 
interpersonal skills�all in a supportive, non-threatening environment.  

HOW IT WORKS 
During the high-impact Social Intelligence session�which is customized using either 
existing survey or qualitative data, or assessment results�experienced executive 
coaches will help participants achieve the following:  
! Leverage a proven model of effective interpersonal skills that is based on three 

decades of DDI research.  
! Analyze real-time job situations and challenges.  
! Practice and enhance effective interpersonal skills in one-on-one and group 

opportunities.  
! Gain immediate feedback and coaching from both peers and DDI coaches. 

Throughout the learning session, executives will acquire insight on how their 
interactions impact others and how they can enhance their skills to get the desired 
results.  After the session, executive coaches can provide personal follow-up, 
advice, and confidential guidance around future interaction challenges.  

BENEFITS 
In addition to realizing immediate improvements to critical discussions and employee 
interactions, the organization will gain the following long-term benefits: 
! Increased commitment at all levels of the organization to executing the business 

strategy and goals.  
! Higher levels of belief and trust in executives.  
! Reduced turnover of high-performing talent.  
! Decreased executive failure and derailment, providing longer-term stability at the 

top of the organization. 
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TARGETED  
MANAGEMENT:  
COMPONENTS OF  
EFFECTIVE LEADERSHIP 

 

Successful mid- and senior-level leaders must be 
skilled in the key facets of leadership to create a high-
performance organization and move it forward in a 
radically changing business environment. 

By building skills in these primary areas, Targeted 
Management® is proven to transform managers into 
leaders who have the confidence and competence 
to communicate corporate vision, establish trust, 
and gain commitment for meeting strategic 
business goals. 

PERFORMANCE OBJECTIVES 
Targeted Management builds leaders who have 
the skills to: 
> Inspire others to think and act like stakeholders in 

the organization. 
> Encourage associates to embrace challenges for 

growth and high performance, nurturing their talent 
to build a strong workforce. 

> Set plans and lead people toward accomplishing 
objectives and using organizational resources 
effectively. 

SYSTEM OVERVIEW  
Targeted Management:  Components of Effective Leadership is a competency-based 
learning system designed specifically for experienced leaders.  The system consists of 
the following workshops, which can be taken individually or as a system:  

! Delegating and Monitoring 65 
! Leadership:  Inspiring Commitment 66 
! Planning and Critical Path 67 
! Problem Analysis and Decision Making 68 

Each workshop uses action learning, behavioral models, case studies, focused 
discussions, video exercises, and skill-building exercises.  Workshops are designed to 
ensure a heavy emphasis on participants� individual development objectives, with 
each person creating both an action plan of leadership goals and the strategies for 
meeting those goals.  Targeted Management is very effective because the system is 
research-based, competency-based, and results-oriented. 

RESULTS 
! At a chemical manufacturer, TM participants rated the likelihood that they would use 

the system�s interactive skills at 7.6 on a 9-point scale�a rating of �high.�  They 
rated the likelihood of using decision-making skills at 6.5�also a �high� rating. 

! When surveyed three months after training, 55 percent of this same group said they 
consciously used TM interactive skills three or more times.  In addition, 53 percent 
said they preplanned specific interactive behaviors on at least three or more 
occasions. 
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DELEGATING AND 
MONITORING  
LEARNING FORMAT:  CLASSROOM 
ORDER NO. TM5 

Skillful delegation is critical in creating an environment 
where people achieve significant results with fewer 
resources.   

This workshop develops skills in delegating authority 
and tasks to others.  It focuses on delegating styles 
that evaluate the structure and the process.  The 
program then builds skills in evaluating, establishing, 
and implementing effective monitoring systems. 

DO YOU FACE ANY OF THESE ISSUES? 
> Do leaders spend time on tasks that others should 

be handling? 
> Are leaders able to gain employees� commitment to 

new responsibilities? 
> Have bad decisions been made or critical ones 

delayed because relevant information is not 
available, or so much is being monitored that vital 
data get overlooked or lost? 

PERFORMANCE OBJECTIVES 
Helps leaders: 
> Increase effectiveness by identifying best methods 

and opportunities for allocating work and delegating 
tasks efficiently. 

> Delegate to create time for coaching and supporting 
employees in decision making, communicating, and 
accomplishing tasks. 

> Recognize the value of implementing and 
evaluating monitoring systems. 

> Design and successfully execute effective 
monitoring systems for their work area. 

PRIMARY COMPETENCIES DEVELOPED  
> Delegating Responsibility  
> Information Monitoring 

SECONDARY COMPETENCIES DEVELOPED  
> Follow-Up 
> Managing Work  
> Planning and Organizing 

WORKSHOP OVERVIEW 
! Painful Delegation:  Learners analyze a video of an ineffective delegating  

style.  Methods of allocating work and corresponding guidelines for allocating  
work are presented. 

! In-Basket Exercise:  Learners assume the role of a hotel general manager who 
must choose various methods of allocating work.  

! Delegating Styles:  Delegating styles are discussed, and a relationship is drawn 
between methods of allocating work and delegating styles.  Leaders determine their 
delegating styles. 

! Barriers to Delegating:  Barriers and strategies for overcoming them are related to 
upcoming delegations.  

! Planning Effective Delegations/RELIEF:  Learners explore Delegating Success 
Factors and the RELIEF process.  They view a positive model of the RELIEF 
process and the leader�s delegating style.  

! Monitoring:  The importance of monitoring is presented, and current monitoring 
efforts are examined.  Characteristics of effective monitoring and consequences of 
over- and under-monitoring are examined.  Leaders evaluate monitoring systems.  

! The Monitoring Process:  Learners are introduced to the Monitoring Process and 
the concept of �monitoring for exceptions� as well as the role that feedback and 
�feedforward� play in the process.  

! Application:  Leaders complete an Establishing Monitoring Systems form and 
provide feedback to one another. 

! Implementation Issues:  A video shows how commitment is gained for a 
monitoring system that is being implemented.  Learners identify issues around a 
personal situation identified earlier.  

! Case Study:  Leaders apply all skills learned in a case study. 

VIDEO SEGMENT SUMMARIES 
! Humorous video shows an ineffective manager attempting to delegate. 
! The RELIEF Process is modeled in a meeting in which a manager delegates a 

major project to an employee. 
! A manager gains commitment to a new tracking system. 

WORKSHOP DETAILS 
! Target audience:  Mid- to senior-level leaders. 
! Workshop length:  8 hours.  No Fast Track option. 
! Facilitator certification:  DDI-certified facilitator required. 
! Prerequisites:  None.   
! Series:  Suitable for all environments. 
! Group size:  8 to 16 people. 
! Prework:  Yes. 

RELATED COURSES 
! Delegating for Productivity and Growth (frontline to mid-level) 
! Coaching:  Developing High Performance 
! Managing Performance:  Getting Business Results 
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LEADERSHIP:   
INSPIRING  
COMMITMENT 
LEARNING FORMAT:  CLASSROOM 
SKILL PRACTICE COURSE 
ORDER NO. TM1 

Achieving success in an era of downsizing, 
reorganization, and reengineering demands total 
commitment, steady focus, and exceptional, competent 
performance from everyone in the organization.  

In this workshop, leaders learn how to inspire total 
commitment from the people who make things happen. 

DO YOU FACE ANY OF THESE ISSUES? 
> Do leaders know how to win over people who resist 

things, such as change, plans, and suggestions? 
> Are leaders able to generate enthusiasm and 

inspire commitment to the organization�s vision  
and values? 

PERFORMANCE OBJECTIVES 
Helps leaders: 
> Understand the forces of change and their effect on 

personal and work life. 
> Identify and effectively apply key leadership actions 

and behaviors in leading and influencing others. 
> Generate enthusiasm and inspire commitment by 

clearly communicating vision and values. 
> Assess and apply specific behaviors to build trust 

and strengthen interactions. 
> Formulate an action plan for the personal and 

organizational growth that will achieve objectives. 

PRIMARY COMPETENCIES DEVELOPED  
> Building Trust 
> Gaining Commitment 
> Influencing Others 
> Leading Through Vision and Values 
> Selling the Vision 

SECONDARY COMPETENCIES DEVELOPED  
> Communication 
> Inspiring Others 

WORKSHOP OVERVIEW 
Day One 
! Essentials:  An activity shows the application of the essentials for success�

managing, leading, and professionalism.  Characteristics, skills, and behaviors of 
high-performing leaders are discussed, and a self-assessment reveals participants� 
strengths and development areas. 

! Keystone of Leadership:  Learners explore the Keystone model and how it 
captures the leader�s role.  The use and abuse of personal and position power  
are discussed. 

! The Communication Process and Relationships:  Learners discuss verbal and 
nonverbal behaviors, explore the Communication Process model, and discuss the 
benefits of balancing seeking and telling.  The Interaction Process and four 
discussion variables are presented. 

! Vision:  A video prompts discussion on characteristics and applications of an 
effective vision, including differences between macrovision and microvision and  
the applications of each.  

Day Two 
! Vision Skill Practice:  A skill practice focuses on using the Interaction Process  

to communicate a vision.  Leaders build an organizational vision for back at  
the workplace. 

! Trust and Commitment:  Leaders focus on ways to establish trust and overcome 
barriers.  They discuss what they need to do to inspire commitment, and they use 
the Commitment Continuum to examine people�s level of commitment to the 
company�s vision. 

! Action Planning:  Leaders develop action plans to define how to communicate a 
vision, build trust, and inspire commitment.  

VIDEO SEGMENT SUMMARIES 
! Vignette shows the purpose of an effective vision�to paint a clear picture of a 

desired future state, using words, images, and feelings.  
! A CEO effectively communicates the organization�s vision.    
! A manager models the use of the Interaction Process to build trust. 
! A leader communicates and demonstrates his vision of a highly involved sales force 

to gain a coworker�s commitment. 

WORKSHOP DETAILS 
! Target audience:  Mid- to senior-level leaders. 
! Workshop length:  Two days (11 hours, 50 minutes total).  No Fast Track option. 
! Facilitator certification:  DDI-certified facilitator required. 
! Prerequisites:  None.   
! Series:  Suitable for all environments. 
! Group size:  8 to 16 people. 
! Prework:  Yes. 

RELATED COURSES 
! Influential Leadership 
! Leadership:  Facilitating Change 
! Trust:  Strengthening the Foundation 
! Social Intelligence:  Powerful People Skills for Senior LeadersSM 
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PLANNING AND  
CRITICAL PATH  
LEARNING FORMAT:  CLASSROOM 
ORDER NO. TM4 

Effective planning helps people influence events  
and conditions instead of allowing events to  
influence them.  

This workshop is designed to help leaders fine-tune 
their planning skills.  It teaches leaders an eight-
step process for developing effective plans and 
gaining the commitment of people who influence  
or have a stake in a plan�s success. 

DO YOU FACE ANY OF THESE ISSUES? 
> Do your leaders know how to help people influence 

events and conditions? 
> Are your organization�s plans effective? 
> Does your workforce buy into your plans or do they 

work around them? 

PERFORMANCE OBJECTIVES 
Helps leaders: 
> Increase the efficiency of the planning process  

by using an eight-step process for developing 
effective plans. 

> Gain the commitment of people who can influence a 
plan�s outcome or who have a stake in its success. 

> Work comfortably with the Critical Path�a 
management technique for sequencing key project 
tasks and determining when they must be 
completed to meet the deadline. 

PRIMARY COMPETENCIES DEVELOPED  
> Decision Making 
> Planning and Organizing 

SECONDARY COMPETENCY DEVELOPED  
> Gaining Commitment 
 

WORKSHOP OVERVIEW 
! Overview Process and Personal Characteristics:  Learners review the eight-step 

planning process and how the personal characteristics of objectivity, vision, and 
initiative affect that process.  They next examine techniques to develop and 
enhance these characteristics. 

! Development Objectives:  Leaders formulate personal development objectives by 
reviewing upcoming planning decisions and self-assessment profiles of their 
effective and ineffective planning behaviors. 

! The Planning Process:  The Information Base and Plan form is introduced to 
support the planning process.  Learners discuss the steps of the planning process 
with emphasis on the importance of asking the right questions.  Leaders are 
introduced to the �clarifying� stage.  

! Planning Exercise:  Leaders skill practice use of the Planning Process. 
! Gaining Commitment to Plans:  The importance of gaining commitment and 

deciding when and how to involve others is discussed and modeled on video.   
! Developing Your Plan:  Small groups develop and present plans using the 

Information Base and Plan form.  
! Critical Path:  The purpose and importance of the Critical Path is explained and 

described.  Leaders are introduced to PERT and Gantt charts.  They practice using 
the Critical Path by applying it to the plan they have developed. 

VIDEO SEGMENT SUMMARIES 
! A manager, unclear about a new taskforce project and how to implement it, meets 

with the project originator to get more details before he begins planning. 
! In a positive model, a manager seeks task members� input and commitment to a 

tentative plan he prepared. 

WORKSHOP DETAILS 
! Target audience:  Mid- to senior-level leaders. 
! Workshop length:  7 hours.  No Fast Track option. 
! Facilitator certification:  DDI-certified facilitator required. 
! Prerequisites:  None. 
! Series:  Suitable for all environments. 
! Group size:  8 to 16 people.   
! Prework:  Yes. 

RELATED COURSES 
! Influential Leadership 
! Taking Action Handbook 
! Leading Your Team to Optimal Performance 
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PROBLEM ANALYSIS AND 
DECISION MAKING  
LEARNING FORMAT:  CLASSROOM 
ORDER NO. TM3 

A rapidly changing, highly competitive marketplace 
demands making the right decision the first time�
quickly.  Any delay closes the window of opportunity.   

This workshop provides tools that enable leaders to 
solve problems proactively and gain others� 
commitment to solutions and decisions.  Leaders 
will make high-quality, effective decisions and learn 
to recognize how personal bias, tunnel vision, and  
marginal commitment influence decisions. 

DO YOU FACE ANY OF THESE ISSUES? 
> Do your leaders avoid making a decision because 

they lack confidence, or do they make decisions 
hastily or not at all? 

> Do leaders procrastinate because they can�t 
distinguish symptoms from causes and/or treat 
symptoms instead of causes? 

PERFORMANCE OBJECTIVES 
Helps leaders: 
> Use the Decision Guide to solve problems and 

make recommendations and decisions. 
> Recognize how personal characteristics  

influence decisions. 
> Quickly and efficiently gather the type of high-

quality information needed to solve problems and  
make decisions. 

> Gain greater commitment to decisions by  
involving others. 

PRIMARY COMPETENCIES DEVELOPED  
> Decision Making 
> Operational Decision Making 

SECONDARY COMPETENCY DEVELOPED  
> Gaining Commitment 

WORKSHOP OVERVIEW 
Day One 
! Problem-Solving/Decision-Making Process:  The facilitator presents the Decision 

Guide process. 
! Personal Characteristics:  Leaders explore objectivity, vision, and initiative.  They 

discuss the impact on decision making, explore how to enhance and develop these 
personal characteristics, and identify how personal characteristics affect decisions. 

! Personal Learning Objectives:  Leaders use profiles of effective and ineffective 
decision-making behaviors to assess their behaviors and identify personal objectives. 

! Information Base:  Leaders begin completing Information Base forms for a 
situation analysis or cause analysis. 

! Situation Analysis:  Four types of decision-making situations are introduced, 
focusing on situation analysis.  Leaders apply the Decision Guide process and 
complete a case study. 

! Cause Analysis:  Learners review cause analysis and how it relates to the Decision 
Guide.  In another case study, they build fact-finding and cause-analysis skills.  

Day Two 
! Decisions:  Leaders practice using the criteria-based form and work through the 

go/no-go decision process. 
! Making Effective Decisions:  Using a workplace situation, learners complete an 

exercise to reinforce the knowledge and skills they have learned in making effective, 
high-quality decisions.  

! Assessing Situations:  Leaders review the types of decision-making situations and 
practice identifying them. 

! Application:  Learners create an action plan for the workplace. 

VIDEO SEGMENT SUMMARIES 
! (Optional) A manager models fact-finding�focusing on the �gather and organize 

information� stage of the Decision Guide process�when meeting with a service 
leader on why there is such high turnover.  

WORKSHOP DETAILS 
! Target audience:  Mid- to senior-level leaders. 
! Workshop length:  Two days (13 hours, 45 minutes total).  No Fast Track option. 
! Facilitator certification:  DDI-certified facilitator required. 
! Prerequisites:  None.   
! Series:  Suitable for all environments. 
! Group size:  8 to 16 people. 
! Prework:  Yes. 

RELATED COURSES 
! Making Effective Decisions 
! Rapid Decision Making 
! Taking Action Handbook 
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LEADERSHIP MIRROR® 

 

FORMATS:  WEB-BASED AND  
PAPER-AND-PENCIL 

Leadership Mirror, DDI�s web-based, multi-lingual, 
360°-feedback tool, gathers observational information 
from multiple raters about people�s strengths and 
development needs.  Surveys provide insightful 
comparisons of how people see themselves relative to 
how others perceive them.  The outcome of this �look 
in the mirror� is a true understanding of an individual�s 
current performance and the training and development 
needed to improve performance. 

With Leadership Mirror, your organization can 
achieve the following: 
! Evaluate people (or teams) against the 

competencies required for successful 
performance. 

! Identify people�s specific strengths and 
development needs. 

! Give people clear development suggestions for 
improving performance. 

! Match people�s development needs with training 
and learning resources. 

! Act as a pre- and post-training evaluation tool. 
DDI provides implementation consulting to ensure 
that Leadership Mirror is fully integrated with your 
overall development initiatives.  We also offer 
follow-up services to help subjects interpret their 
reports and create solid development plans. 

SYSTEM OVERVIEW 
With Leadership Mirror, you can easily create, distribute, and collect assessment 
surveys that are appropriate for each individual and position.  When creating a survey, 
you can choose the rating scale that subjects and respondents use to rate key 
actions�the specific behaviors that make up a competency.  There are four different 
rating scales available in Leadership Mirror, which enable you to assess subjects� 
current and/or required proficiency with regard to a behavior or how often subjects 
perform a behavior when given the opportunity to do so. 

Using easy-to-interpret bar graphs, Leadership Mirror displays strengths and 
development needs of individuals or groups.  The system also allows you to link 
specific development resources to competencies. 

LEADERSHIP MIRROR STANDARD SURVEYS 
! Fundamentals of Leadership®:  For first- and second-level supervisors or team 

leaders.  Focuses on core leadership competencies, such as Coaching, Decision 
Making, Delegating Responsibility, and Gaining Commitment. 

! Individual Contributor/Team Member:  Focuses on individual team members  
or overall team effectiveness.  Competencies measured include Collaboration, 
Contributing to Team Success, and Meeting Participation.  Assesses individual 
team members or overall team effectiveness. 

! Leadership Imperatives:  For supervisors, team leaders, and managers.  
Assesses Leadership Imperatives and competencies.  Helps provide orientation and 
feedback for the focus of leadership development programs, such as DDI�s 
Interaction Management®: Exceptional Leaders�Extraordinary ResultsSM. 

! Nine Roles of the Strategic Leader:  For senior leaders and executives and those 
targeted for senior strategic leadership.  Assesses roles rather than competencies.  
Helps provide orientation and feedback for the focus of DDI�s Strategic Leadership 
ExperienceSM program. 

! Operational Executive:  Focuses on mid- to upper-level managers.  Competencies 
measured include Coaching/Teaching, Driving for Results, and Operational 
Decision Making. 

! Sales Executive:  Designed for upper-level managers and executives in a sales 
function.  Includes competencies such as Business Acumen, Communicating with 
Impact, Customer Orientation, and Sales Persuasion. 

! Strategic Executive:  Appropriate for upper-level managers and executives.  
Includes competencies such as Change Leadership, Establishing Strategic 
Direction, Executive Disposition, and Selling the Vision. 
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LEADERSHIP MIRROR 
(CONT�D) 
SYSTEM DETAILS 
! Target audience:  Team members, frontline to 

mid-level leaders, and executive-level leaders. 
! Length:  Most surveys take 30 to 45 minutes  

to complete. 
! Administration:  By DDI or a designated 

individual within your organization. 
! Customization:  Available for both web-based 

and paper-and-pencil options. 
! Language availability:  English. Web-based 

also available in French, German, and Spanish. 

SYSTEM ADVANTAGES 
! Increases objectivity and buy-in.  Research indicates that the use of multiple 

raters with different on-the-job experiences increases the objectivity and validity  
of the assessment experience.  Individual buy-in also increases, generating 
commitment to personal development and increasing the likelihood of improved 
performance through subsequent training. 

! Fast turnaround time.  After data collection ends, results are available instantly 
online with web-based surveys, and reports are returned within one week with 
paper-based initiatives. 

! Highly flexible.  You can choose from seven standard surveys that address 
different skill sets and job levels, create a survey based on DDI�s library of 
competencies, or customize a survey based on your organization�s competencies. 

! Linkage to development resources.  DDI�s numerous training programs and 
online performance support system can be matched to identified development  
areas by competency.  Competency-specific development guides, including tips, 
developmental activities, and lists of relevant books and articles, help to build skills.  
Direct links to any number and kind of other development resources may also be 
made within the web-based application. 

! Broader perspectives and more data.  Organizations have an acute and growing 
need for more and broader behavioral information for development purposes.  
Leadership Mirror fills this void by gathering perceptions from people all around an 
employee to provide a broader view of his or her performance.  Results can be used 
to monitor the development process, identify trends, prioritize training, evaluate 
training effectiveness, and measure organizational performance or success over 
time. 

! Global application.  The same survey can be sent to respondents in multiple 
languages�English, French, German, and Spanish�with cumulative results being 
returned to the subject in his/her preferred language. 
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WORKFORCE DEVELOPMENT 
Your workforce is continually being challenged to take on increasing responsibilities, and 
these employees are the key to helping your organization achieve its strategic goals.  All 
employees need to continuously build skills that will help them grow, ensure their 
employability, and contribute to the success of the organization. 

DDI�s workforce development system includes competency-based programs designed 
to equip your workforce�from frontline workers to first- and mid-level leaders�with 
the day-to-day interpersonal, teamwork, and business results skills that help create 
and maintain a high-performance workplace. 

You can choose from a range of learning courses that are grouped by skill areas, such 
as personal effectiveness, group effectiveness, and getting business results.  Taken 
together, these courses strengthen overall workforce performance.  Taken selectively, 
they pinpoint areas that need improvement.   

ADVANTAGES 
DDI�s workforce programs are: 

! Thoroughly proven to build specific, job-critical competencies and promote 
positive behavior changes that lead to better job performance. 

! Flexible to fit your environment, languages, and delivery requirements. 
! Tried and tested in the world�s leading companies, including more than 400 of the 

Fortune 500. 
! Completely integratable so you can mix and match offerings to create a 

development program that�s highly tailored and highly effective for your organization 
and your people. 

! Supported by complementary DDI products and services that let you assess 
development needs and manage ongoing performance. 

! Capable of driving common language and behaviors throughout all levels in  
the organization. 

WORKFORCE PROGRAMS 
> Techniques for a High-Performance Workforce® 
> Being a Leader:  Everyone�s Role 
> Service Plus® 



TECHNIQUES FOR  
A HIGH-PERFORMANCE WORKFORCE® 

 

© Development Dimensions International, Inc., MMIII.  All rights reserved.72 LearningLinks
  

TECHNIQUES FOR A HIGH-
PERFORMANCE 
WORKFORCE® 

 

Imagine a workplace where frontline employees and 
leaders are committed to increasing productivity, 
improving product and service quality, and building  
a high-performance workforce. 

Techniques for a High-Performance Workforce®� 
a Human Resource Executive Top New Training 
Product of the Year�is a competency-based 
system designed to give employees and leaders  
the skills outlined above and more. 

PERFORMANCE OBJECTIVES 
Techniques is proven to help organizations: 

! Build effective communication among peers, 
customers, supervisors, and leaders. 

! Start up and maintain high-performance  
work teams. 

! Build the necessary skills for turning ideas  
on improving processes, quality, and service  
into action. 

! Develop the high level of involvement that 
enables people to take on more responsibility in 
today�s flatter organizations. 

SYSTEM OVERVIEW 
Techniques courses are divided into three skill groups focused on personal 
effectiveness, group effectiveness, and getting business results. 

PERSONAL EFFECTIVENESS 
Adapting to Change.................................................................................................73 
Building Trust ..........................................................................................................74 
Communicating and Listening .................................................................................75 
Communicating with Others ....................................................................................76 
Feedback Fundamentals.........................................................................................77 
Influencing Others ...................................................................................................78 
Interaction Skills for Success (foundation course) ..................................................79 
Investing in Your Learning.......................................................................................80 
Personal Empowerment:  Taking Initiative ..............................................................81 
Taking Charge of Your Development ......................................................................82 
Working Through Conflict........................................................................................83 

GROUP EFFECTIVENESS 
Contributing to Meeting Success.............................................................................84 
Fast Start for Teams................................................................................................85 
Leading Successful Meetings..................................................................................86 
Optimizing Team Performance................................................................................87 
Reaching Group Agreement....................................................................................88 
Supporting Others ...................................................................................................89 
Team Performance Survey .....................................................................................90 
Training Others........................................................................................................91 
Valuing Differences .................................................................................................92 
Working as a Team .................................................................................................93 

GETTING BUSINESS RESULTS 
Impacting Your Work Processes .............................................................................94 
Improving Personal Productivity..............................................................................95 
Making Effective Decisions .....................................................................................96 
Making Sense of Business:  A Simulation®.............................................................97 
Partnerships for Improvement...........................................................................98 
Taking Action Handbook.......................................................................................99 
Taking Action to Solve Problems ........................................................................100 
Thunderbolt Thinking®:  Innovation Fundamentals ...............................................101 

RESULTS 
! An electric motor manufacturer documented savings of $25,000 in just one year 

from process improvement and quality teams. 
! A major life insurance company reduced overtime and part-time expenses by  

42 percent and increased productivity by 11.8 percent. 
! A metal manufacturer reported a 40-percent increase in output, an 83-percent 

reduction in cycle time, and a 90-percent reduction in grievances.  This plant 
showed the highest employee satisfaction of all plants in the company. 

! An aircraft manufacturer doubled their production of wing sets with the same 
number of people while reducing costs by 30 percent. 

! A financial services company focused training on building internal partnerships 
between sales force divisions.  Shared leads and subsequent sales increased by 
more than 50 percent.  The program�s return on investment was 1,905 percent. 
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ADAPTING  
TO CHANGE  
LEARNING FORMAT:  CLASSROOM, VIDEO- 
AND WORKBOOK-BASED SELF-STUDY,  
WEB-BASED 
ORDER NO. WD12 

If people wince, stonewall, or rebel when a change in 
routine is mentioned, there is a solution. When 
employees can adapt quickly, the entire organization 
becomes faster, more flexible, and better able to 
answer the demands of an increasingly competitive 
marketplace. 

This course develops the confidence and skills 
needed to face change and welcome it as an 
opportunity to grow and learn. 

DO YOU FACE ANY OF THESE ISSUES? 
> Do associates feel �blindsided� by change because 

they were not involved up front? 
> Are they reluctant to change because they like 

things the way they are or fear that their skills won�t 
be as important after the change? 

> Does productivity decrease when something 
changes at work? 

PERFORMANCE OBJECTIVES 
Helps associates: 
> Experience change without a loss in productivity  

or performance. 
> Take charge of change by learning to act on areas 

they can influence. 
> Develop an action plan for adapting to and 

implementing change. 
> Support, guide, and encourage others to adapt 

more effectively to change. 

PRIMARY COMPETENCY DEVELOPED  
> Adaptability 

SECONDARY COMPETENCY DEVELOPED  
> Initiating Action 

COURSE OVERVIEW 
! The Whirlwind of Change:  A pace of change continuum and video help learners 

reflect on the amount and pace of change in their lifetimes. Various activities and 
tools have participants: 
− Build awareness of the number and impact of work-related and personal changes 

in their lives. 
− Examine their feelings and reactions to current workplace changes and how 

effectively they are adapting to them. 
− Complete the first portion of a Change Map, which helps them apply program 

techniques to a workplace change. 
− Learn the four phases of change. 

! Getting from Here to There:  Learners explore the phases of change and 
determine which they are currently experiencing.  Video and discussion introduce 
TEST Drive Change, which is a model that uses specific techniques to help people 
adapt to change.  In a series of activities, learners describe the value of each TEST 
component, effective uses of the techniques, and missed opportunities to use them.  
Change Maps help identify actions they can take within the TEST model, and 
learners discuss factors they can and cannot control or influence. 

! Enjoying the Ride:  Learners revisit each tool and share insights on how they will 
now view change.  Optional activities include learners applying TEST techniques to 
case studies and helping others adapt by advising them on TEST techniques. 

VIDEO SEGMENT SUMMARIES 
! A series of rapid-fire images illustrate the increasing amount and pace of change in 

business, technology, and popular culture. 
! Employees struggle to deal with a move to teams.  One employee models TEST 

techniques through the four phases of change. 
! Challenges of helping others adapt to change are presented.  

COURSE DETAILS 
! Target audience:  All employees up to mid-level leaders. 
! Course length:  3 hours, 25 minutes, or 2 hours, Fast Track. 
! Facilitator certification:  DDI certification not required. 
! Prerequisites:  None. 
! Series:  Suitable for all environments. 
! Group size:  10 to 20 people. 
! Prework:  No. 

RELATED COURSES 
! Helping Others Adapt to Change (comparable course for leaders) 
! Adaptive Leadership 
! Influential Leadership 
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BUILDING TRUST  
LEARNING FORMATS:  CLASSROOM,  
WEB-BASED 

ORDER NO. WD74 

Broken promises.  Failed teams.  Stalled initiatives.  
Sagging morale.  These are just some of the 
destructive consequences of a lack of workplace trust. 

Trust is the responsibility of each individual�no 
exceptions.  When it�s there, you feel it.  In a trusting 
environment, you see more teamwork, partnering, 
and productivity.  This course gives you hands-on, 
proven strategies for building trust in the workplace. 

DO YOU FACE ANY OF THESE ISSUES? 
> Do people in your company sometimes feel they 

can�t rely on their coworkers? 
> Do they break their promises? 
> Do they feel they need to �cover themselves� more 

often than they used to? 
> Are projects getting increasingly bogged down? 

PERFORMANCE OBJECTIVES 
Helps associates: 
> Take steps to strengthen trust in their interactions. 
> Build a history of trust with coworkers. 
> Encourage open communication. 
> Develop an action plan for building trust with 

coworkers, team members, customers, and leaders. 

PRIMARY COMPETENCY DEVELOPED  
> Building Trust 

SECONDARY COMPETENCIES DEVELOPED  
> Gaining Commitment 
> Integrity 

COURSE OVERVIEW 
! Trust�What�s It All About?:  An experiential activity allows participants to see 

how easily they can act in untrustworthy ways.  They discuss the personal and 
organizational effects of mistrust and learn the importance of sharing responsibility 
for building trust in the workplace. 

! Trust Traps:  A video introduces five common behaviors that make a person 
appear untrustworthy.  Learners identify personal trust trap experiences. 

! How to Build Trust:  The facilitator reviews the role of three Key Principles in 
building trust as well as five techniques for building trust. 

! Putting It Together:  Using video and case studies, participants identify effective 
uses of Key Principles and trust techniques.  With an action planner, they determine 
additional ways the characters could use these tools and skills to rebuild trust.  
Participants brainstorm everything they know about each trust technique and 
present insights to the group.  

VIDEO SEGMENT SUMMARIES 
! Vignettes illustrate each of the five trust traps. 
! A cycle of mistrust follows a series of misunderstandings. 
! The previous situation is shown�this time handled in a trustworthy manner.  
! Scenes illustrate how the five trust trap scenarios can be turned into trust-building 

opportunities. 

COURSE DETAILS 
! Target audience:  All employees through frontline leaders. 
! Course length:  3 hours, 45 minutes, or 1 hour, 50 minutes, Fast Track. 
! Facilitator certification:  DDI-certified facilitator required. 
! Prerequisites:  Interaction Skills for Success, or IM Essentials, or Core Skills for 

Building Commitment. 
! Series:  Suitable for all environments. 
! Group size:  10 to 20 people. 
! Prework:  No. 

RELATED COURSES 
! Trust:  Strengthening the Foundation (comparable course for leaders) 
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COMMUNICATING  
AND LISTENING  
LEARNING FORMATS:  CLASSROOM,  
WEB-BASED 

ORDER NO. WD70 

When people in your organization are communicating 
effectively, they are informed and able to participate, 
contribute, and add value to their jobs and the 
organization.  

Communicating and Listening is designed to equip 
employees with the skills they need to communicate 
clearly and listen carefully.  

DO YOU FACE ANY OF THESE ISSUES? 
> Is communication within your organization clear and 

concise?  
> Do people sometimes feel they are receiving mixed 

messages? 
> Is miscommunication sometimes the fault of poor 

listening techniques? 

PERFORMANCE OBJECTIVES 
Helps associates: 
> Send and receive clear, accurate messages. 
> Actively listen to and understand what others say. 
> Manage internal and external distractions that can 

interfere with communication. 
> Manage the nonverbal messages that they send 

and receive. 
> Match the appropriate method of communication to 

their messages. 

PRIMARY COMPETENCY DEVELOPED  
> Communication 

SECONDARY COMPETENCY DEVELOPED  
> Building Strategic Working Relationships 
 

COURSE OVERVIEW 
! Can We Talk?:  Small teams that work together during the session discuss 

examples and consequences of poor communication. 
! Model Communication:  The Communication Process and Communication 

Strategy worksheets are introduced to learners. 
! Listening:  Learners assess their listening skills and practice effective listening 

techniques as they:  overcome listening roadblocks, recognize non-verbals, and 
paraphrase what people are saying and feeling. 

! Distractions and Non-Verbals:  Video and brainstorming show how to reduce or 
manage internal and external noises that inhibit effective communication.  Learners 
explore how to manage non-verbals. 

! Speak Up!:  Learners explore the importance of a �sender� using questions and 
disclosing information.  An activity builds skill in disclosing and sharing information, 
feelings, etc. 

! Match the Methods:  Learners review methods of communication and the 
strengths and limitations of each.  Using the MATCH criteria, they determine how to 
best match the method to the message. 

! Closing the Loop:  Learners practice and apply their skills in two ways.  They first 
decide how to handle sample communication situations.  They then complete 
Communication Strategy worksheets, present their strategies, and receive feedback 
from teammates. 

! Committed to Communication:  A humorous video encourages learners to be 
�Super Communicators.�  Participants discuss how to handle various situations and 
form skill development plans. 

VIDEO SEGMENT SUMMARIES 
! Empathy is used with negative and positive emotions. 
! Internal and external distractions are highlighted when a group tries to decide 

whether to continue its weekly update meetings. 
! Two scenarios illustrate the use of the share Key Principle. 
! �Super Communicator� humorously models skills learned. 

COURSE DETAILS 
! Target audience:  All employees up to mid-level leaders. 
! Course length:  3 hours, or 2 hours, 4 minutes, Fast Track. 
! Facilitator certification:  DDI-certified facilitator required. 
! Prerequisites:  Interaction Skills for Success, or IM Essentials, or Core Skills for 

Building Commitment. 
! Series:  Suitable for all environments. 
! Group size:  10 to 20 people. 
! Prework:  No. 

RELATED COURSES 
! Communicating with Others 
! Feedback Fundamentals 



TECHNIQUES:   
PERSONAL EFFECTIVENESS 
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COMMUNICATING  
WITH OTHERS 
LEARNING FORMAT:  CLASSROOM 

SKILL PRACTICE COURSE  
ORDER NO. TQ21 

Research shows that people screen out or  
misinterpret 70 percent of the messages to which  
they are exposed.  That can cost your organization 
time, productivity, and money. 

This interactive skill practice course helps 
participants understand the impact of effective 
interaction skills.  It teaches them to recognize  
and overcome communication barriers and interact 
effectively with others.  

DO YOU FACE ANY OF THESE ISSUES? 
> Do your people sometimes struggle with being clear 

and direct when making a point?  
> Do people routinely misunderstand one another or 

not take one another�s communications seriously?  
> Do they worry so much about their message being 

perfect that it never gets communicated? 

PERFORMANCE OBJECTIVES 
Helps associates: 
> Communicate more effectively with coworkers, 

leaders, team members, suppliers, and customers. 
> Be aware of communication barriers and ways to 

overcome them. 
> Understand the importance of communication in  

the workplace. 

PRIMARY COMPETENCY DEVELOPED  
> Communication 

SECONDARY COMPETENCY DEVELOPED  
> Building Strategic Working Relationships 

COURSE OVERVIEW 
! What Is Communication?:  Learners discuss the importance of effective 

communication.  A video shows communication challenges and what can happen 
when people don�t communicate effectively.  Participants learn typical barriers to 
communication and discuss the importance of nonverbal communication.  A paper-
folding exercise shows differences between one- and two-way communication and 
demonstrates the benefits of two-way. 

! Key Principles Skill Building and Interaction Guidelines:  Through reading, 
discussion, and video, participants learn about personal and practical needs and  
the Interaction Process�Key Principles, Interaction Guidelines, and feedback 
fundamentals.  Learners practice using Key Principles and feedback skills. 

! Skill Practice Process:  A positive model shows an employee using all of the  
skills learned to conduct a problem-solving discussion.  The Interaction Planner  
is introduced and used to provide feedback on the employee�s use of the skills.  
Participants practice conducting discussions using Interaction Process skills.   
After each skill practice, participants give feedback to each other. 

! Applying Skills on the Job:  Participants use an Interaction Planner to prepare for 
an upcoming discussion on the job.  They list do�s and don�ts for communicating 
with others.  Learners relate how the skills and concepts learned support the Basic 
Beliefs (introduced in Interaction Skills for Success). 

VIDEO SEGMENT SUMMARIES 
! A vignette shows what can happen when people don�t do a good job of communicating. 
! A narrator explains Interaction Guidelines for communicating with others.  
! A positive model shows an employee using Interaction Guidelines and Key 

Principles in a problem-solving discussion with a peer. 

COURSE DETAILS 
! Target audience:  All employees up to mid-level leaders. 
! Course length:  3 hours or 1 hour, 43 minutes, Fast Track. 
! Facilitator certification:  DDI-certified facilitator required. 
! Prerequisites:  Interaction Skills for Success, or IM Essentials, or Core Skills for 

Building Commitment. 
! Series:  Service/Professional, manufacturing, and health care. 
! Group size:  10 to 20 people. 
! Prework:  No. 

RELATED COURSES 
! Communicating and Listening 
! Feedback Fundamentals 
! Influential Leadership 
! Adaptive Leadership 
! Valuing Differences 



TECHNIQUES:   
PERSONAL EFFECTIVENESS 
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FEEDBACK  
FUNDAMENTALS  
LEARNING FORMATS:  CLASSROOM,  
WEB-BASED 

ORDER NO. WD71 

Feedback isn�t criticism!  Once people understand that 
feedback is valuable, usable information, real 
performance improvement begins. 

Feedback Fundamentals helps employees use 
feedback to enhance their job performance and 
ensure their success.  The course emphasizes 
seeing feedback as objective information about 
performance that can help them improve the way 
they work. 

DO YOU FACE ANY OF THESE ISSUES? 
> Would effective giving and receiving of feedback 

improve your people�s performance and job 
satisfaction? 

> Do associates need to give others feedback that will 
help them improve their performance? 

> Do associates need to ask others for feedback 
about their performance? 

PERFORMANCE OBJECTIVES 
Helps associates: 
> Take advantage of opportunities to gather feedback 

and enhance their performance. 
> Control the amount and quality of the feedback  

they receive. 
> Become more successful by seeking and receiving 

feedback more effectively.  
> Enhance coworkers� performance by providing  

them with specific feedback. 

PRIMARY COMPETENCY DEVELOPED  
> Communication 

SECONDARY COMPETENCY DEVELOPED  
> Continuous Learning 

COURSE OVERVIEW 
! Acquiring Feedback:  A video shows the value of feedback, and learners discuss 

positive and negative experiences with feedback.  The feedback process model is 
introduced.  A video activity highlights missed opportunities to give and receive 
feedback. 

! Open or Closed:  Learners use a feedback choices inventory to assess their 
openness to feedback.  A team activity shows when and why it�s good to be open  
or closed to feedback.  Participants learn how to be open to feedback. 

! Feedback�Facts and Feelings:  The what and why model of feedback is 
introduced.  Learners see how feedback must meet people�s personal needs, and 
they review Key Principles.  They next improve historic examples of insensitive 
feedback by using Key Principles.  A video illustrates effective and ineffective 
feedback. 

! Building Feedback Skills:  Learners analyze a video situation.  They identify and 
prepare for an on-the-job feedback opportunity.  They also analyze a difficult 
situation and prescribe an approach. 

! Acting on Feedback:  Participants review tips for acting on feedback and complete 
a feedback planner. 

VIDEO SEGMENT SUMMARIES 
! Archival footage recalls the first attempt to land a man on the moon, emphasizing 

the importance feedback had in that situation. 
! Neither the receiver nor the potential giver of feedback does his part to ensure that 

performance information is acquired. 
! Two people exchange feedback that doesn�t meet each other�s personal needs.  

The same scene then shows them effectively exchanging feedback and meeting 
each other�s personal needs. 

! A coworker provides feedback without meeting personal needs. 
! Footage shows Apollo 11�s moon landing. 

COURSE DETAILS 
! Target audience:  All employees up to mid-level leaders. 
! Course length:  3 hours, 20 minutes, or 2 hours, Fast Track. 
! Facilitator certification:  DDI-certified facilitator required. 
! Prerequisites:  Interaction Skills for Success, or IM Essentials, or Core Skills for 

Building Commitment. 
! Series:  Suitable for all environments. 
! Group size:  10 to 20 people. 
! Prework:  Yes. 

RELATED COURSES 
! IM Essentials 
! Interaction Skills for Success 
! Communicating with Others 
! Communicating and Listening  
! Taking Charge of Your Development 
! Guiding the Development of Others 
! Achieving Your Leadership Potential 



TECHNIQUES:   
PERSONAL EFFECTIVENESS 
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INFLUENCING OTHERS 
LEARNING FORMAT:  CLASSROOM 

SKILL PRACTICE COURSE 
ORDER NO. TQ24 

Flattened, high-involvement organizations increasingly 
rely on team members and individual contributors to 
lead various initiatives.  Often these employees need 
to influence people over whom they have no formal 
authority.  Their skill at influencing others often 
determines the success or failure of their efforts.  

This course helps participants create and follow a 
plan for influencing others.   

DO YOU FACE ANY OF THESE ISSUES? 
> Do your people need others to help them complete 

tasks because they don�t have the time, skills, or 
resources to do them?  

> Do they have to persuade others to implement 
ideas even though they�re not in charge?  

> Do they know how to win people over when 
encountering resistance to suggestions and plans? 

PERFORMANCE OBJECTIVES 
Helps associates: 
> Increase acceptance of their ideas and ensure 

involvement from others. 
> Feel more confident in making suggestions  

for improvement. 
> Implement new ideas more efficiently. 
> Enhance their reputation as strong contributors  

to meeting organizational goals. 

PRIMARY COMPETENCY DEVELOPED  
> Gaining Commitment 

SECONDARY COMPETENCIES DEVELOPED  
> Building Strategic Working Relationships 
> Communication 

COURSE OVERVIEW 
! Basics of Influence:  Through discussion, learners discover the basics of 

influence:  why to influence, whom you can or should influence, and what influence 
is and is not.  An exercise addresses the challenges and difficulties of influencing 
others and the characteristics of successful and unsuccessful influencers. 

! Influence Planning:  Participants learn about establishing objectives, identifying 
benefits, and preparing strategies.  The Influence Planner provides a tool for 
covering this information. 

! Applying Preparation Strategies:  A video shows a group that is planning an 
influencing interaction and identifying preparation strategies.  Learners use case 
studies to apply preparation strategies. 

! Communication Strategies:  Participants review components of the Interaction 
Process�Key Principles and Interaction Guidelines�as they relate to influencing 
others.  They continue working through their Interaction Planners. 

! Skill Practice Process:  A positive model shows an employee conducting an 
influencing discussion.  A review of the Interaction Planner used by the employee 
helps participants provide feedback on the employee�s use of the skills.  Learners 
practice conducting discussions using Interaction Process skills and provide 
feedback to one another. 

! Applying Skills on the Job:  Learners use an Interaction Planner to prepare for an 
upcoming on-the-job influencing opportunity.  They relate how the skills and concepts 
learned support the Basic Beliefs (introduced in Interaction Skills for Success). 

VIDEO SEGMENT SUMMARIES 
! A cross-functional team meets to plan an influencing interaction. 
! A narrator explains Interaction Guidelines for influencing others. 
! A team member models an influencing interaction. 

COURSE DETAILS 
! Target audience:  All employees up to mid-level leaders. 
! Course length:  3 hours, or 1 hour, 38 minutes, Fast Track. 
! Facilitator certification:  DDI-certified facilitator required. 
! Prerequisites:  Interaction Skills for Success, or IM Essentials, or Core Skills for 

Building Commitment. 
! Series: Service/Professional, manufacturing, and health care. 
! Group size:  10 to 20 people. 
! Prework:  No. 

RELATED COURSES 
! Communicating and Listening 
! Partnerships: Creating Synergy 
! Influential Leadership 
! Adaptive Leadership 
! Valuing Differences 



TECHNIQUES:   
PERSONAL EFFECTIVENESS 
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INTERACTION SKILLS  
FOR SUCCESS  
LEARNING FORMATS:  CLASSROOM,  
WEB-BASED 
ORDER NO. WD35 

Did you know that everyone has two kinds of needs 
during any interaction:  personal and practical? 

Improving people�s interaction skills will improve the 
way your workforce thinks and acts.  This course 
presents the basics on how to work well together, 
reduce wasted time, lessen conflict, and influence 
interactions in a positive way.  

DO YOU FACE ANY OF THESE ISSUES? 
> Is there a need for increased cooperation and 

courtesy among associates?  
> Are your people �team players� or do they put 

themselves first?  
> Do others resent coworkers for being too busy to 

help them?  
> Do your people doubt they can go beyond their 

�regular� duties to help others? 

PERFORMANCE OBJECTIVES 
Helps associates: 
> Choose the most effective way to interact with 

others in order to reduce wasted time and 
miscommunication. 

> Get what they need from their interactions. 
> Make sure they give people what they need from 

their interactions. 
> Maintain strong working relationships and reduce 

misunderstandings and conflicts. 

PRIMARY COMPETENCIES DEVELOPED  
> Building Strategic Working Relationships 

SECONDARY COMPETENCY DEVELOPED  
> Communication 
> Gaining Commitment 
 

COURSE OVERVIEW 
! The Choices You Make:  Participants watch and discuss a video depicting on-the-

job interactions.  They review 10 Basic Beliefs�the foundation for all interactions. 
! Key Principles:  Participants learn about personal and practical needs.  A video 

and debrief explore the struggle people face in meeting others� needs and how 
making the right choices leads to success.  In a series of activities, learners build 
skills in using the esteem, empathy, and involvement Key Principles to help meet 
personal needs.  Exercises include:  identifying the most effective uses of Key 
Principles, taking a �What�s Your Empathy IQ?� self-assessment, and completing 
part one of a team knowledge test on the first three Key Principles. 

! More Key Principles:  In a series of activities, participants learn how the share and 
support Key Principles help meet personal needs.  Exercises include:  video 
examples; �What Would You Say� exercises; a debate over which Basic Belief is 
best supported by sharing thoughts, feelings, and rationale; role play and analysis 
of a support situation; and part two of the team knowledge test. 

! Interaction Guidelines and Summary:  Learners review Interaction Guidelines for 
meeting practical needs and an on-the-job Key Principles reminder calendar. 

VIDEO SEGMENT SUMMARIES  
! Fast-paced video scenes illustrate the wide variety of interactions that can occur on 

the job. 
! Vignettes show the esteem, empathy, and involvement Key Principles meet 

personal needs during interactions. 
! A series of scenes illustrate how the share and support Key Principles meet 

personal needs during interactions. 

COURSE DETAILS 
! Target audience:  All employees through frontline leaders. 
! Course length:  3 hours, 25 minutes, or 2 hours, 5 minutes, Fast Track. 
! Facilitator certification:  DDI-certified facilitator required. 
! Prerequisites:  None. 
! Series:  Suitable for all environments. 
! Group size:  10 to 20 people.   
! Prework:  No. 

RELATED COURSES 
! This foundation course is a prerequisite for most Techniques courses and is 

strongly recommended for all others. 
! IM Essentials (informal leadership and frontline through mid-level leaders) 
! Social Intelligence:  Powerful People Skills for Senior Leaders 
! Feedback Fundamentals 



TECHNIQUES:   
PERSONAL EFFECTIVENESS 
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INVESTING IN  
YOUR LEARNING  
LEARNING FORMATS:  CLASSROOM, VIDEO- 
AND WORKBOOK-BASED SELF-STUDY 
ORDER NO. WD30 

Organizations need all employees to contribute  
to bottom-line organizational performance.  One  
of the most direct ways employees can do so is  
by continuously learning and renewing their skills.   
The payoff for individuals is greater career success, 
job satisfaction, and a higher level of employability.  
The organization, in turn, becomes more competitive 
and agile. 

This course develops employees into lifelong 
learners to help increase their level of performance.  

DO YOU FACE ANY OF THESE ISSUES? 
> Are employees� skills outdated?  
> Do employees direct their learning so they can 

qualify for work that is rewarding? 

PERFORMANCE OBJECTIVES 
Helps associates: 
> Develop a passion for continuous learning and 

adjust mind-sets to that of �I�m investing in my and 
my organization�s success.� 

> Reframe barriers that can prevent learning. 
> Capitalize on learning opportunities that enhance 

their roles in the organization. 
> Learn more effectively by identifying their preferred 

learning style. 

PRIMARY COMPETENCY DEVELOPED  
> Continuous Learning 
 
 

COURSE OVERVIEW 
! Learning by Choice:  Participants discuss the impact of not learning and  

identify barriers to learning.  They watch a video to analyze �learning moments�  
and share their own.  They discover the two approaches (accidental and intentional) 
to learning. 

! Learning to Learn:  Learners explore the three-step learning process by  
beginning with a worksheet that assesses the skills needed for success.   
By analyzing an ambiguous picture, they discuss the importance of others� 
perspectives.  Participants then rate their performance in each of the skill areas they 
identified and target priority learning needs.  A video helps them identify effective 
ways to receive feedback. 

! Keeping Learning Alive:  Participants discover how they like to learn by 
completing the Learning Preferences Inventory.  Using the Learning Planner, they 
develop a plan with specific activities and time frames for acquiring a new skill.  
Through a video, learners then explore how to gain support for their learning plan.  
They next work with a partner to identify barriers to their plan and brainstorm ideas 
to reframe them.  Finally, participants decide how they will go about applying the 
new skill on the job. 

VIDEO SEGMENT SUMMARIES 
! Vignettes show people experiencing �learning moments� that can be used to ensure 

continued growth on the job. 
! Scenarios illustrate challenging situations that can occur when gathering and 

clarifying feedback from others and seeking others� support for a learning plan. 

COURSE DETAILS 
! Target audience:  All employees through frontline leaders. 
! Course length:  3 hours, 30 minutes, or 2 hours, 4 minutes, Fast Track. 
! Facilitator certification:  DDI-certified facilitator required. 
! Prerequisites:  None. 
! Series:  Suitable for all environments. 
! Group size:  10 to 20 people. 
! Prework:  No. 

RELATED COURSES 
! Taking Charge of Your Development 
! Feedback Fundamentals 
! Guiding the Development of Others 
! Achieving Your Leadership Potential 
! Coaching for Success 
! Retaining Talent:  The Leader�s Role 



TECHNIQUES:   
PERSONAL EFFECTIVENESS 
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PERSONAL 
EMPOWERMENT:  
TAKING INITIATIVE  
LEARNING FORMATS:  CLASSROOM,  
WEB-BASED 

ORDER NO. WD14 

If people see empowerment as something that is given 
to them, they will miss out on opportunities to take 
responsibility for action, or to take initiative to solve 
problems, improve processes, and give your company 
a competitive edge. 

This course seeks to change the mind-set that 
empowerment is something that is given.  It helps 
employees see that they can and should look for 
improvement opportunities.   

DO YOU FACE ANY OF THESE ISSUES? 
> Do people in your organization hesitate to suggest 

ways to improve work processes or to take prompt 
action when issues surface? 

> Do people who aren�t the �leader� call a meeting to 
discuss a potential problem? 

PERFORMANCE OBJECTIVES 
Helps associates: 
> Make their jobs more interesting, motivating,  

and rewarding. 
> Become more valuable to the organization. 
> Help their group or organization be more effective 

and successful. 
> Take responsibility for their own success in multiple 

aspects of work life. 

PRIMARY COMPETENCY DEVELOPED  
> Initiating Action 

SECONDARY COMPETENCY DEVELOPED  
> Work Standards 

COURSE OVERVIEW 
! Opening and Tower Power:  A simulation helps participants see how different 

types of leadership and their own approach to work affect job performance and 
satisfaction. 

! What�s Holding Us Back?:  A video and activity help learners identify barriers to 
taking initiative, including the pitfalls of a �powerless victim� mentality.  They identify 
their approaches to personal empowerment on three empowerment continuums. 

! Personal Empowerment Actions:  Participants compare two different approaches 
to a work challenge, learning that taking responsibility for success brings results and 
greater job satisfaction.  They complete an activity on the six personal 
empowerment actions and take a self-assessment to identify actions used 
successfully and ones they could use more often. 

! Application:  Learners practice applying empowerment actions in a video activity, 
complete an action plan to improve their effectiveness, and watch a testimonial 
video. 

VIDEO SEGMENT SUMMARIES 
! An employee and leader each wait for the other to give approval or take initiative.  

This highlights a common barrier to taking initiative�people seeing it as someone 
else�s responsibility. 

! A two-part segment shows team members failing to take responsibility for meeting a 
customer need and then approaching the same situation using personal 
empowerment actions.  

! Opportunities to use the personal empowerment actions are shown. 
! Employees from various DDI client organizations offer testimonials on the value of 

personal empowerment. 

COURSE DETAILS 
! Target audience:  All employees through frontline leaders. 
! Course length:  4 hours, or 2 hours, 5 minutes, Fast Track.  
! Facilitator certification:  DDI certification not required. 
! Prerequisites:  None. 
! Series:  Suitable for all environments. 
! Group size:  10 to 20 people. 
! Prework:  No. 

RELATED COURSES 
! Investing in Your Learning 
! Taking Charge of Your Development 
! Empowering Leader 
! Coaching for Success 
! Achieving Your Leadership Potential 



TECHNIQUES:   
PERSONAL EFFECTIVENESS 
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TAKING CHARGE OF 
YOUR DEVELOPMENT  
LEARNING FORMATS:  CLASSROOM,  
WEB-BASED 
ORDER NO. WD75 

Retaining high-caliber employees is a pressing 
problem facing businesses today.  Surprisingly, lack of 
professional growth often beats compensation as a 
reason why employees are leaving.   

This course enables employees to initiate, create, 
and execute their own development plans with their 
leader.  Having employees who continuously learn 
and improve skills enables your company to quickly 
adapt to and capitalize on opportunities. 

DO YOU FACE ANY OF THESE ISSUES? 
> Is employee learning focused so that your people 

can continuously contribute to the organization�s 
success? 

> Do employees want to develop but have no idea 
where to begin? 

PERFORMANCE OBJECTIVES 
Helps associates: 
> Achieve development goals that align with the 

organization�s business strategy. 
> Collect and analyze behavioral data to determine 

strengths/development needs. 
> Plan for and take part in feedback and development 

planning discussions. 
> Overcome the challenges and barriers to 

implementing a development plan. 
> Measure and monitor progress toward  

development goals. 

PRIMARY COMPETENCY DEVELOPED  
> Continuous Learning 

COURSE OVERVIEW 
! Development and Success Profiles:  A video shows why employees need to take 

charge of their development and identifies the barriers to doing so.  Learners are 
introduced to the Development Cycle, and a case study shows the links between 
the Success Profile and organizational goals, vision, and values. 

! Assess and Diagnose:  The importance of this phase is explained, focusing on the 
use of informal data and the STAR feedback concept.  After writing and identifying 
complete STARs, learners assess and diagnose strengths/development areas in 
the case study. 

! Discuss Strengths/Development Areas:  Learners discuss why it�s important to 
initiate development discussions with their leaders.  Using a Discussion Planner, 
they track the use of Interaction Process skills while watching a positive model.  
They review barriers and brainstorm how to overcome them using a tool to 
strategize solutions. 

! Create and Implement:  Participants review tools to help them complete effective 
development plans.  They create a partial plan and prepare for a development plan 
discussion using the case study example.  A video models an effective discussion.  

! Measure and Monitor Success:  Learners discover the benefits of measuring and 
monitoring their progress and are introduced to a tool to do so. 

VIDEO SEGMENT SUMMARIES 
! A programmer (Taylor) misses an opportunity to take charge of her development 

and lead an important project. 
! Taylor conducts a development discussion with her leader, and both review her 

development plan. 
! The final segment shows the results of Taylor�s development efforts. 

COURSE DETAILS 
! Target audience:  All employees through frontline leaders. 
! Course length:  4 hours, 17 minutes, or 2 hours, 20 minutes, Fast Track. 
! Facilitator certification:  DDI-certified facilitator required. 
! Prerequisites:  Interaction Skills for Success, or IM Essentials, or Core Skills for 

Building Commitment. 
! Series:  Suitable for all environments. 
! Group size:  10 to 20 people. 
! Prework:  No. 

RELATED COURSES 
! Achieving Your Leadership Potential (comparable course for leaders) 
! Guiding the Development of Others  
! Investing in Your Learning 
! Feedback Fundamentals 
! Retaining Talent:  The Leader�s Role  
 



TECHNIQUES:   
PERSONAL EFFECTIVENESS 
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WORKING THROUGH 
CONFLICT 
LEARNING FORMATS:  CLASSROOM,  
WEB-BASED 

SKILL PRACTICE COURSE  
ORDER NO. WD73 

When differences cause people to become angry and 
closed-minded, the resulting conflict has a negative 
effect on quality, productivity, cooperation, and 
communication.  

This course discusses how to manage conflict by 
dealing with differing ideas, interests, or 
perceptions. 

DO YOU FACE ANY OF THESE ISSUES? 
> Do discussions in your organization sometimes 

become deadlocked or turn into personal attacks?  
> Do people avoid situations where they feel they 

can�t manage the conflicts that might arise?  
> Do people have trouble being objective in the face 

of conflict? 

PERFORMANCE OBJECTIVES 
Helps associates: 
> Approach conflict as a process. 
> Reduce the potential cost of conflict to themselves 

and their organization. 
> Minimize the negative consequences of  

unresolved differences. 
> Improve productivity by effectively handling conflict 

on and off the job. 
> Contribute to an open, collaborative work 

environment. 

PRIMARY COMPETENCY DEVELOPED  
> Managing Conflict 

SECONDARY COMPETENCY DEVELOPED  
> Communication 

COURSE OVERVIEW 
! Chance or Choice?:  A video debrief has participants discussing the cost of 

conflicts.  They learn the conflict process and participate in a group activity that 
focuses on the benefits and drawbacks of using resist, retreat, and resolve to 
handle conflict. 

! Keys to Defusing Conflict:  Participants explore how words and actions can 
trigger conflict.  They use a scripted conflict situation to identify conflict resolution 
techniques.  This activity is debriefed with a focus on Key Principles and how they 
de-escalate heated situations. 

! Skill Practice Process:  Learners read a case study, review a discussion planner, 
view a video on how to handle a conflict discussion, and conduct a skill practice. 

! Practice Makes Perfect:  Participants identify how they would handle three 
challenging conflict situations.  They next work through a conflict in a second skill 
practice round.   

! Next Steps:  Learners discuss how to use their new skills in conflict situations. 

VIDEO SEGMENT SUMMARIES 
! A video illustrates two associates discussing whether they can meet a customer�s 

due date. 
! Three segments illustrate one worker�s different approaches to handling conflict 

(resisting, retreating, and resolving). 
! Positive model illustrates team members working through a conflict situation.   

COURSE DETAILS 
! Target audience:  All employees through frontline leaders. 
! Course length:  3 hours, 30 minutes, or 1 hour, 55 minutes, Fast Track. 
! Facilitator certification:  DDI-certified facilitator required. 
! Prerequisites:  Interaction Skills for Success, or IM Essentials, or Core Skills for 

Building Commitment. 
! Series:  Suitable for all environments.  Skill practice includes manufacturing and 

service/professional versions. 
! Group size:  10 to 20 people. 
! Prework:  No. 

RELATED COURSES 
! Resolving Conflict (comparable course for leaders) 
! Communicating and Listening 



TECHNIQUES:   
GROUP EFFECTIVENESS 
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CONTRIBUTING TO 
MEETING SUCCESS  
LEARNING FORMATS:  CLASSROOM, WEB-
BASED 

ORDER NO. WD81 

Although meetings are a fact of workplace life, too 
often employees are stuck in meetings that run late, 
waste time, accomplish little, and keep them from their 
�real� work. 

This interactive course gives employees the skills to 
save meeting time, keep meetings moving forward 
efficiently, and commit to and follow through on 
post-meeting actions. 

DO YOU FACE ANY OF THESE ISSUES? 
> Do your people have the skills to ensure meetings 

are organized and on time? 
> Do meeting participants take responsibility for 

identifying actions to help the meeting achieve  
its purpose and for following through on post-
meeting actions? 

> Do some people dominate meetings while others 
who could add value sit silently? 

PERFORMANCE OBJECTIVES 
Helps associates: 
> Share responsibility for achieving meeting 

outcomes with members as well as the leader. 
> Save meeting time by preparing to make productive 

contributions. 
> Suggest effective ways to keep meetings moving 

forward efficiently. 
> Commit to and follow through on post-meeting 

actions. 

PRIMARY COMPETENCY DEVELOPED  
> Meeting Participation 

SECONDARY COMPETENCY DEVELOPED  
> Contributing to Team Success 
 

COURSE OVERVIEW 
! Meeting Member Rights:  Learners estimate the amount of productive meeting 

time they spend each year, which demonstrates opportunities to improve meeting 
efficiency.  They identify �rights� they are entitled to as a meeting participant. 

! Make It Your Responsibility:  Participants learn seven responsibilities meeting 
members must demonstrate to have their rights respected and to contribute to 
meeting success.  In small groups, learners prepare and present information 
designed to build familiarity with the seven meeting member responsibilities.  

! Put Responsibility into Practice:  Acting as meeting consultants for a tool 
company in a case study video, participants must identify examples of when 
meeting members do and don�t take the responsibilities and the effect this has on 
other members. 

! What�s Your Responsibility?:  Participants apply their learning in a team game.  
They first identify the most appropriate responsibility to take in a given situation and 
then develop and evaluate responses to the situation.  The facilitator reviews an 
evaluation tool learners can use to assess how effective they are at demonstrating 
meeting actions and behaviors.  Learners complete Commitment to Action forms 
that reinforce on-the-job meeting responsibilities. 

VIDEO SEGMENT SUMMARIES 
! Team members meet to discuss their company�s logo change and successfully and 

unsuccessfully demonstrate meeting behaviors. 
! Two optional vignettes demonstrate and reinforce how esteem and empathy are 

included in meeting member responsibilities. 

COURSE DETAILS 
! Target audience:  All employees up to mid-level leaders. 
! Course length:  2 hours, or 1 hour, Fast Track. 
! Facilitator certification:  DDI-certified facilitator required. 
! Prerequisites:  Interaction Skills for Success, or IM Essentials, or Core Skills for 

Building Commitment. 
! Series:  Suitable for all environments. 
! Group size:  10 to 20 people. 
! Prework:  No. 

RELATED COURSES 
! Leading Successful Meetings 
! Communicating and Listening 
! Reaching Group Agreement 
! Valuing Differences 
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FAST START  
FOR TEAMS  
LEARNING FORMAT:  CLASSROOM 
ORDER NO. WD84 

In many business environments, people don�t have the 
luxury of letting a group slowly gel into a team. Virtual 
and project teams can come into existence quickly, 
and they must function and advance toward results 
without delay.  

This course walks team members through the 
process of setting up a team charter.  It provides 
practical, actionable tools to help members stay on 
track, avoid the problems that plague many teams, 
and achieve success.  

DO YOU FACE ANY OF THESE ISSUES? 
> Are members of various teams charging off in 

different directions?  
> Are teams losing sight of their goals?  
> Do teams lack ground rules and operating 

guidelines, resulting in conflict and inefficiencies? 

PERFORMANCE OBJECTIVES 
Helps associates: 
> Get teams up and running quickly and keep their 

team focused, no matter what.  
> Increase commitment by being involved in 

establishing team processes and goals. 
> Reduce conflict within the team by clarifying 

expectations.  
> Know at a glance if the team is achieving its goals. 

PRIMARY COMPETENCY DEVELOPED  
> Building a Successful Team 

COURSE OVERVIEW 
! A Great Start:  Participants learn how they can avoid common team problems by 

giving their team a solid start.  They review each section of a team charter and learn 
how each will set up their team for success. 

! Team Purpose/Responsibilities:  Participants learn the importance of having a 
team purpose and list of responsibilities and what each should cover.  They draft 
their team�s purpose and identify their responsibilities.  Optional activities have 
participants distinguish between well-written and poorly written purpose statements 
and relate their purpose to organizational goals. 

! Goals, Action Steps, and Performance Measures:  Learners identify goals and 
develop steps to track progress.  Optional activities help participants understand 
and apply the criteria for setting goals and strengthen their ability to develop goals, 
action steps, and performance measures. 

! Ground Rules and Meetings:  Team members discuss expectations and set 
ground rules.  They decide on meeting frequency, duration, and mechanics.  The 
option to identify and develop additional charter sections is included. 

! Next Steps:  The team decides how they will use their charter and discusses any 
issues or actions from the charter process. 

VIDEO SEGMENT SUMMARIES 
! No video. 

COURSE DETAILS 
! Target audience:  Team members and their leader. 
! Course length:  3 hours, 45 minutes, or 2 hours, Fast Track. 
! Facilitator certification:  DDI certification not required. 
! Prerequisites:  None. 
! Series:  Suitable for all environments. 
! Group size:  10 to 20 people. 
! Prework:  No. 

RELATED COURSES 
! Working as a Team 
! Team Performance Survey 
! Optimizing Team Performance 
! Leading Your Team to Optimal Performance 
! Reaching Group Agreement 
! Leading Teams 
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LEADING SUCCESSFUL 
MEETINGS  
LEARNING FORMATS:  CLASSROOM,  
WEB-BASED. 
SKILL PRACTICE COURSE  
ORDER NO. WD80 

Meetings can be a source of frustration or a productive 
use of everyone�s time and talent.  It often all depends 
on the leader, and it has a huge effect on productivity. 

Leading Successful Meetings gives employees the 
skills they need to ensure that meetings run 
efficiently, generate good decisions, and result in 
clear action. 

DO YOU FACE ANY OF THESE ISSUES? 
> Do your leaders have a formula for knowing whom 

to invite to meetings or evaluating if a meeting is 
even necessary?  

> Do people come to meetings unprepared?  
> Do meeting leaders often run out of time or omit 

important topics because they spend so much time 
on less important topics? 

PERFORMANCE OBJECTIVES 
Helps associates: 
> Prepare for meetings, including knowing when a 

meeting is�and is not�needed. 
> Save time by leading fewer, shorter, more  

efficient meetings. 
> Help meeting participants prepare and contribute 

effectively, and ensure they understand and support 
meeting results. 

> Keep meetings on track and get them back on track 
if problems occur. 

PRIMARY COMPETENCY DEVELOPED  
> Meeting Leadership 

SECONDARY COMPETENCY DEVELOPED  
> Building a Successful Team 

COURSE OVERVIEW 
! Preparing for Meetings:  A video shows a meeting leader who experiences the 

consequences of ineffectively preparing for and conducting a meeting.  Learners 
discuss the costs of an ineffective meeting and describe characteristics of an 
effective one.  They learn six steps for preparing effectively for meetings.  Tools, 
exercises, and discussions show how to create meeting agendas, decide if 
meetings are necessary, and anticipate and prevent problems.  Learners plan for an 
upcoming meeting they will lead.  

! Leading Meetings:  Learners are introduced to the Interaction Process for 
conducting successful meetings.  They identify key components of effective 
statements for opening meetings.  After discussing a positive model, they follow the 
skill practice process�prepare for an interaction, practice using the skills, and 
receive feedback. 

! Handling Challenging Situations:  Participants discuss common challenges to 
leading meetings and learn how five intervention techniques and Key Principles 
resolve problems and keep meetings on track.  A review and discussion of difficult 
situations on video show the meeting leader successfully using these techniques 
and skills.  In a two-round skill practice, learners apply skills to a challenging 
meeting situation.  They complete a �handling meeting problems� tool to prepare for 
an upcoming meeting. 

VIDEO SEGMENT SUMMARIES 
! A team member who has to lead a meeting uses poor meeting preparation and 

leadership skills.  The meeting suffers as a result. 
! The team member in the previous segment gets a second chance and does an 

effective job of leading the meeting. 
! Techniques to handle problems and keep a meeting on track are shown. 

COURSE DETAILS 
! Target audience:  All employees up to mid-level leaders. 
! Course length:  4 hours, or 2 hours, 10 minutes, Fast Track. 
! Facilitator certification:  DDI-certified facilitator required. 
! Prerequisites:  Interaction Skills for Success, or IM Essentials, or Core Skills for 

Building Commitment. 
! Series:  Suitable for all environments.  Skill practice includes manufacturing and 

service/professional versions. 
! Prework:  No. 

RELATED COURSES 
! Contributing to Meeting Success 
! Reaching Group Agreement 
! Communicating and Listening 
! Influential Leadership 
! Adaptive Leadership 
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OPTIMIZING TEAM 
PERFORMANCE  
LEARNING FORMAT:  CLASSROOM 
ORDER NO. WD86 

Teams bring innovation and productivity to your 
organization.  But even the most effective and 
productive teams occasionally hit plateaus or  
barriers that can prevent them from achieving  
their full potential. 

This course recharges teams by providing:  a 
framework to diagnose strengths and weaknesses, 
tools to continually improve performance, and a process 
to build action plans that optimize performance. 

DO YOU FACE ANY OF THESE ISSUES? 
> Are your teams failing or floundering? 
> Do your teams understand which barriers are within 

their area of influence? 
> Are teams assessing their performance to identify 

areas to improve effectiveness? 

PERFORMANCE OBJECTIVES 
Helps associates: 
> Demonstrate increased ownership of team 

performance by assessing and taking responsibility 
for improving team effectiveness and performance. 

> Focus on high-priority actions and strategies that 
directly support the organization�s goals. 

> Look for ways they can influence the team 
environment. 

PRIMARY COMPETENCY DEVELOPED  
> Contributing to Team Success 

SECONDARY COMPETENCY DEVELOPED  
> Building Strategic Working Relationships 

COURSE OVERVIEW 
! What�s It Like Out?:  The facilitator introduces the Team Performance formula and 

explains how it can help teams optimize their performance.  Learners discover how 
the team environment�organizational support, organizational design, role clarity, 
learning support, and systems alignment�affects team performance.  They rate 
their environment and use a Team Action Planner to develop a plan for optimizing 
their performance. 

! Team Practices Make Perfect:  The facilitator introduces the team practices�
purpose, process, communication, involvement, commitment, and trust�and 
explains why they are important and how they relate to the Team Performance 
formula.  Learners build awareness of the practices by going through a �teach back� 
and discrimination activity.  They rate their team practices and use a Team Action 
Planner to develop a plan for optimizing their performance. 

! Team Skills�Do You Have What It Takes?:  The facilitator introduces the team 
skills�personal effectiveness, group effectiveness, business, and technical�and 
describes why having the appropriate mix of team skills is important.  Learners rate 
their team skills and use a Team Action Planner to develop a plan for optimizing 
their performance.  The facilitator summarizes the individual parts of the Team 
Performance formula and issues a call to action. 

VIDEO SEGMENT SUMMARIES 
! No video. 

COURSE DETAILS 
! Target audience:  All employees and their leaders. 
! Course length:  3 hours, 20 minutes, or 2 hours, Fast Track. 
! Facilitator certification:  DDI-certified facilitator required. 
! Prerequisites:  Interaction Skills for Success, or IM Essentials, or Core Skills for 

Building Commitment. 
! Series:  Suitable for all environments. 
! Group size:  10 to 20 people. 
! Prework:  No. 

RELATED COURSES 
! Team Performance Survey (as follow-up) 
! Working as a Team 
! Fast Start for Teams 
! Being a Leader:  Everyone�s Role 
! Leading Your Team to Optimal Performance  
! Leading Teams 
! Influential Leadership 
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REACHING GROUP 
AGREEMENT  
LEARNING FORMATS:  CLASSROOM,  
WEB-BASED 
ORDER NO. WD83 

Productivity obviously suffers when group members 
cannot come to agreement or have different 
interpretations of decisions.  And without strong 
commitment from each member, decisions will  
always fall short of their goal. 

This course focuses on the dynamics of group 
agreement and the importance of having everyone�s 
commitment.  It teaches seven techniques for 
making clear, high-quality decisions that have the 
buy-in and commitment of every group member. 

DO YOU FACE ANY OF THESE ISSUES? 
> Do teams miss opportunities or experience 

decreases in productivity because they over-
analyze decisions? 

> Do teams lack rationale for decisions? 
> Do decisions lack objectivity because of limited 

perspectives? 

PERFORMANCE OBJECTIVES 
Helps associates: 
> Make more effective decisions as a group�more 

efficiently and quickly. 
> Ensure all group members contribute to the 

decision-making process. 
> Increase their work group�s commitment to group 

agreements. 
> Overcome roadblocks to reaching group 

agreement. 

PRIMARY COMPETENCY DEVELOPED  
> Decision Making 

SECONDARY COMPETENCIES DEVELOPED  
> Contributing to Team Success 
> Gaining Commitment 
> Meeting Participation 

COURSE OVERVIEW 
! The Challenge of Group Agreement:  Learners use a survey to assess how  

their group reaches agreement.  A video shows a group doing a poor job of 
reaching agreement.  Learners discuss how the ineffective behaviors and 
processes might affect group members and the quality of their decisions.  The 
facilitator explains building consensus and how using consensus-building 
techniques and being effective meeting members can help a group be more 
effective at reaching agreement. 

! Group Agreement Techniques:  Throughout this unit, participants view video 
segments that introduce the seven consensus-building techniques.  After each 
segment, they work in teams to apply these techniques to group decisions.   
After applying all the techniques, an activity has learners identify which techniques 
would be most appropriate to use to reach agreement in each of three situations. 

! Applying the Techniques:  Learners practice applying the techniques to reach 
agreement in prepared situations or in an actual workplace situation.  They review  
a tool that helps identify opportunities to use the techniques back on the job. 

VIDEO SEGMENT SUMMARIES 
! A cross-functional group fails to reach agreement on whether to change over to a 

new data management system. 
! The Montagues and Capulets have agreed that Romeo and Juliet may marry.   

They use three consensus-building techniques to agree on where the wedding  
will be held.  

! Pirates use two consensus-building techniques to agree on which ship to seize  
and what action to take after they get a ship. 

! The Montagues, Capulets, and pirates come to consensus on their  
respective decisions. 

COURSE DETAILS 
! Target audience:  All employees up to mid-level leaders. 
! Course length:  3 hours, 30 minutes, or 2 hours, Fast Track. 
! Facilitator certification:  DDI-certified facilitator required. 
! Prerequisites:  Interaction Skills for Success, or IM Essentials, or Core Skills for 

Building Commitment. 
! Series:  Suitable for all environments. 
! Group size:  10 to 20 people. 
! Prework:  No. 

RELATED COURSES 
! Leading Successful Meetings 
! Contributing to Meeting Success 
! Valuing Differences 
! Making Effective Decisions 
! Problem Analysis and Decision Making 
! Rapid Decision Making 
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SUPPORTING  
OTHERS  
LEARNING FORMAT:  CLASSROOM 
ORDER NO. TQ25 
When coworkers support one another, things get 
done.  And as they help one another succeed, they 
create an environment in which people feel 
comfortable trying new things�be it how to improve 
customer loyalty or increase productivity.  They create 
a learning environment in which experience is 
transformed into support. 

In this course, participants learn why supporting one 
another at work is important and how it can be done 
to ensure the success of everyone involved�the 
employees, their coworkers, and the organization. 

DO YOU FACE ANY OF THESE ISSUES? 
> Do people in your organization treat others with 

courtesy and respect? 
> Do coworkers need to coach or encourage one 

another and lack the skills to do so?  
> Are people hesitant to ask for help? 

PERFORMANCE OBJECTIVES 
Helps associates: 
> Recognize opportunities to coach, guide, and 

encourage others. 
> Help others accomplish new tasks and meet 

challenges at work. 
> Ask others for support when they face a challenging 

task or assignment. 

PRIMARY COMPETENCY DEVELOPED  
> Coaching 

SECONDARY COMPETENCIES DEVELOPED  
> Building Strategic Working Relationships 
> Communication 

COURSE OVERVIEW 
! Supporting�What and Why:  Learners discuss why supporting others is 

important.  A video defines support, presents opportunities for providing it at work, 
and demonstrates how Key Principles can help. 

! Supporting�When and How:  Participants learn the three types of support and 
discuss examples of supporting opportunities. 

! Coaching:  Key elements of giving and receiving effective coaching are explained, 
and a video shows positive coaching models.  Learners practice coaching skills and 
learn how Interaction Guidelines can help. 

! Guiding:  Participants learn guiding concepts and review the importance of 
feedback and Key Principles.  A video illustrates positive guiding examples while a 
skill development exercise helps participants practice their guiding skills.  Learners 
fill out a Support Planner, which helps them prepare for a future support discussion. 

! Encouraging:  Participants discuss the importance of building coworkers� 
confidence and complete an encouragement exercise. 

! Putting It All Together:  Learners complete a Support Planner to prepare for an 
upcoming supporting discussion. 

VIDEO SEGMENT SUMMARIES 
! A narrated introduction shows several scenarios of common opportunities for 

support that can sometimes be overlooked. 
! Coaching is defined, and key coaching skills are illustrated.   
! Two team members coach a coworker, demonstrating appropriate use of coaching 

skills and Key Principles.   
! Effective coaching from the receiver�s point of view illustrates appropriate receiving 

skills. 
! A three-part, video-based exercise illustrates the use of feedback and Key 

Principles to guide others. 

COURSE DETAILS 
! Target audience:  All employees through frontline leaders. 
! Course length:  2 hours, 50 minutes, or 1 hour, 40 minutes, Fast Track. 
! Facilitator certification:  DDI-certified facilitator required. 
! Prerequisites:  Interaction Skills for Success, or IM Essentials, or Core Skills for 

Building Commitment. 
! Series:  Service/Professional, administrative, and health care. 
! Group size:  10 to 20 people. 
! Prework:  No. 

RELATED COURSES 
! Valuing Differences 
! Feedback Fundamentals 
! Coaching for Success 
! Coaching:  Developing High Performance 
! Influential Leadership 
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TEAM PERFORMANCE 
SURVEY  
ORDER NO. WD85 

The effectiveness of work groups determines  
the effectiveness of your organization.  How well 
members work together and what processes they  
use have an impact on productivity and  
organizational effectiveness. 

The Team Performance Survey is an easy-to-use 
diagnostic tool that enables teams and work groups 
to assess their effectiveness in key practices and 
skills essential to a high-performance team.  The 
survey includes best practices of optimally 
performing teams. 

DO YOU FACE ANY OF THESE ISSUES? 
> Do your work groups know what their strengths  

and weaknesses are, and are they doing anything 
about them? 

> Do teams or work groups get forced off course by 
barriers and problems? 

SURVEY OBJECTIVES 
> Enables teams to proactively identify problems and 

barriers and make adjustments. 
> Increases ownership of performance by having 

team members assess the team�s strengths and 
weaknesses and take responsibility for team 
effectiveness and performance. 

> Provides a tool for ongoing measurement and 
benchmarking of team performance. 

> Enables teams to focus on factors most critical to 
their performance and success. 

PRIMARY COMPETENCY DEVELOPED  
> Building a Successful Team 

SURVEY OVERVIEW 
! Audience:  The survey is designed for ongoing and ad hoc teams that are formed 

and functioning, including project teams, work groups, cross-functional teams, and 
self-directed teams. 

! Components:  Work groups rate themselves on the components of the team 
performance formula:   
− Team practices.  Purpose, process, communication, involvement, commitment, and 

trust are six powerful contributors to team success and are what teams must do 
well to achieve high performance. 

− Team skills.  Personal effectiveness, group effectiveness, business skills, and 
technical skills represent the collective mix of individual skills the team needs to be 
successful. 

− Team environment.  This measures perceptions on five team environment 
factors�organizational support, organizational design, role clarity, learning 
support, and systems alignment.  (This section is optional.) 

! Administration:  No specialized training is required, and a team leader, team 
member, or HR representative can administer the survey.  The survey can be self-
scored or sent to DDI for scoring if an organization wants to administer a large 
number of surveys or analyze organizationwide results.  The survey serves as an 
ongoing diagnostic tool and can be administered at regular intervals to assess team 
progress. 

VIDEO SEGMENT SUMMARIES 
! No video. 

SURVEY DETAILS 
! Target audience:  All employees and their leaders. 
! Time:  The survey takes 10 to 15 minutes to complete.  It takes an additional 45 to 

50 minutes to score surveys and analyze results.  Optional automated scoring is 
available from DDI. 

! Mode:  Paper-and-pencil survey. 
! Facilitator certification:  DDI certification not required. 
! Prerequisites:  None. 
! Series:  Suitable for all environments. 
! Prework:  No. 

RELATED COURSES 
! Optimizing Team Performance (prior to or as a follow-up) 
! Leading Your Team to Optimal Performance 
! Fast Start for Teams 
! Working as a Team 
! Leading Teams 
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TRAINING OTHERS  
LEARNING FORMAT:  CLASSROOM 
SKILL PRACTICE COURSE  
ORDER NO. TQ26 
Cross-training can evoke fear and even anger.  People 
fear they will have to do another job they don�t like.  
They worry about how they will juggle their present job 
with training others.  And they might feel their own job 
is in jeopardy.  

Training Others gives employees the skills they 
need to effectively help others prepare for new 
tasks and responsibilities.  The course also will help 
build employee commitment to and understanding 
of the importance of training to your organization. 

DO YOU FACE ANY OF THESE ISSUES? 
> Do you need employees to cross-train one another 

or train on new technologies? 
> Do employees have the necessary skills to prepare 

others for new tasks and responsibilities�from both 
an �abilities� and a �motivational� standpoint? 

PERFORMANCE OBJECTIVES 
Helps associates: 
> Know more about the importance of training others 

in the workplace. 
> Be prepared to plan and conduct on-the-job training 

with one or more people. 
> Feel a sense of accomplishment and satisfaction in 

helping others grow and develop their skills. 

PRIMARY COMPETENCY DEVELOPED  
> Coaching 

SECONDARY COMPETENCY DEVELOPED  
> Building a Successful Team 
 

COURSE OVERVIEW 
! What Can Go Wrong:  A video helps learners identify actions and situations that 

should be avoided when training others.  
! Training Strategies:  Participants view a video and discuss three strategies for 

training others.  They practice organizing and �chunking� content, using a skill or 
task from their real jobs.  In small groups, learners compile lists of factors to 
consider when preparing to train others. 

! Communication Strategies:  Learners review personal and practical needs as well 
as Key Principles and feedback fundamentals.  A skill-building exercise provides an 
opportunity to practice using Key Principles in training situations and to give and 
receive feedback.  

! Positive Model/Skill Practice:  Learners view a positive model and track the use of 
Interaction Process skills.  They discuss how effectively skills were used in a video.  
Working in small groups, learners practice their skills and give one another 
feedback.   

! Overcoming Roadblocks:  Participants identify potential roadblocks to training and 
how to handle them. 

! Application:  Learners use a Training Planner to prepare for a training discussion 
and review a list of do�s and don�ts for training others. 

VIDEO SEGMENT SUMMARIES 
! This video illustrates poor training techniques used by a frontline employee who is 

training two coworkers. 
! In two parts, the narrator explains the Key Actions and Interaction Guidelines for 

training others. 
! A positive model shows a frontline employee using the Interaction Process to train 

two coworkers. 

COURSE DETAILS 
! Target audience:  All employees through frontline leaders. 
! Course length:  3 hours, 10 minutes, or 1 hour, 41 minutes, Fast Track. 
! Facilitator certification:  DDI-certified facilitator required. 
! Prerequisites:  Interaction Skills for Success, or IM Essentials, or Core Skills for 

Building Commitment. 
! Series:  Service/Professional, administrative, and health care. 
! Group size:  10 to 20 people. 
! Prework:  No. 

RELATED COURSES 
! Feedback Fundamentals 
! Investing in Your Learning 
! Coaching for Success 
! Coaching:  Developing High Performance 
! Guiding the Development of Others 
! Taking Charge of Your Development 
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VALUING  
DIFFERENCES  
LEARNING FORMATS:  CLASSROOM,  
WEB-BASED 
ORDER NO. WD72 

Everyone looks at things in a unique way.  Today, the 
companies with the greatest competitive advantage 
are those that can make the most of their people�s 
diverse abilities.  

Valuing Differences gives people effective tools  
for appreciating others� unique perspectives, 
understanding people�s inherent differences,  
and collaborating in a mutually beneficial way. 

DO YOU FACE ANY OF THESE ISSUES? 
> Do employees value the unique qualities that 

everyone brings to the workplace? 
> Do teams know how to make the most of different 

styles, abilities, and motivations? 
> Do employees know what their style is and what 

motivates them? 

PERFORMANCE OBJECTIVES 
Helps associates: 
> Contribute their unique styles, abilities, and 

motivations to ensure the success of their group 
and organization. 

> Show respect for the unique qualities that make 
others different. 

> Work more collaboratively and productively with 
people who have a variety of styles, abilities,  
and motivations. 

> Draw upon everyone�s differences to achieve  
better results. 

PRIMARY COMPETENCY DEVELOPED  
> Valuing Diversity 

SECONDARY COMPETENCIES DEVELOPED  
> Adaptability 
> Building Strategic Working Relationships 
> Building Trust 

COURSE OVERVIEW 
! Learn About Yourself:  Learners complete a Styles, Abilities, and Motivations 

(SAMs) profile.  A video parodies a team with SAMs and ideas that are all the  
same, and an activity contrasts how it feels to be valued or devalued.  The  
facilitator introduces a Value of Differences model and �LENS,� a process for 
valuing differences.  

! Explore Differences:  Learners begin a team-based activity to design a poster 
illustrating the value of differences, develop a SAM profile of team members, and 
prepare a presentation.  They use the profile to decide which of four roles each 
should take on for the activity�artist, writer, presenter, and coordinator/observer. 

! Nurture Differences:  Video and workbook activities show how Key Principles help 
nurture and support differences. 

! Putting Differences to Work:  As teams complete the poster activity, the 
coordinator/observer notes the use of Key Principles.  The team receives feedback 
on how well they capitalized on each member�s talents and how well they used the 
Key Principles. 

! Stop, Start, Continue:  A video illustrates the principles and skills learned and their 
positive impact on people and performance.  Learners identify things they�ll do to 
value differences on the job. 

VIDEO SEGMENT SUMMARIES 
! Parody shows team members who have similar thinking and ideas. 
! Nurturing differences by using the esteem Key Principle is shown with an associate 

who has an unworkable idea and a team member who feels unappreciated. 
! Team members use empathy and share Key Principles to overcome a difference of 

opinion with a more analytical, cautious coworker. 
! Team members nurture and capitalize on one another�s differences to encourage 

everyone to contribute their unique talents. 

COURSE DETAILS 
! Target audience:  All employees up to mid-level leaders. 
! Course length:  3 hours, 25 minutes, or 2 hours, 10 minutes, Fast Track. 
! Facilitator certification:  DDI-certified facilitator required. 
! Prerequisites:  Interaction Skills for Success, or IM Essentials, or Core Skills for 

Building Commitment. 
! Series:  Suitable for all environments. 
! Group size:  10 to 20 people. 
! Prework:  No. 

RELATED COURSES 
! Working Through Conflict 
! Building Trust 
! Supporting Others 
! Adaptive Leadership 
! Influential Leadership 
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WORKING  
AS A TEAM  
LEARNING FORMATS:  CLASSROOM,  
WEB-BASED 
ORDER NO. WD82 

For a team to achieve its goals, its members must do 
more than just carry their own weight.  They must 
involve, support, and share information with their 
teammates.  And they must commit to the success of 
the entire team, not simply their own success.  

Working as a Team clearly teaches employees  
the personal, interpersonal, and organizational 
advantages of working together, whether in  
teams or work groups.  

DO YOU FACE ANY OF THESE ISSUES? 
> Do people in your organization sometimes  

have difficulty putting team goals ahead of  
personal goals?  

> Do people pull their weight and advance their 
team�s goals?  

> Do people question the commitment of teammates 
to the team�s success? 

PERFORMANCE OBJECTIVES 
Helps associates: 
> Apply the team success factors to improve the 

performance of the team they lead or on which  
they serve. 

> Reduce the time it takes their team to overcome 
growing pains. 

> Be aware of and address the challenges their team 
faces in the four stages of team development. 

PRIMARY COMPETENCY DEVELOPED  
> Contributing to Team Success 

SECONDARY COMPETENCY DEVELOPED  
> Building Strategic Working Relationships 
 

COURSE OVERVIEW 
! Simulation:  The Drip-n-Pipes (manufacturing) simulation, which demonstrates the 

dynamics of teamwork, has participants first work individually and then as a team to 
assemble a plumbing fixture.  In the Genius of Bioengineering (service/professional) 
simulation, participants work with both their own and other teams to solve a problem. 

! Profiling Your Team:  Learners discuss their experience with teams, profile the 
type of team they serve on, and relate their team to common team types. 

! Stages of Team Development:  A video analogy demonstrates the stages of team 
development.  Learners discuss team challenges at each stage and ways to 
overcome the challenges. 

! Team Success Factors:  Participants learn the six team success factors and  
view a video that shows how these factors helped a team win a contract over  
a competitor.  They then complete a video case study in which they consult  
with a team to improve its performance. 

! Rating Your Team and Planning Action:  Learners rate their team�s level of 
success based on the team success factors.  They complete a Team Action Planner 
to improve performance. 

VIDEO SEGMENT SUMMARIES 
! A rafting trip illustrates the four stages of team development. 
! Two teams from different organizations compete for the same contract.  One  

team uses the team success factors effectively and, as a result, wins the  
exclusive contract. 

COURSE DETAILS 
! Target audience:  All employees up to mid-level leaders. 
! Course length:  3 hours, 10 minutes, using the Drip-n-Pipes simulation; 3 hours,  

40 minutes, using the Genius of Bioengineering simulation; or 2 hours, 10 minutes, 
Fast Track. 

! Facilitator certification:  DDI-certified facilitator required. 
! Prerequisites:  Interaction Skills for Success, or IM Essentials, or Core Skills for 

Building Commitment. 
! Series:  Service/Professional and manufacturing. 
! Group size:  10 to 20 people. 
! Prework:  No. 

RELATED COURSES 
! Fast Start for Teams 
! Valuing Differences 
! Team Performance Survey 
! Optimizing Team Performance  
! Leading Your Team to Optimal Performance 
! Leading Teams 
! Influential Leadership 
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IMPACTING YOUR  
WORK PROCESSES  
LEARNING FORMATS:  WORKBOOK-BASED 
SELF-STUDY, GROUP FACILITATION. 

ORDER NO. WD32 
Equipping employees to improve their own work 
processes increases efficiency, reduces rework, 
enhances customer satisfaction, and ultimately drives 
organizational performance.  

While most training programs on work processes 
cover �macro� processes like manufacturing or 
order fulfillment, this course focuses on individual 
work processes.  It gives your people the skills to 
take ownership of their jobs and streamline their 
processes to improve performance. 

DO YOU FACE ANY OF THESE ISSUES? 
> Do people in your organization realize the individual 

impact they can have on the quality of your 
products or services? 

> Do employees know what processes they each  
own in their jobs, and are they equipped to  
improve them? 

> Are they aware that meeting customer needs is key 
to improving processes? 

PERFORMANCE OBJECTIVES 
Helps associates: 
> Map their work processes and identify improvement 

opportunities. 
> Improve work processes in ways that increase 

customer satisfaction, enhance job satisfaction, 
reduce frustration, and strengthen the 
organization�s ability to provide high-quality  
goods and services. 

PRIMARY COMPETENCY DEVELOPED  
> Continuous Improvement 

SECONDARY COMPETENCY DEVELOPED  
> Quality Orientation 

COURSE OVERVIEW 
! All About Processes:  Participants learn about work processes and how to �map� 

one of their own.   
! Understanding Process Improvement:  Learners define process improvement 

and review guidelines.  They are introduced to and use a tool for focusing 
improvement on the customer. 

! Getting Involved:  Participants learn how to become involved in improving 
processes and use a tool to involve others in their improvement efforts to ensure 
successful improvements. 

! Improving Processes:  Learners explore signs of improvement opportunities.  
They also learn about measurement, non-value-added activities, and how to ensure 
successful improvements. 

! Being Creative About Improvement:  Learners discover barriers that keep them 
from making process improvements, and they then learn how to avoid them.   

! Looking Back and Looking Ahead:  Participants review what they have learned 
and plan their next steps.  An optional knowledge test helps participants check what 
they have learned. 

VIDEO SEGMENT SUMMARIES 
! No video. 

COURSE DETAILS 
! Target audience:  All employees up to mid-level leaders. 
! Course length:  2 hours, 50 minutes, or 1 hour, 22 minutes, Fast Track. 
! Facilitator certification:  DDI certification not required. 
! Prerequisites:  None. 
! Series:  Suitable for all environments. 
! Group size:  10 to 20 people. 
! Prework:  No. 

RELATED COURSES 
! Taking Action® to Solve Problems 
! Taking Action® Handbook 
! Making Effective Decisions 
! Influencing Others 
! Thunderbolt Thinking®:  Innovation Fundamentals 
! Thunderbolt Thinking®:  Building an Innovative Workplace 
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IMPROVING PERSONAL 
PRODUCTIVITY  
LEARNING FORMATS:  CLASSROOM, VIDEO- 
AND WORKBOOK-BASED SELF-STUDY 

ORDER NO. WD33 
Lost profits, unfinished or late projects, abandoned 
initiatives, lost opportunities, personal inefficiencies, 
and dissatisfied or neglected customers.  Such 
operating inefficiencies can mean the difference 
between success and failure.  

Improving Personal Productivity�which can be 
kicked off in a workshop or provided as a just-in-
time reference tool�gives employees the skills they 
need to increase their productivity while decreasing 
stress levels.   

DO YOU FACE ANY OF THESE ISSUES? 
> Do people react to one crisis situation after another 

instead of working on important long-term tasks?  
> Do employees keep organized and have a plan to 

keep track of ongoing projects?  
> Are employees less productive because of constant 

interruptions or tendencies to procrastinate?  

PERFORMANCE OBJECTIVES 
Helps associates: 
> Improve their personal productivity by eliminating or 

changing non-productive behaviors. 
> Achieve higher levels of efficiency by applying new, 

more productive work habits. 

PRIMARY COMPETENCY DEVELOPED  
> Managing Work 

SECONDARY COMPETENCIES DEVELOPED  
> Work Standards 
> Planning and Organizing 

COURSE OVERVIEW 
! Open:  Learners identify a work habit that inhibits their productivity. 
! Examining Priorities:  Learners discuss criteria for determining priorities and use a 

tool to evaluate and prioritize their current tasks.  A video depicts the dilemma of 
when everything is a priority, and learners discuss how to avoid five Priority Pitfalls. 

! Conquering Procrastination:  Learners discuss why people procrastinate and how 
this appears to others.  They create an action plan by applying strategies for 
overcoming this problem.   

! Handling Interruptions:  A video shows common interruptions, and learners 
identify their most common ones.  They learn techniques to identify ways to avoid or 
contain interruptions.  Each learner completes an action plan for dealing with major 
interrupters. 

! Keeping Yourself Motivated:  Participants identify demotivating situations on the 
job and ways to increase their motivation. 

! Where Do You Go From Here:  Learners develop a plan to avoid slipping back into 
old, non-productive behaviors.  A self-evaluation helps them identify additional 
productivity problems. 

VIDEO SEGMENT SUMMARIES 
! A �house of cards� analogy shows what happens when you take on too much.  

Madam Make It Happen overviews the workshop. 
! An associate experiences the dilemma of what to do when everything seems to be 

an urgent priority. 
! A montage illustrates common interruptions. 
! A segment shows feelings of frustration that people experience when their company 

is going through tough times. 

COURSE DETAILS 
! Target audience:  All employees through frontline leaders. 
! Course length:  2 hours, 30 minutes, or 1 hour, 22 minutes, Fast Track. 
! Facilitator certification:  DDI certification not required. 
! Prerequisites:  None. 
! Series:  Suitable for all environments. 
! Group size:  10 to 20 people. 
! Prework:  No. 

SELF-STUDY HANDBOOK DETAILS 
! The handbook provides tips and tools on how to handle 18 productivity topics along 

with a self-assessment for determining productivity areas that need improvement. 

RELATED COURSES 
! Many DDI courses address productivity issues of employees.  Consult your DDI 

representative for appropriate related courses. 
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MAKING EFFECTIVE 
DECISIONS  
LEARNING FORMAT:  CLASSROOM 

ORDER NO. WD31 
In today�s flatter organizations, employees who can 
make sound decisions quickly have the power to 
significantly reduce their organization�s costs and 
enhance competitiveness. 

This course helps employees master a systematic 
approach to making better and faster decisions that 
will result in more effective performance. 

DO YOU FACE ANY OF THESE ISSUES? 
> Do people in your organization sometimes have 

difficulty making good decisions? 
> Are people afraid of making the wrong decision? 
> Do people know what to do when they realize they 

have made the wrong decision? 

PERFORMANCE OBJECTIVES 
Helps associates: 
> Avoid common decision-making traps. 
> Increase the speed and quality of decisions. 
> Gain support to make decisions work and involve 

the right people at the right time. 
> Build people�s confidence in their ability to make the 

right decisions. 
> Make major and minor decisions confidently. 

PRIMARY COMPETENCY DEVELOPED  
> Decision Making 

COURSE OVERVIEW 
! The Challenge of Decision Making:  Participants complete a survey on a recent 

work decision and the types of decisions they make.  They act out a script that 
shows the unexpected negative results of a poor decision-making process.  In an 
activity, learners determine the behaviors and results common to four decision 
traps.  Based on their surveys, learners identify which situations lead to traps and 
which traps they might fall into. 

! Five Steps to Better Decisions:  Participants explore the five-step decision-
making process and the support tools for each step.  Negative and positive model 
video examples are shown.  In two paired activities, learners plan an upcoming 
decision process and decide how to monitor a recent decision.  The group 
discusses how they will avoid decision traps and apply the decision-making process 
in the future. 

VIDEO SEGMENT SUMMARIES 
! Frustrated team members discuss a decision that has been made based on a 

misunderstanding of their concerns, highlighting how frequently people diagnose 
and solve the wrong problem. 

! An example of poor information gathering shows employees who are dissatisfied 
with a decision that was made without their involvement. 

! In an example of generating alternatives, team members have a positive 
brainstorming experience that results in creative ideas for how to equip a new  
work space. 

! Task force members charged with selecting the best combination of vending snack 
foods begin a spirited discussion to evaluate various options. 

COURSE DETAILS 
! Target audience:  All employees up to senior-level leaders. 
! Course length:  3 hours, or 2 hours, Fast Track. 
! Facilitator certification:  DDI-certified facilitator required. 
! Prerequisites:  None. 
! Series:  Suitable for all environments. 
! Group size:  10 to 20 people. 
! Prework:  No. 

RELATED COURSES 
! Rapid Decision Making 
! Reaching Group Agreement 
! Influential Leadership 
! Influencing Others 
! Problem Analysis and Decision Making 
! Making Sense of Business:  A Simulation® 
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MAKING SENSE  
OF BUSINESS:   
A SIMULATION®  
LEARNING FORMAT:  CLASSROOM 
ORDER NO. WD34 
Employees are more likely to support organizational 
initiatives and objectives if they understand the 
rationale behind management decisions and realize 
how they can add to the company�s success.  
Unfortunately, many don�t always understand how and 
why business decisions are made. 

In this engaging business simulation, employees 
run a business hands-on to realize how and why 
decisions are made. 

DO YOU FACE ANY OF THESE ISSUES? 
> Do employees mistrust management�s decisions or 

question how they are made? 
> Do they truly understand the �big picture� and how it 

determines business strategy? 
> Are they aware of how their own job contributes to 

the success of your business? 

PERFORMANCE OBJECTIVES 
Helps associates: 
> View business from the perspective of an owner 

and see how their job affects the overall business. 
> Explain the �whys� behind management decisions 

and organizational initiatives. 
> Make better job decisions because they have a big-

picture view of business. 

PRIMARY COMPETENCIES DEVELOPED  
> Business Acumen 
> Financial Decision Making 
 

COURSE OVERVIEW 
! Month 1:  Learners fill out the �before� section of a survey with their views on how 

business works.  They learn about the business they�ll be running and the various 
game pieces.  Guided by the facilitator, learners play round one and complete the 
first month�s business operations checklist.  Business results from the round are 
posted, and the group discusses differences between cash flow and profits and why 
a company might need to cut costs. 

! Month 2:  Learners review investment options and determine their team�s business 
plan for the game by again completing business operations checklists.  Results are 
posted, and a debrief discussion focuses on the direct and indirect costs of 
business and the importance of managing both cash flow and profits. 

! Month 3:  At the end of the round, learners discuss how it feels to run a business, 
the impact of competition, and the importance of the customer.  Concepts are tied  
to how competition can require changes in business plans and drive decisions. 

! Month 4:  After round 4, learners draw parallels between the simulation and the 
�real world� of business, specifically how the game reflects what might be going on 
in their own organization. 

! Who Wins and Why:  Learners discuss who won the game and how individuals in 
an organization might define business success differently.  Learners complete the 
�after� section of the survey and discuss their new understanding of why business 
decisions are made and how their jobs contribute to the organization�s success. 

VIDEO SEGMENT SUMMARIES 
! No video. 

COURSE DETAILS 
! Target audience:  All employees up to mid-level leaders. 
! Course length:  5 hours, 30 minutes. 
! Facilitator certification:  DDI-certified facilitator required. 
! Prerequisites:  None. 
! Series:  Suitable for all environments. 
! Group size:  10 to 25 people. 
! Prework:  No. 

RELATED COURSES 
! Making Effective Decisions 
! Rapid Decision Making 
! Impacting Your Work Processes 
! Personal Empowerment:  Taking Initiative 
! Being a Leader:  Everyone�s Role 
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PARTNERSHIPS FOR 
IMPROVEMENT®  
LEARNING FORMAT:  CLASSROOM 
ORDER NO. TQ61 
People can�t work in a vacuum�their jobs are linked 
to other jobs in countless ways.  In fact, most of what 
we accomplish in a workday gets done with the help of 
our internal partners. 

In this course, employees see the value of reducing 
unnecessary hand-offs and eliminating non-value-
added activities in internal and external 
partnerships.  They also learn a framework for 
cultivating and improving their partnerships. 

DO YOU FACE ANY OF THESE ISSUES? 
> Do people in your organization have a hard time 

getting colleagues to cooperate? 
> Do people understand one another�s needs? 
> Are work groups afraid to let other groups on  

their turf? 

PERFORMANCE OBJECTIVES 
Helps associates: 
> Understand how they can improve the quality of 

their work by building effective partnerships. 
> Identify internal partners. 
> Recognize the importance of cooperation, 

communication, and continuous improvement for 
building partnerships.  

> Learn a systematic method for making  
continuous improvements. 

PRIMARY COMPETENCY DEVELOPED  
> Building Partnerships 

SECONDARY COMPETENCIES DEVELOPED  
> Building Customer Loyalty 
> Continuous Improvement 

COURSE OVERVIEW 
! Martian Transport�Round One:  Learners begin a simulation that illustrates the 

problems of ineffective internal partnerships.  
! Partnership Model:  Learners view the partnership model, which shows how their 

jobs and tasks are linked to others� jobs and tasks.  
! Success Through Quality:  The group focuses on quality and how to define it in 

relation to customer requirements.   
! Three Cs:  Learners examine the Three Cs of strong partnerships�communication, 

cooperation, and continuous improvement. 
! Round Two Preparation:  Learners discuss what they need to know about the 

customer�s requirements to do their jobs better.  The facilitator answers questions to 
clarify requirements, showing learners the importance of data collection.  
Improvements are made from the data. 

! Martian Transport�Round Two:  Learners repeat the simulation, applying their 
improvements and the Three Cs.  They discuss why they did a better job of meeting 
customer needs and how they felt as employees of the new company. 

! The ACTION Cycle:  Learners examine the ACTION Cycle as a systematic way to 
solve problems and make improvements.   

! Identifying Internal Partners:  Learners discuss the importance of internal 
partnerships and use the Partnership Diagram to identify their partners.  In a final 
exercise, participants apply the learning to the job. 

VIDEO SEGMENT SUMMARIES 
! Broad issues around quality and how it can be achieved through continuous 

improvement are explained. 
! The ACTION Cycle is introduced as a systematic approach to problem solving and 

continuous improvement.  

COURSE DETAILS 
! Target audience:  All employees up to mid-level leaders. 
! Course length:  3 hours, 59 minutes, or 2 hours, Fast Track. 
! Facilitator certification:  DDI-certified facilitator required. 
! Prerequisites:  None. 
! Series:  Service/Professional, manufacturing, and health care. 
! Group size:  10 to 20 people. 
! Prework:  No. 

RELATED COURSES 
! Partnerships:  Creating Synergy 
! Taking Action to Solve Problems 
! Impacting Your Work Processes 
! Influencing Others 
! Supporting Others 
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TAKING ACTION® 
HANDBOOK  
LEARNING FORMAT:  REFERENCE BOOK 
ORDER NO. TQHB 

Continuous improvement requires ready answers to 
problems or questions as they arise�answers based 
on data, not hunches or guesses.  Using tools that 
uncover the data and provide the answers helps 
ensure successful improvement efforts. 

The Taking Action®  Handbook is designed to serve 
as a reference guide for teams and individuals 
involved in continuous improvement. 

DO YOU FACE ANY OF THESE ISSUES? 
> Is process improvement a part of employees� daily 

work lives? 
> Do employees understand the value of data, basing 

decisions on data, and measuring success? 
> Do employees know which quality techniques are 

most appropriate to use? 

PERFORMANCE OBJECTIVES 
Helps associates: 
> Improve quality by understanding how and why to 

base decisions on data and measure the success  
of efforts. 

> Use appropriate quality techniques to collect  
and analyze data as they progress through the 
ACTION Cycle. 

PRIMARY COMPETENCIES DEVELOPED  
> Continuous Improvement 
> Decision Making 

SECONDARY COMPETENCIES DEVELOPED  
> Information Monitoring 
> Quality Orientation 

HANDBOOK OVERVIEW  
! Introduction:  Describes how the handbook can help learners succeed in 

improvement efforts and explains how data collection fits into the ACTION Cycle 
and the overall pursuit of quality. 

! Basing Decisions on Data:  Explains the importance of data when making 
decisions about a continuous improvement effort. 

! Using Data to Involve Others:  Features the benefits of getting others involved in 
collecting data and provides some do�s and don�ts of involving others. 

! What to Measure:  Helps users understand the role of measurement in continuous 
improvement and the three major areas of measurement:  cost, timeliness, and 
variation.  This section also features lists of measures that learners can use. 

! Selecting a Quality Technique:  Contains information on how to choose the right 
quality technique for collecting, analyzing, and displaying data. 

! Quality Techniques:  Features an in-depth review of 18 quality techniques to 
collect, analyze, and display data.  This section also contains a technique selection 
grid based on the ACTION Cycle. 

! Glossary:  Lists commonly used terms in data collection, measurement, display, 
and analysis. 

VIDEO SEGMENT SUMMARIES 
! No video. 

HANDBOOK DETAILS 
! Target audience:  All employees and leaders. 
! Facilitator certification:  DDI certification not required. 
! Prerequisites:  None. 
! Series:  Suitable for all environments. 

RELATED COURSES 
! Taking Action to Solve Problems  
! Impacting Your Work Processes 
! Planning and Critical Path 
! Problem Analysis and Decision Making 
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TAKING ACTION® TO 
SOLVE PROBLEMS  
LEARNING FORMAT:  CLASSROOM 
ORDER NO. TQ66 

Organizations can�t just maintain status quo in today�s 
competitive marketplace.  They need to be vigilant 
about improving product and service quality to meet or 
exceed customer needs. 

The Taking Action® program is a flexible, consolidated 
way to introduce continuous improvement and provide 
people with the tools to guide them through the process. 

DO YOU FACE ANY OF THESE ISSUES? 
> Do employees know how work processes  

affect customers? 
> Has your organization ever lost customers because 

of a defective product, late delivery, or inefficient or 
unsatisfactory service?  

PERFORMANCE OBJECTIVES 
Helps associates: 
> Identify opportunities for improvements that will 

have an impact on customers. 
> Pinpoint areas of frustration in their jobs and take 

steps toward eliminating them. 
> Gain the support of internal partners to successfully 

implement the improvement. 
> Select the best solution to eliminate problems, not 

just fix symptoms. 
> Generate creative ideas and break from �that�s the 

way it�s always done� thinking. 

PRIMARY COMPETENCIES DEVELOPED  
> Continuous Improvement 
> Decision Making 

SECONDARY COMPETENCIES DEVELOPED  
> Information Monitoring 
> Quality Orientation 

COURSE OVERVIEW 
The ACTION Cycle is taught as a continuous improvement process. 

! Assess the Situation:  Learners examine chronic problems, identify customer 
requirements, and seek improvements with process maps.  

! Causes:  Learners see how and why to distinguish between causes and 
symptoms.  They learn how to avoid common pitfalls and how to use cause-and-
effect diagramming and Pareto charts to identify possible causes and select ones to 
eliminate. 

! Target Solutions and Ideas:  Learners write problem statements and learn 
creativity strategies to generate solutions that they apply to a case study.  They use 
a solution/impact diagram to analyze effects of possible solutions for an on-the-job 
problem. 

! Implement:  Emphasizing the �Plan It� step, learners use tools to ensure 
companywide support and build action plans.  They discuss the value of testing, 
measuring, and evaluating solutions. 

! ONgoing:  This final phase shows the ongoing nature of continuous improvement.  
Learners develop plans for an improvement. 

VIDEO SEGMENT SUMMARIES 
! A jogger preparing for a race shows Assess the Situation steps. 
! A team models how to use a process map. 
! A detective reveals steps to determine the causes of a problem. 
! A team identifies and eliminates causes of a problem. 
! A family picks the best solution to a travel problem. 
! A team analyzes possible solutions to a problem and selects one. 
! A basketball team implements improvements to their game. 
! A team plans how to get organizational support for its ideas while another team 

develops a plan to put its solution into action. 
! The basketball team shows how they keep a competitive edge. 

COURSE DETAILS 
! Target audience:  All employees up to mid-level leaders. 
! Course length:  8 hours, 10 minutes, or 4 hours, 11 minutes, Fast Track. 
! Facilitator certification:  DDI-certified facilitator required. 
! Prerequisites:  None. 
! Series:  Service/Health care and manufacturing. 
! Group size:  10 to 20 people. 
! Prework:  No. 

RELATED COURSES 
! Partnerships for Improvement (Highly recommended introductory course) 
! Taking Action® Handbook (Highly recommended post-training tool) 
! Reaching Group Agreement 
! Influencing Others (workforce)  
! Influential Leadership (leaders) 
! Problem Analysis and Decision Making 
! Thunderbolt Thinking®:  Innovation Fundamentals (for workforce) 
! Thunderbolt Thinking®:  Building an Innovative Workplace (for leaders) 
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THUNDERBOLT 
THINKING®:   
INNOVATION  
FUNDAMENTALS 
LEARNING FORMAT:  CLASSROOM 

Generating useful ideas and innovative solutions  
doesn�t have to be a �lucky break.�  Your organization�s 
success�even its survival�depends on having 
employees who consistently and deliberately think  
about problems or issues and develop new ways to 
address them. 

This course teaches people to manage their 
thinking to leverage both creative and analytical 
skills and to do away with rigid �this is how we 
always do it� thinking and myopic perspectives. 

DO YOU FACE ANY OF THESE ISSUES? 
> Are people in your organization energized and 

motivated to put ideas into action? 
> Do employees have trouble coming up with ideas 

for solving problems?  

PERFORMANCE OBJECTIVES 
Helps associates: 
> Distinguish what they are thinking about from how 

they need to think. 
> Harness more of their brainpower using a how-to-

think process. 
> Strengthen innovative thinking abilities, and 

manage their thinking by being more mentally alert, 
aware, and agile. 

PRIMARY COMPETENCY DEVELOPED  
> Innovation 

SECONDARY COMPETENCY DEVELOPED  
> Decision Making 

COURSE OVERVIEW 
! Thunderbolt Thinking®:  Participants learn the Thunderbolt Thinking Model and its 

first component, the formula for effective thinking.  They start a Do It Now! 
Thunderbolt plan to work on a current work challenge they�d like to see change. 

! How-to-Think Process:  Learners explore the How-to-Think Process, which is the 
focus in upcoming units.  A team game builds awareness of the steps. 

! Expand Your Perspective:  Learners develop their �viewing point� by describing 
the process they used to discover something in their immediate surroundings that 
they hadn�t noticed before.  They learn two more ways to expand their 
perspective�channel surfing and changing their daily routine.  Participants apply 
these techniques to their work challenge plan. 

! Ratchet Up Your Brainpower:  Participants create a �brain trust� to build 
brainpower.  They use the powerful technique of drawing pictures to enhance 
thinking and create a valuable thinking experience.  Concepts and tools are applied 
to their Do It Now! plan. 

! Turbocharge Your Environment:  Learners generate ways to use toys at work as 
transformers to turbocharge their thinking.  They continue working on their plan. 

! Master the Conversation:  This step shows the importance of holding a 
conversation of possibilities as well as a conversation of realities.  Participants learn 
how to generate thoughts and keep people focused on the positive.  Action planning 
continues. 

! Be a Catalyst with Spirit:  Learners examine the last element of the Thunderbolt 
Thinking Model, called the �Thunderbolt Spirit.�  They choose one spirit quality to 
help them implement their plan on the job. 

VIDEO SEGMENT SUMMARIES 
! No video. 

COURSE DETAILS 
! Target audience:  All employees through frontline leaders. 
! Course length:  3 hours, 55 minutes, or 2 hours, 10 minutes, Fast Track. 
! Facilitator certification:  DDI-certified facilitator required. 
! Prerequisites:  None. 
! Series:  Suitable for all environments. 
! Group size:  10 to 20 people. 
! Prework:  No. 

RELATED COURSES 
! Thunderbolt Thinking®:  Building an Innovative Workplace (for leaders) 
! Personal Empowerment:  Taking the Initiative 
! Empowering Leader® 
! Taking Action to Solve Problems 
! Impacting your Work Processes 
! Making Effective Decisions 
! Rapid Decision Making 
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CUSTOMER SERVICE 
The sobering reality:  The average company loses up to half of its customers every year.  
Often the loss isn�t for lack of effort.  Many companies try to keep customers satisfied by 
initiating three-month, six-month, or year-long efforts to make the organization customer 
focused.  While these quick fixes might help temporarily, they don�t make service the 
integral, inseparable part of the company culture that it has to be to keep customers 
satisfied and coming back. 

With Service Plus and its various management support components, DDI offers a 
top-down, organizationwide approach to creating satisfied, loyal customers.  These 
programs let you build a total service culture, in which service providers know how to 
give truly exceptional service and leaders are committed to putting customer needs at 
the center of decisions around systems, processes, and behaviors. 

ADVANTAGES 
DDI�s customer service programs are: 

! Comprehensive to cover all aspects of building a service-focused environment, 
from senior management sessions that guide culture change to training both 
leaders and frontline employees on the �whats, hows, and whys� of exceptional 
service. 

! Highly flexible so you can customize any program component to your 
organization�s unique needs.  You also can choose how and when you want people 
to learn and the length of training sessions. 

! Tried and tested all over the world in a wide range of industries and organizations. 
! Completely integratable with other DDI products and services because all are 

competency based.  That means you can hire, promote, develop, and manage 
people against consistent criteria that are critical to their jobs and your organization. 

CUSTOMER SERVICE PROGRAMS 
Service Plus 

Service Boosters 

Creating a Service Culture:  The Service Leader�s Role 

Senior Management Session 

Supporting Self-Study 

Service Plus:  Building Patient Loyalty (Health Care)



SERVICE PLUS® 
CREATING A SERVICE CULTURE 

 

© Development Dimensions International, Inc., MMIII.  All rights reserved.104 LearningLinks
  

SERVICE PLUS® 

(SKILL PRACTICE PROGRAM)  
LEARNING FORMATS:  CLASSROOM, VIDEO- 
AND WORKBOOK-BASED SELF-STUDY,  
CD-ROM SELF-STUDY 
ORDER NO. NSP10 

 

Customer loyalty.  It comes from an expectation of 
superior service.  It�s a belief that even if something  
goes wrong, your company will do everything possible  
to make it right and to make sure the customer is happy.  
Is this the relationship you have with customers? 

Service Plus® creates that level of service, helps 
eliminate customer defections, and  strengthens 
customer satisfaction and loyalty.  The program gives 
service providers more than a list of do�s and don�ts by 
providing a toolbox of skills for effectively and efficiently 
handling all types of customer interactions. 

PERFORMANCE OBJECTIVES 
Service Plus creates service providers who: 
! Think and act consistently to please customers 

by putting them at the heart of your organization.  
! Create unprecedented levels of customer 

satisfaction and loyalty.  
! Ensure repeat business from established customers, 

increase word-of-mouth referrals for your business, 
and inspire loyalty in new customers.  

PROGRAM OVERVIEW 
This one-day program for service providers and their leaders consists of three courses 
and post-training skill-builder activities.  Self-assessments, videos, engaging activities, 
skill practices, and fast-paced discussions are included.  Additional workshops for 
leaders�Creating a Service Culture:  The Service Leader�s Role, Senior Management 
Session, and Supporting Self-Study�help build a service culture. 

COURSE OVERVIEW 
! Keys to Service:  The Service Success Loop shows the benefits to the 

organization and service providers for superior levels of customer satisfaction and 
loyalty.  Learners discover that customers have personal and practical needs and 
that recognizing personal needs elevates good service to outstanding service.  
Learners use Key Principles to cement relationships with customers and keep them 
loyal.  They learn how feedback on their job performance helps them hone skills 
and how sharing feedback with internal partners creates a web of learning that 
strengthens service cultures.  

! Steps to Service:  Learners practice using a four-step process to meet practical 
needs.  They see how achieving the right balance of Key Principles and Service 
Steps is critical to ensuring superior service every day, because some customers 
emphasize their practical needs while others emphasize their personal needs. 

! Extraordinary Service Opportunities:  Learners use Taking the HEAT as a 
process to turn dissatisfied, angry customers into satisfied, loyal ones.  They 
discern between talkers, who complain about poor service, and walkers, who don�t 
complain but become ex-customers unless service providers intervene.  Strategies 
to uncover and remedy walkers� dissatisfaction are shared.  Learners calculate the 
financial impact of one unhappy customer to see how an �I can afford to lose this 
one� attitude damages profitability. 

! Service Boosters:  These mini-learning activities on 10 different topics are good 
skill developers and refreshers to be done individually or with a partner or group 
back on the job.  Topics include:  Taking Initiative; Effective Questions Get Results; 
Listening:  More Than Hearing; and Selling:  A Valuable Service. 

PROGRAM DETAILS 
! Target audience:  Service providers and frontline through mid-level leaders. 
! Length:  6 hours, 45 minutes, or 3 hours, 45 minutes, Fast Track. 
! Facilitator certification:  DDI-certified facilitator required. 
! Prerequisites:  None. 
! Series:  Suitable for all environments; industry-specific skill practice booklets. 
! Group Size:  8 to 16 people. 
! Prework:  Self-assessment only (optional). 

RELATED COURSES 
! Service Plus Senior Management Session 
! Creating a Service Culture:  The Service Leader�s Role 
! Interaction Management® 
! Techniques for a High-Performance Workforce® 



 
SERVICE PLUS® 
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SERVICE PLUS (CONT�D) 

PROGRAM ADVANTAGES 
> Builds essential service skills in just one day.  Your 

service providers can start using what they have 
learned the very next day. 

> Uses engaging and interesting learning techniques 
and tools.  The program�s design includes the latest 
learning approaches, while the Service Boosters 
keep your service initiative alive long after the 
training has ended. 

> Includes materials and skill practices that present 
real-life scenarios to create participant buy-in. 

> It�s fun!  With cliff-hanger videos, engaging 
activities, games, and fast-paced discussions, you�ll 
feel the energy in the training room. 

> Provides flexibility in delivery options, with both 
classroom and self-study formats available. 

PRIMARY COMPETENCIES DEVELOPED 
> Building Customer Loyalty 
> Communication 
> Initiating Action 

SECONDARY COMPETENCY DEVELOPED 
> Negotiation 

RESULTS 
! After implementing Service Plus at Telstra�the leading telecommunications 

company in Australia�customer service ratings increased from 39 to 75 percent, 
staff turnover fell from 30 to 7 percent, and an internal survey showed employees 
are now more customer focused, committed, and satisfied. 

! A study of DDI clients across various industries rated the impact of DDI service 
interventions on a variety of business results.  Ninety percent of the participants 
reported a positive impact in service culture development, customer satisfaction, 
customer loyalty and retention, and internal customer satisfaction.  Return on 
investment ranged from $6,989 to $15,029 per person.   

! Following the implementation of Service Plus at Florida Power Corporation, 
research revealed an average of 80 percent positive change in associates 
performing customer service behaviors.  The company expects a return on 
investment of more than $2.5 million over four years. 

! According to composite results from the Service Plus Training Evaluation, clients 
experienced statistically significant improvements in all of the 16 Service Plus  
skill areas. 

 



SERVICE PLUS®:   
SERVICE BOOSTERS  
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SERVICE  
BOOSTERS  
LEARNING FORMATS:  WORKBOOK  
SELF-STUDY, GROUP FACILITATION 

ORDER NO. NSP10BBK 

Service providers have had their service skills training.  
What can you do to reinforce and refresh their skills on 
the job and to have them take on even more 
challenging service situations?   

Service Boosters are learner-driven activities that help 
service providers focus on applying specific service 
skills in more advanced, challenging situations.   

DO YOU FACE ANY OF THESE ISSUES? 
> Do you need to focus your department on 

developing a specific skill set in response to a 
problem that has been causing a drop in customer 
satisfaction? 

> Do you need to keep the skills taught in Service 
Plus fresh and sharp to meet service challenges? 

PERFORMANCE OBJECTIVES 
Helps service providers: 
> Apply service skills in more advanced,  

challenging situations. 
> Sharpen their service skills long after completion  

of formal training. 
> Plan actions that are specific to their job  

and organization. 

PRIMARY COMPETENCY DEVELOPED  
> Building Customer Loyalty 
 
Note:  Individual activities contribute to the 
development of various other competencies 
depending upon the topic. 

 
 

SERVICE BOOSTERS BOOKLET OVERVIEW 
Service Boosters is a spiral-bound booklet that consists of 10 topics.  Every topic  
has three to five activities, each of which takes 10 to 60 minutes to complete.  The 
boosters, which can be used in team meetings or individually at any time after 
completion of the skills training, will help sustain the service initiative.  

The Service Boosters booklet, which is packaged with the classroom and self-study 
options of Service Plus, can also be purchased separately. 

The Service Booster topics are: 
! Taking Initiative to Meet or Exceed Expectations 
! Valuing Differences 
! Effective Questions Get Results 
! Listening:  More Than Hearing 
! Feedback:  A Matter of Give and Take 
! Dealing with the Out-of-Bounds Customer 
! Selling:  A Valuable Service 
! Nonverbal Cues:  True Feelings Shine Through 
! Building Internal Partnerships 
! So Many Customers, So Little Time 

VIDEO SEGMENT SUMMARIES 
! No video. 

DETAILS 
! Target audience:  Service providers. 
! Facilitator certification:  DDI certification not required. 
! Prerequisites:  Service Plus or similar service skills training. 
! Series:  Suitable for all environments. 

RELATED COURSES 
! Service Plus® (regular series and health care) 
! Communicating and Listening 
! Feedback Fundamentals 
! Partnerships for Improvement 
! Personal Empowerment:  Taking Initiative 
! Being a Leader:  Everyone�s Role 



SERVICE PLUS®:   
CREATING A SERVICE CULTURE 
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CREATING A  
SERVICE CULTURE:  THE 
SERVICE LEADER�S ROLE  
LEARNING FORMAT:  CLASSROOM 

ORDER NO. NSP11 

Many service initiatives are built upon �a fix��a three-
month or one-year initiative to make the organization 
customer service focused.  But creating a service 
culture is not a one-time, skills-training event.  It�s an 
ongoing organizational commitment driven by effective 
service leaders.   

Once the strategic focus is defined, service leaders 
need to know exactly how to make the service 
vision a reality.  This course helps leaders identify 
barriers to service excellence and provides them 
with five leader practices to create a service culture.   

DO YOU FACE ANY OF THESE ISSUES? 
> Do you know what obstacles prevent a higher level 

of customer service? 
> Do leaders know what they must do to ensure 

service excellence and increase customer loyalty? 

PERFORMANCE OBJECTIVES 
Helps leaders: 
> Choose opportunities to use authority and influence 

to improve customer service. 
> Focus their efforts and those of the service 

providers to achieve the results most important  
to customers. 

> Inspire service providers to take actions that create 
customer loyalty. 

PRIMARY COMPETENCY DEVELOPED  
> Customer Focus 

SECONDARY COMPETENCIES DEVELOPED  
> Building a Successful Team 
> Building Partnerships 
> Gaining Commitment 
> Initiating Action 

COURSE OVERVIEW 
! Importance of the Service Leader:  Leaders begin watching a video about �The 

Road� to a service culture (shown throughout).  They visualize obstacles that exist 
and discuss impacts on customers, service providers, and the organization.  A 
Service Culture Analysis Worksheet and the Service Success Loop are reviewed, 
and five leader practices are introduced. 

! Creating an Operational Service Vision:  Leaders list common customer 
expectations and choose an important one that has the greatest chance for 
improvement.  They write a service objective that will meet or exceed this 
expectation and develop a tracking strategy for it. 

! Customer-Centric Work Processes:  Leaders discuss what makes a work 
process customer focused.  They brainstorm what customers say when a process 
isn�t customer focused and review traits of processes not focused on customers. 

! Partnerships:  Leaders simulate actions of work areas that do not meet customer 
expectations due to ineffective partnerships.  They identify a partnership and factors 
that make it ineffective. 

! Knowledge and Skills:  Leaders identify the skills and knowledge service providers 
will need to meet customer expectations. 

! Giving Authority:  Leaders review tactics to increase authority and brainstorm 
ways to maximize the benefits but minimize the risks of increased authority.   

! Action Plan:  Leaders review the obstacles identified and finalize an action plan.  
They watch the conclusion of the video. 

VIDEO SEGMENT SUMMARIES 
! A six-part video follows �The Road� to establishing a service culture and highlights 

challenges encountered by a leader and her team. 

COURSE DETAILS 
! Target audience:  Service leaders. 
! Course length:  4 hours, or 2 hours, Fast Track. 
! Facilitator certification:  DDI-certified facilitator required. 
! Prerequisites:  None.   
! Series:  Suitable for all environments. 
! Group Size:  8 to 16 people. 
! Prework:  No. 

RELATED COURSES 
! Service Plus® (regular series and health care) 
! Senior Management Session 
! Supporting Self-Study 
! Influential Leadership 



SERVICE PLUS®:   
SENIOR MANAGEMENT SESSION  
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SENIOR MANAGEMENT 
SESSION FOR  
SERVICE PLUS® 
LEARNING FORMAT:  CLASSROOM 

Trying to build a total service culture without the buy-
in, commitment, and support of senior management is 
like trying to erect a building without a foundation.  

Following two days of gathering and assimilating 
data, a DDI consultant visits your organization to 
introduce the one-day Senior Management Session 
for Service Plus®.   

DO YOU FACE ANY OF THESE ISSUES? 
> Do you know what barriers stand in the way of a 

service culture? 
> Are current systems and processes aligned to 

support a service culture, and has a communication 
plan been established? 

PERFORMANCE OBJECTIVES 
Helps senior leaders: 
> Identify enablers and barriers to providing  

service excellence. 
> Align systems and processes with a customer  

focus and establish objectives for change. 
> Identify actions and clear accountabilities to support 

the service quality initiative. 

PRIMARY COMPETENCIES DEVELOPED  
> Customer Focus 
> Establishing Strategic Direction 
> Driving Execution 

SECONDARY COMPETENCY  
> Gaining Commitment 

SESSION OVERVIEW 
Using the data collected, the DDI consultant works with your senior leaders through 
the following agenda: 

! Benefits of a Strong Service Culture:  Research and trends are shared. 
! Creating a Customer-Focused Organization:  The Service Success Loop is 

introduced, and senior leaders review the objectives and skills of the Service  
Plus training.  Senior managers are introduced to the Customer-Focused  
Change Process. 

! Diagnosing Your Service Culture:  Leaders identify enablers and barriers to 
increasing customer loyalty from the customers� and employees� perspectives.  
They analyze their readiness to change around six key factors that have an impact 
on creating a service culture. 

! Developing Critical Success Factors and Measures:  Leaders develop 
customer-focused Critical Success Factors and methods of measuring them. 

! Link to Vision and Values:  The organization�s vision and values are reviewed and 
linked to the case for change.  The value of customer service is further defined. 

! Alignment of Systems and Processes:  The alignment of current systems and 
processes is discussed, and opportunities for improvement are identified.  The 
importance of involving others in continuous improvement efforts is also discussed. 

! Action Planning:  Steps that need to be taken to align systems and processes are 
developed.  The role of senior leaders is explained, and an action plan and 
communication plan are developed. 

VIDEO SEGMENT SUMMARIES 
! No video. 

SESSION DETAILS 
! Target audience:  Senior leaders. 
! Session length:  6 hours, 30 minutes.   
! Facilitator certification:  DDI direct delivery only. 
! Prerequisites:  None. 
! Series:  Suitable for all environments. 
! Group size:  8 to 16 people. 
! Prework:  Yes. 

RELATED COURSES 
! Service Plus® (regular series and health care) 
! Service Plus:  Building Patient Loyalty (Health Care) 
! Creating a Service Culture:  The Service Leader�s Role 
! Social Intelligence :  Powerful People Skills for Senior LeadersSM 



SERVICE PLUS®:   
SUPPORTING SELF-STUDY 
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SUPPORTING  
SELF-STUDY  
LEARNING FORMAT:  CLASSROOM 

ORDER NO. NSPSS 

It�s not always easy to pull service providers off the job 
for classroom training.  The next class might be too far 
in the future for a new employee, or you might have 
remotely located service providers who cannot attend.  
In addition, learning with others might not be a 
preferred learning style.   

This course helps leaders and other coaches 
support service providers who are learning Service 
Plus® through the program�s self-study options. 

DO YOU FACE ANY OF THESE ISSUES? 
> Do employees have diverse preferences in  

learning style? 
> Do workplace demands make group  

learning impractical? 

PERFORMANCE OBJECTIVES 
Helps leaders or other coaches: 
> Understand why the organization is implementing a 

service initiative to achieve a service-oriented culture. 
> Know the organization�s plan for implementing or 

continuing to implement service training (who will 
get training, how, and when) and why self-study is a 
key component of the plan. 

> Grasp their role and its importance in helping the 
organization implement this plan. 

PRIMARY COMPETENCY DEVELOPED  
> Gaining Commitment 

SECONDARY COMPETENCIES DEVELOPED  
> Building Customer Loyalty 
> Communication 
 

COURSE OVERVIEW 
! Open:  The organization�s service goals and training plans are explained along with 

the learners� role in supporting self-study. 
! Customer Needs:  After identifying customers� main personal and practical  

needs, learners discuss which needs service providers handle well and which  
ones need improvement. 

! Keys to Service:  Learners discuss a model of Key Principles and which ones their 
service providers struggle with or use well. 

! Feedback:  Learners discuss challenges to giving and receiving feedback and view 
positive models of two types of feedback. 

! Key Principle Skill Builder:  Participants work in pairs to practice using Key 
Principles and then provide balanced feedback. 

! Steps to Service:  Learners view a model of Service Steps and Key Actions and 
explore organization-specific Key Actions.  Learners discuss how well service 
providers use these steps and actions. 

! HEAT:  Taking the HEAT and the walker/talker concept are reviewed.  After a 
positive model of a service provider using HEAT, learners tell what feedback they 
would provide.  Groups identify areas of customer dissatisfaction and what they as 
leaders can do to empower service providers to take appropriate action. 

! Skill Practices:  Learners practice using the service skills. 
! Preparing for the Role:  Leaders are introduced to tools, processes, organization-

specific requirements, and ideas that help fulfill their roles of supporting self-study 
and reinforcing a service culture.   

VIDEO SEGMENT SUMMARIES 
! A telephone installer effectively uses Key Principles. 
! Positive feedback is provided to a service provider. 
! Feedback for improvement is provided to a service provider. 
! A service provider models Service Steps and Key Actions. 
! A repair shop owner and customer discuss the repair of a truck. 
! An insurance agent�s service skills turn a dissatisfied customer from a walker to a 

talker, and she exceeds customer expectations. 

COURSE DETAILS 
! Target audience:  Service leaders and other coaches. 
! Course length:  4 hours.   
! Facilitator certification:  DDI-certified facilitator required. 
! Prerequisites:  Service Plus.   
! Series:  Suitable for all environments. 
! Group size:  8 to 16 people. 
! Prework:  No. 

RELATED COURSES 
! Service Plus® (Video and workbook-based or CD-ROM self-study versions) 



SERVICE PLUS®  
HEALTH CARE 
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SERVICE PLUS® HEALTH 
CARE: BUILDING  
PATIENT LOYALTY  
(SKILL PRACTICE PROGRAM)  
ORDER NO. SPH 

 
 

The industry devoted to saving lives has to save itself.  
Costs and care are colliding, insurance firms are 
imposing payment caps, and funding is shrinking.   
To survive, health care facilities must become more 
patient centered. 

Service Plus® Health Care: Building Patient Loyalty 
develops skills to ensure that patients and customers 
receive top quality service.  It gives your organization 
the edge it needs�loyal customers who demonstrate 
�the three Rs� of loyalty: Return to your facility 
because they view you as their health care provider 
of choice, Refer others, and Relate to service 
providers as partners in their care. 

PERFORMANCE OBJECTIVES 
Creates staff who: 
> Take personal initiatives that meet and  

exceed patients� and others� personal and  
practical needs consistently and reliably. 

> Conduct effective, efficient interactions and  
handle difficult or emotional situations. 

> Work as a team to provide service  
beyond expectations. 

A version for physicians helps them: 

> Understand how the concept of �service� relates to 
physician-patient and physician-staff relationships. 

> Work with their staff as a team to  provide excellent 
patient service. 

COURSE OVERVIEW 
! The Service Challenge:  A �Stand Up/Sit Down� activity leads into a discussion on 

the differences between customer satisfaction and customer loyalty.  Participants 
reveal the variety of customers that they serve.  The facilitator leads a discussion of 
�what�s in it for me� to participate in the training. 

! Personal and Practical Needs:  Learners brainstorm patient needs, and learn 
about personal and practical needs.  Testimonials from patients and family 
members help learners identify how personal and practical needs were met by 
service providers.  Participants categorize the list of patient needs into personal and 
practical needs, and learn that they must meet both types of needs.   

! Keys to Service:  Three Key Principles for meeting personal needs are presented.  
Learners view a series of positive models of each being used, followed by activities 
and discussion.  They identify which Key Principle is most appropriate to use in 
different situations, as well as what they would say.  Pairs role-play their scenarios 
and provide feedback to each other. 

! Steps to Service:  Through a positive video model and discussion, participants 
learn a four-step process to meet practical needs.  

! Using Key Principles and Service Steps Together:  Learners see how achieving 
the right balance of Key Principles and Service Steps is critical to providing 
everyday service excellence.  

! Extraordinary Service Opportunities:  Talkers and Walkers:  The facilitator 
explains talkers and walkers, two types of dissatisfied customers.  A positive model 
shows a service provider turning a dissatisfied customer into a satisfied one.  
Participants learn a four-step process of how to do so�Taking the HEAT�and 
what you would say and do for both walkers and talkers. 

! Skill Practice:  In pairs, learners take on the roles of service providers and 
patients/customers to practice using Service Steps and Key Principles, adding 
HEAT for a second skill practice. 

! Extending Your Learning:  Learners complete one activity in Service Boosters�a 
booklet of tips, techniques, and activities to boost skills in handling challenging 
service situations on-the-job. 

PROGRAM DETAILS 
! Target audience: Health care providers and frontline through mid-level leaders. 
! Length:  6 hours, 15 minutes, or 4 hours, 45 minutes, Fast Track.  
! Facilitator certification:  DDI-certified facilitator required. 
! Prerequisites:  None. 
! Series:  Health care. 
! Group Size:  8 to 16 people. 
! Prework:  No. 

RELATED PROGRAMS: 
! Service Plus Senior Management Session 
! Creating a Service Culture: The Service Leader�s Role 
! Leadership Development for Health Care® 
! Techniques for a High-Performance Workforce 
 



SERVICE PLUS®  
HEALTH CARE 
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SERVICE PLUS® HEALTH 
CARE: BUILDING  
PATIENT LOYALTY 
(Cont�d) 

PROGRAM ADVANTAGES 
> Builds essential service skills in just one day.  Your 

service providers can start using what they have 
learned the very next day. 

> Makes extensive use of high-quality videos, 
carefully structured skill practices and  
exercises, and easy-to-follow workbooks  
and facilitator materials. 

> Includes materials and skill practices that present 
real-life, health care-specific scenarios to create 
participant buy-in. 

> Is fun!  With engaging activities, exercises, and fast-
paced discussions, you�ll feel the energy in the room. 

PRIMARY COMPETENCIES DEVELOPED 
> Building Customer Loyalty 
> Communication 
> Initiating Action 

SECONDARY COMPETENCY DEVELOPED 
> Negotiation 

RESULTS 
! A 5,000-person health care system, located in Northern Alabama, improved its 

customer service ranking from the 50th to 98th percentile, making it one of the �best 
of class� of its size and scope in the Press Ganey Associates nationwide data pool. 

! Six large medical centers improved their customer satisfaction ratings by more than 
60 percent in 10 out of 14 service provider skill categories. 

! Based on the results of 10,000 patient satisfaction surveys conducted over a two-
year period, Ohio-based Akron General Medical Center scored an average of 
4.33�a strong indicator of Service Plus success. 

! A large Midwestern academic health center raised its patient satisfaction ratings up 
to 4.5 on a 5.0-point scale while maintaining its status as a leading national 
employer of choice. 

 



 

 

thispageisblank



 

 

© Development Dimensions International, Inc., MMIII.  All rights reserved. LearningLinks 113

 
 

 

 

 

 

SELECTION 
While every organization sets out to select the best people, not all succeed.  And the 
cost of poor selection decisions can reach millions of dollars each year. 

Organizations must hire and promote people who can meet or exceed the demands  
of their jobs.  This allows the organization to better manage the shifts in competition, 
customer preferences, and technologies that are inevitable in today�s business 
environment.  These organizations have the power to adapt to changing times and 
meet market demands in ways that align directly with their business strategies and 
long-range plans. 

DDI�s selection systems let you consistently, accurately, and legally hire and  
promote people whose potential and competencies match the competencies  
required for job success.  

ADVANTAGES 
DDI�s selection systems will help you: 
! Build a world-class workforce that is able and willing to support your organization�s 

vision and achieve strategic business goals. 
! Reduce training time, absenteeism, and turnover. 
! Improve product and service quality. 
! Identify top performers and potential leaders. 

SELECTION PROGRAMS 
Targeted Selection® 

Identifying Criteria for Success® 

Selection Insight® 

 



 
TARGETED SELECTION® 
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TARGETED SELECTION®  
LEARNING FORMATS:  CLASSROOM, VIDEO- 
AND WORKBOOK-BASED SELF-STUDY,  
WEB-BASED 
ORDER NO. TS 

 

Organizations today cannot afford to have the wrong 
people in key positions.  They must select the right 
people for the right jobs from the very start. 

Targeted Selection® (TS) is the most proven and 
accurate behavior-based selection system in the 
world.  Thousands of leading companies from every 
industry have used TS to build better selection 
systems that hire, promote, and identify top talent.  

A Targeted Selection system focuses the various 
selection phases on what really matters.  TS users 
know how to look for what they want and can 
persuasively sell the organization and the 
opportunity to the best prospects. 

SYSTEM OBJECTIVES 
Targeted Selection is proven to help organizations: 
> Identify the competencies needed for all  

key positions. 
> Build interviewing skills and confidence for more 

accurate selection decisions. 
> Increase the efficiency and effectiveness of the 

employee selection process. 

SYSTEM OVERVIEW 
Targeted Selection offers the latest in selection technology coupled with flexible and 
effective interviewer training.  The system works by honing in on the three processes 
crucial to successful hiring and promotion:  identifying the right selection criteria 
through job analysis; gathering pertinent candidate information; and evaluating the 
information gathered and making an accurate hiring decision. 

Now, many of the administrative and training processes associated with Targeted 
Selection have now been automated and web-enabled through a powerful new tool, 
Targeted Selection®: AccessSM (TS: Access).  The latest boost to interviewing 
productivity, TS: Access is a web-based tool for electronically creating and distributing 
interview guides, organizing the interviewing process, supporting candidate data 
integration, and making just-in-time training available to interviewers when and  
where they need it. 

PROCESS OVERVIEW 
! Identifying the Right Criteria:  Successful selection decisions are based on using 

the right selection criteria.  The first step of Targeted Selection is identifying those 
competencies through job analysis.  This analysis involves determining what 
activities make up a job and what skills and abilities are required to perform  
those activities. 

! Gathering Candidate Information:  The second part of a successful hiring 
decision depends on effectively gathering complete behavioral information for each 
candidate.  Targeted Selection accomplishes this task through interviews, using 
custom interview guides that provide a variety of questions for each competency; 
simulations that are brief, easy-to-evaluate exercises that give interviewers the 
chance to observe candidates performing in typical on-the-job situations; and 
motivational profile assessments that help the interviewer determine not only if the 
candidates can do the job but whether they will want to do it. 

! Evaluating Candidate Information:  The final part of the Targeted Selection 
process involves thorough analysis and integration of all candidate data gathered by 
all interviewers.  Before sharing information about a candidate, interviewers 
individually rate each targeted competency.  Then all interviewers meet to exchange 
and integrate behavioral data using a systematic process.  This organized effort 
enables everyone involved to efficiently share behavioral data and make an 
informed decision. 

SYSTEM DETAILS 
! Target audience:  Anyone involved in candidate screening and interviewing. 
! Program length:  Varies by format, with classroom workshop requiring two full days. 

− Day One:  7 hours, 30 minutes. − Day Two:  7 hours, 15 minutes. 
! Facilitator certification:  DDI-certified facilitator required. 
! Prerequisites:  None. 
! Series:  Suitable for all environments. 
! Group size:  6 to 12 people. 
! Prework:  Yes. 
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TARGETED SELECTION 
(CONT�D) 

SYSTEM ADVANTAGES 
! Allows you to systematically adopt world-class 

hiring practices used by the world�s most admired 
and profitable organizations. 

! Helps you avoid the long-term cost implications 
of hiring the wrong person. 

! Reduces turnover, improves individual and  
group performance, and builds a strong and  
agile workforce. 

! Lets you select people whose skills and 
motivations match specific job requirements. 

! Allows you to tailor your selection process to 
meet specific organizational needs. 

! Saves time and effort by helping interviewers 
focus on critical competencies, get the most out 
of time spent with candidates, spend only 
minimal time preparing for interviews, eliminate 
unnecessary overlap with other interviewers, take 
comprehensive notes quickly and easily, and 
efficiently evaluate and integrate candidate data. 

! Helps you meet legal guidelines for fair 
employment practices. 

! Creates a positive impression on all candidates. 

RESULTS 
! A major U.S. producer of baked goods showed that high Targeted Selection 

interview ratings correlated with top on-the-job performance 93 percent of the time. 
! A sales organization used Targeted Selection to reduce the turnover rate of its sales 

representatives by 44 percent. 
! A major hotel chain decreased its turnover by 25 percent. 

RELATED TARGETED SELECTION PROGRAMS 
! Targeted Selection®:  Web-Based Training 
! Targeted Selection®:  Motivational Fit System 
! Targeted Selection:  Quick Hire® 
! Targeted Selection®:  Landing the Candidate 
! Targeted Selection®:  Check-Up 
! Targeted Selection®:  Administrator Training 
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TARGETED SELECTION®:  
WEB-BASED TRAINING 

 

The next generation of Targeted Selection training: 
faster, learner-driven, available anytime, anywhere. 

Targeted Selection Web-Based Training (TS WBT) 
is a new, online way for interviewers and hiring 
managers to learn the tried and proven Targeted 
Selection techniques for making consistently 
accurate hiring decisions.  Its blended learning 
approach combines self-driven online study  
with a choice of powerful and convenient  
skill-practicing options. 

 

SYSTEM OVERVIEW 
Thousands of companies in every type of industry have used Targeted Selection to 
hire and promote millions of people.  TS is the world�s first behavior-based interviewing 
system, and DDI has kept it the best with continual updating and refinement.  Today�s 
�next generation� of TS addresses critical business needs: 

! Hiring the right person for every position in order to optimize current performance 
and improve potential. 

! Achieving hiring goals through efficient, accurate, and consistent interviewing and 
decision-making. 

! Providing cost-effective interviewer training, even when learners are widely 
dispersed. 

BENEFITS OF TS WEB-BASED TRAINING 
! Faster = Cost-Effective�This e-learning alternative to the two-day instructor-led TS 

interviewer training takes about half the time�just 8 to 10 hours.  Learners can be 
certified as TS interviewers after 6 to 7 hours of online self-study and 2 to 3 hours of 
live skill practice.  Less time saves costs, with fewer hours away from the job for the 
learner, and no facilitator time. 

! Advanced methodology�TS WBT leverages all the features and functionality of 
state-of-the-art online instructional design.  Learners get consistently high-quality 
content, richly interactive (not just click-and-read) and augmented with animated 
graphics and audio and video clips.  The course reinforces learning at every stage, 
supplying frequent feedback so users can track their progress, Mastery Checks to 
confirm understanding, and extra practice when needed.  Organizations measure 
overall training success through easily accessed administrative reports that track 
individual learning speeds and retention rates. 

! Learner-driven for better results�Learners tailor the course to meet their learning 
preferences and the specifics of their hiring environment.  For example, they can 
choose a job they typically hire for and the course will provide learning aids, such as 
a sample interview guide for that job.  TS WBT can also be configured to reflect the 
different legal aspects of hiring in the U.S., Canada, the U.K., or Australia.  Learners 
may also choose how deeply to focus on a particular topic.  This tailoring of content 
to learner makes the training more relevant, more impactful, and more successful. 

! Just-in-time availability�TS WBT is ready whenever and wherever your company 
needs it.  By training interviewers as needed to meet hiring demands, you save time 
and costs, and foster better results because the concepts and techniques learned in 
training are quickly put to use. 

! Fits diverse needs�Technology often varies within organizations, so TS WBT 
offers variable bandwidth flexibility.  This means it adapts to the technology 
available and provides video, audio, or scripted text based on what the user�s 
system supports. 

! Lasting value�TS WBT accommodates first-time learners as well as interviewers 
needing refresher training.  It�s ideal for building and maintaining high-quality hiring 
consistency from site to site, country to country, throughout your organization.  
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TARGETED SELECTION®:  
MOTIVATIONAL FIT 
SYSTEM  

 

While it is common for organizations to focus on 
whether a candidate can do a particular job, many 
organizations ignore whether a candidate wants to do 
the job.  

DDI�s TS: Motivational Fit System (version 2.0) is a 
newly updated software package that enhances 
your selection system by helping you determine 
whether candidates will find a specific job satisfying 
and your organization�s culture desirable.   

When you use the TS: Motivational Fit System as 
part of the Targeted Selection® interviewing 
process, you receive the most comprehensive 
picture of candidates� knowledge, behavior, and 
motivations for use in making accurate selection 
decisions. 

SYSTEM OBJECTIVES 
The TS: Motivational Fit System will help your 
organization: 
> Hire candidates who have a good fit with the job 

and the organization. 
> Reduce turnover and improve productivity  

and morale. 

SYSTEM OVERVIEW 
! Job Fit Analysis Questionnaire:  This questionnaire helps your organization�s 

content experts rate the presence and prevalence of 26 job fit facets, such as 
coaching and independence, in the target job.  The software can then generate a 
job fit profile and interview questions based on the content of the job. 

! Organization Fit Analysis Questionnaire:  Similar to the Job Fit Analysis, this 
questionnaire measures the presence and prevalence of 28 organization fit facets, 
such as quality focus.  The software again generates an organization fit profile and 
interview questions. 

! Ideal Job Inventory:  This 100-item questionnaire given to candidates helps you 
determine what characteristics they would find appealing or unappealing in an ideal 
job.  The software then generates a candidate profile as well as interview questions. 

! Ideal Organization Inventory:  Given to candidates, this inventory allows them to 
list the characteristics they would find appealing or unappealing in an organization.  
A candidate profile and tailored interview questions result. 

! Comparison Reports:  In addition to generating independent profiles and interview 
questions based on survey data, the TS: Motivational Fit System also provides 
candidate comparison reports.  These reports look at the �gap� and �match� 
between what a job and organization offer and the kinds of things a candidate is 
looking for in a job and organization.   

! Interview Questions:  Specifically written to explore these gaps and matches, 
interview questions are produced for inclusion in a Targeted Selection interview 
guide. 

SYSTEM ADVANTAGES 
! Provides a flexible, automated way to analyze the motivational aspects of target 

jobs, capture candidates� preferences, and uncover whether target jobs are a good 
motivational match. 

! Helps reduce absenteeism and turnover. 
! Increases employee satisfaction and morale through more thorough attempts to 

match employee preferences to the nature of a job or organization. 
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TARGETED SELECTION:  
QUICK HIRE®  
LEARNING FORMAT:  CLASSROOM 
ORDER NO. TS 

 

Your managers have to conduct short interviews with 
a large number of candidates�and they don�t have 
time for full Targeted Selection® training. 

TS: Quick HireSM is the quick answer.  In one day  
or less of training, TS: Quick Hire provides the 
interviewer with the necessary skills to make 
accurate hiring decisions and create a good 
impression with the candidates. 

TS: Quick Hire is designed specifically for less 
complex, high-turnover jobs where one interview by 
one manager is all the hiring organization can afford 
to invest.  It is particularly good for the retail, 
hospitality, food service/restaurants, and service 
center industries.  

PERFORMANCE OBJECTIVES 
TS: Quick Hire will help your managers: 
> Interview a large number of candidates quickly  

and effectively. 
> Make accurate hiring decisions with minimal effort. 
> Create a positive company image. 

SYSTEM OVERVIEW 
! Competency Identification:  DDI first works with your organization�s job content 

experts to identify the most important competencies needed for success in the 
target jobs.  The top competencies will be covered during the selection process. 

! Custom Material Development:  TS: Quick Hire is not an off-the-shelf system; 
rather, it is custom-designed around your position and organizational requirements.  
Accordingly, DDI develops customized materials such as a Rating Calibration 
Exercise and a Behavior Categorizing Exercise. 

! Interview Guides:  DDI develops unique position-specific interview guides based 
on the target jobs, which include Behavioral Checklist Rating Guides. 

! TS: Quick Hire Training:  The TS: Quick Hire interviewer training workshop is 
normally 5 hours and 45 minutes to 6 hours and 45 minutes.  If a large number of 
interviewers need to be trained, DDI can train and certify instructors in your 
organization to provide this training. 

! Other Positions:  Your organization might have several positions requiring a  
short interview.  In this case, TS: Quick Hire training may be expanded to include 
materials designed for hiring into other less complex, high-turnover positions in  
your organization. 

SYSTEM DETAILS 
! Target audience:  Managers and others involved with selecting employees for less 

complex and high-turnover positions.  
! Course length:  5 hours, 45 minutes. 
! Facilitator certification:  DDI-certified facilitator required. 
! Prerequisites:  None. 
! Series:  Suitable for all environments. 
! Group size:  Varies by application and position requirements. 

SYSTEM ADVANTAGES 
! Uses sound selection methodology that is based on DDI�s 30 years of experience 

and expertise. 
! Features a unique, custom-designed training session for a particular organization�s 

hiring situation. 
! Allows interviewers to learn how to efficiently and accurately evaluate people for 

one specific job in an organization. 
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TARGETED SELECTION®:  
LANDING THE CANDIDATE  
LEARNING FORMAT:  CLASSROOM 
ORDER NO. TS 

 

It happens all the time.  You recruit, screen, test, 
interview, and evaluate several people for a job.  
When you make an offer to the best candidate,  
he or she declines. 

You�ve just lost time and money and now have to 
decide between offering the job to your second 
choice or, worse, starting over. 

TS:  Landing the Candidate helps bring those  
first-choice, preferred people on board by teaching 
interviewers how to convince candidates that  
your organization is a place where they would  
like to work�and that the job is a good match for 
their aspirations. 

PERFORMANCE OBJECTIVES 
TS:  Landing the Candidate will help  
your interviewers: 
> Be better prepared for every interview. 
> Enhance their interviewing style through positive 

nonverbal messages. 
> Convey an organizational image that candidates 

find appealing and attractive. 
> Convince desirable candidates that they should 

accept your organization�s job offer. 

COURSE OVERVIEW 
! Open:  Participants calculate the considerable financial impact of losing a desirable 

candidate.    
! Conversational Grease:  Psychological research tells us that the messages we 

send without speaking are louder and clearer than anything we say.  Through 
discussion and skill practice, participants explore the nonverbal aspects of 
communication that help discussions go smoothly and let the interviewer make a 
positive impression.  Conversational grease includes things like vocal intensity and 
intonation, body language, vocabulary, eye contact, and more. 

! Motivational Match:  Workshop participants learn how to determine matches 
between what a candidate wants from a job and organization and what the position 
actually offers.  Participants then practice how to use this information to sell the job 
and your organization. 

! Storytelling:  The fact that there are motivational matches must be meaningfully 
communicated because just telling candidates that matches exist won�t convince 
them.  Workshop participants learn how to appeal to candidates� motivational 
preferences by using personal stories that show how working at your organization 
will match a candidate�s needs and aspirations. 

! Enhancing the Interview:  Making this new set of skills work in the context of the 
Targeted Selection interview is a key learning point. 

COURSE DETAILS 
! Target audience:  Interviewers and others involved with hiring. 
! Course length:  2 hours, 40 minutes. 
! Facilitator certification:  DDI-certified facilitator required. 
! Prerequisites:  Targeted Selection interviewer training. 
! Series:  Suitable for all environments. 
! Group size:  Any number can be accommodated. 

COURSE ADVANTAGES 
! Improves acceptance ratios by applying engaging communication skills and  

selling your organization�s strengths.  
! Offers cost savings because of reduced time and money to recruit and  

interview candidates. 
! Enhances your organization�s image with all candidates, possibly leading to  

future referrals and positive public relations�even from those not hired. 
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TARGETED SELECTION®:  
CHECK-UP  

 

You have a process for hiring and promoting  
people, but are you sure it is still accomplishing the 
goals you initially set?  You might find that it is taking 
too long, offer-acceptance ratios are dropping, new 
employee performance is declining, and legal 
credibility may be in question. 

Your organization invested in Targeted Selection® 
for a very simple reason:  to put the right people in 
the right jobs.  And while your selection process 
started out with those goals in mind, it might not  
be living up to expectations.   

TS: Check-Up is the tool your organization needs to 
keep selection practices on track and ensure 
positive results.    

SYSTEM OBJECTIVES 
TS:  Check-Up will help you: 
> Pinpoint problem areas in your selection process. 
> Recharge and refresh the process and  

your managers. 

SYSTEM OVERVIEW 
! Research:  DDI selection experts will thoroughly examine your selection process.  

They will focus on company-specific business and market needs; current selection 
system design and competencies; recruiting materials; selection tools; interviewer 
training; length, number, and effectiveness of interviews; data integration and 
decision-making processes; and select-in/select-out decision criteria. 

! Data Collection:  After researching your current practices, DDI will conduct on-site 
and/or telephone interviews with people in your organization�those involved in 
implementing the current system and those who have been recently hired through 
the system. 

! Analysis and Reporting:  Based on the information gathered, DDI will prepare and 
present a report evaluating your current selection processes and making specific, 
actionable recommendations.  You will not only understand the relative seriousness 
of any problems uncovered, but you also will have a clear plan for addressing them. 

SYSTEM ADVANTAGES 
! Uncovers the root cause of problems that hamper hiring success. 
! Avoids legal risk by verifying selection system credibility. 
! Instills confidence that your organization is hiring the best people in the most 

effective way. 
! Ensures you are using Targeted Selection to its best advantage. 
! Is a sound check-up process that has been researched and proven in companies 

like yours. 
! Provides an objective evaluation from selection experts who know what problems to 

look for and how to correct them. 

RESULTS 
! A major retailer uncovered an opportunity to increase recruiting accuracy and 

efficiency by revamping competency profiles for certain jobs.  At the same time, the 
firm instituted refresher training for interviewers and improved selection results by 
clearly communicating and reinforcing hiring standards. 

! A large manufacturer revised its job analysis process to accommodate faster and 
more accurate competency profiles.  The company also incorporated a motivational 
fit assessment as part of the selection process in order to better evaluate 
candidates� potential job satisfaction. 

! A university increased selection accuracy and speed by updating its hiring tools and 
also created a better screening process that evaluates both technical proficiency 
and behavioral information. 
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TARGETED SELECTION®:  
ADMINISTRATOR 
TRAINING 
LEARNING FORMAT:  CLASSROOM 

 

To help your organization compete in today�s fast-
paced business environment, you need to build a 
superior selection and hiring system.  Where do  
you start? 

DDI�s Targeted Selection®:  Administrator Training 
gives you the capability and technology to build a 
valid, accurate, and defensible selection and 
interviewing system.   

When you become a certified TS administrator, you 
have the tools and capability to use the best 
selection system in the business to meet your 
organization�s hiring goals. 

PERFORMANCE OBJECTIVES 
TS: Administrator Training will allow you to:   
> Implement a proven and sophisticated  

selection system. 
> Build world-class hiring standards into your 

organization�s business strategy. 
> Train interviewers in the most accurate and  

valid techniques. 

CERTIFICATION OVERVIEW 
! Administration:  TS administrators are trained to implement, maintain, and quality 

control a behavior-based selection process in your organization. 
! Job Analysis:  Your chosen administrators are taught how to profile roles in terms 

of competencies.  The list of competencies for a given role then serves as the basis 
for the selection system. 

! Interviewer Training:  TS administrators learn all aspects of how to train 
interviewers in your organization.  Once certified, TS Administrators can facilitate 
learning in areas such as asking behavior-based interview questions, using follow-
up questions to get at actual behavior, evaluating candidate responses, and 
integrating data with other interviewers.  

! Selection System Design:  Participants learn how to implement a competency-
based selection system and create behavior-based interview guides. 

WORKSHOP DETAILS 
! Target audience:  Administrators of hiring, selection, and interviewing processes. 
! Program length:  Four-and-a-half days. 
! Facilitator certification:  DDI-certified Master Trainer required. 
! Prerequisites:  Certification as a Targeted Selection Interviewer. 
! Series:  Suitable for all environments. 
! Group size:  Up to six people. 
! Prework:  Yes. 

SYSTEM ADVANTAGES 
! Targeted Selection is based on decades of research on effective interviewing 

techniques and selection systems. 
! DDI provides TS administrators with an array of tools, including manuals, videos, 

and presentations. 
! Your TS administrators maintain and champion your selection systems with as 

much (or as little) help from DDI as you want. 
! DDI�s selection and assessment technology is continually researched, revised,  

and enhanced.  
! TS administrators may utilize traditional classroom techniques, web-based, and 

other technology for maximum learning flexibility. 
! Time and effort is saved with every interviewer your TS administrator trains, as 

hiring managers and others learn how to maximize time spent with each candidate. 
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IDENTIFYING CRITERIA 
FOR SUCCESS® 

 

Competencies are a critical component of any 
effective organizational improvement initiative, but 
many organizations do not have a solid understanding 
of how to define, develop, select, and use 
competencies to their strategic advantage. 

Identifying Criteria for Success® (ICS) is a one-of-a-
kind job analysis and competency profiling system 
that lets your organization efficiently and accurately 
identify competencies and build legally valid 
behavior-based interview guides. 

SYSTEM OBJECTIVES 
ICS is proven to help organizations: 
> Identify and integrate competencies throughout  

the organization. 
> Align, simplify, and accurately implement 

competency-based initiatives and systems. 
> Maximize the return-on-investment of selection and 

hiring systems through accurate job analysis and 
competency modeling. 

SYSTEM OVERVIEW 
ICS gives your organization the tools to translate values, business objectives, and 
core competencies into behavioral terms; provide a concrete vision of the future; and 
be specific about what your employees can do on a daily basis to support that vision.  
As you analyze and define requirements for specific jobs, you identify the criteria that 
will lead to hiring, promoting, and developing people who can succeed in your 
organization and contribute to overall organizational success. 

ICS supports DDI�s Targeted Selection® by linking accurate job analysis results with 
the generation of behavior-based interview guides.  Support of interviewers in the field 
is enhanced through quick and easy maintenance of interviewing systems for open 
positions in your organization.   

SYSTEM COMPONENTS 
! High-Performance Competency Library:  This ready-to-use database of 

competencies reflects the latest research and practice in competencies and 
competency-based applications.  The library contains 42 competencies, complete 
with definitions, key actions, representative job activities, and behavioral-based 
interview guide questions. 

! Identification of Core and Organizational Competencies:  ICS can be used to 
identify core or organizational competencies that then can be woven into every 
individual competency profile.  Identifying core competencies and using these as a 
basis for job-specific competency profiles provide the linkage between strategic 
business directives and expectations about individual behavior and performance. 

! Complete Job and Competency Analysis:  ICS provides a flexible, streamlined, 
and valid approach for job analysis and competency profiling that is 50 percent 
faster than traditional methods.   

! Training and Implementation:  Users of ICS do not need previous job analysis 
experience or extensive computer skills.  Your chosen competency analysts are 
trained to use the software and become experts in all aspects of job-competency 
analysis and applications.  Three days of training include competency concepts, 
definitions, job analysis methodology, hands-on learning of the software, and 
several activities that reflect real-world applications. 

! Consulting and Technical Support:  DDI provides a team of experts who  
will ensure a successful implementation.  They install the software and provide 
technical system and user training, planning support, maintenance support,  
system updates and enhancements, and toll-free hotline consultation. 

SYSTEM ADVANTAGES 
! Provides a complete competency database for organization wide application. 
! Generates behaviorally-based structured interview guides for selection and  

promotion decisions. 
! Offers legally valid, accurate competency modeling for specific jobs or job families. 
! Generates competency profiles and descriptive outputs for use in any  

competency application. 

RESULTS 
! A major health care organization used ICS to establish competency profiles for a 

wide variety of patient care and support positions.  With no history of competency-
based or integrated HR systems, the organization now uses valid up-to-date 
competency profiles for Targeted Selection interviewing, 360-degree feedback 
surveys, performance management, and succession planning. 

TECHNICAL SPECIFICATIONS 
! Available on www.ddiworld.com. 
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SELECTION INSIGHT®  
THE FIRST STEP TO BETTER, FASTER HIRING 

 

Good people are hard to find and even harder to hire.  
And when superstars become available, they aren�t on 
the market for long.  Candidates today won�t wait 
around for you to make a hiring decision.  

In hiring, speed counts.  And Selection InsightSM is 
the tool your company needs to streamline selection 
practices and improve hiring speed without 
sacrificing system integrity or accuracy. 

Selection Insight takes a comprehensive look at 
your selection process from start to finish with an 
emphasis on finding and correcting problems that 
are hampering hiring speed. 

PROCESS OBJECTIVES 
Selection Insight will help you: 
> Bring people on board faster. 
> Maintain or even improve your hiring standards. 
 

SYSTEM OVERVIEW 
Working closely with employees in your organization, DDI gathers detailed information 
about your selection processes, getting to the heart of the strengths and weaknesses 
of your approach to hiring.  Problem areas are identified and an action plan is 
developed with specific attention paid to increasing selection system speed and 
efficiency�without sacrificing the quality of your workforce. 

CONSULTING PROCESS OVERVIEW 
! Research:  DDI selection experts first create a detailed process map of your 

selection system, paying particular attention to the paper trail associated with the 
hiring process. 

! Data Collection:  After researching your current practices, DDI will conduct on-site 
and/or telephone interviews with people in your organization�those involved in 
implementing the current system and those who have been recently hired. 

! Analysis and Reporting:  Based on the information gathered, DDI will prepare and 
present a report evaluating your current selection processes and identifying problem 
areas.  Typical problems include inadequate screening, too many interviewers, lack 
of accountability, and ineffective use of the Internet. 

! Action Planning Day:  This step brings your organization�s key players together 
with DDI selection experts to develop an action plan for improving your selection 
system efficiency.  DDI will come with specific recommendations and work with you 
to determine an appropriate implementation strategy. 

! Evaluation:  A check-up 12 to 18 months after establishing new hiring practices will 
help ensure your company is achieving the desired results and allow for fine-tuning 
in processes or procedures. 

CONSULTING PROCESS ADVANTAGES 
! Uncovers and corrects the root cause of problems that hamper hiring speed. 
! Helps hire preferred candidates before someone else does. 
! Saves money by lowering the cost-per-recruit and cost-per-hire. 
! Instills confidence that your organization is hiring the best people in the fastest and 

most effective way. 

RESULTS 
! A leading pharmaceutical company screened 35,000 resumes, tested more than 

7,000 applicants, conducted phone assessments with more than 4,400 candidates, 
and interviewed approximately 2,000.  Within 12 weeks, they had hired 500 sales 
representatives.  These positions were filled with higher quality candidates more 
quickly and at a lower cost than the company had ever managed previously. 
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PERFORMANCE MANAGEMENT 
The effectiveness of every organization depends on successfully setting, measuring,  
and meeting business goals.  No matter what the business targets�improved financial 
performance or customer service, higher productivity, faster product development 
cycles�your organization relies on its people to achieve those results. 

Research shows that companies with effective performance management systems 
outperform those without such systems.  DDI offers strategy sessions, training  
and development programs, consulting services, and web-based tools that make  
your performance management implementation effective and lasting.  Our smooth, 
efficient systems and services provide a common language and process for  
achieving business and cultural strategies. 

ADVANTAGES 
DDI�s performance management system will help you: 
! Show every individual the importance of aligning individual performance with your 

organization�s vision, values, and strategic priorities. 
! Create senior executive-level commitment to use the system and cascade 

strategic priorities into individual accountabilities. 
! Give employees the skills to develop appropriate goals, create development 

plans, measure progress, assess performance, and plan for the future. 
! Develop skills by tracking, evaluating, and developing competencies. 

PERFORMANCE MANAGEMENT PROGRAM 
Maximizing Performance®  



 
MAXIMIZING PERFORMANCE® 
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MAXIMIZING 
PERFORMANCE® 
 

 

The effectiveness of every organization depends on 
the ability to successfully execute business strategies.  
Companies that clearly translate and cascade 
strategic objectives down to employee performance 
goals frequently outperform their competitors. 

Unfortunately most organizations lack the 
processes, skills, and tools to manage individual 
and group performance.  While a sound 
performance management system can engage and 
focus employees on critical goals, most companies 
fail to realize the maximum benefit because: 
! Strategic objectives aren�t systematically 

translated into individual performance goals. 
! Managers and employees lack the foundational 

skills and knowledge necessary to set clear 
goals, monitor progress, provide coaching, and 
build commitment to the organization. 

! Paper-based, cumbersome processes make it 
impossible to quickly measure progress on key 
business objectives. 

! The system isn�t clearly connected to other HR 
systems such as training and development, 
career planning, promotion, succession 
management, and compensation. 

DDI�S APPROACH 
DDI�s approach to performance management is to optimize business performance 
through employee alignment, accountability, and commitment. 

This approach is based on the following: 
! Performance management is not a one-time appraisal discussion but a dynamic tool 

used to manage the execution of business strategies. 
! Organizations clearly define what they want to accomplish and how they�ll 

accomplish it.  These objectives and values are interdependent and help to align 
employee goals with the direction of the organization.   

! Employees are more empowered and motivated to accomplish goals when they are 
engaged in the process and have a clear understanding of how their contributions 
support the success of the organization. 

! Training is essential to elevating performance.  Employees need to understand  
the system and build the skills and knowledge needed to develop and track 
performance goals, while leaders need to be able to coach and engage  
employees for higher performance. 

! Automation is vital to aligning goals and efficiently measuring employee and unit 
progress toward corporate objectives and milestones. 

SERVICES 
DDI�s Maximizing Performance® services provide an array of comprehensive, 
integrated solutions for performance management.  Our best-in-class processes,  
skill development programs, and software are supported by expert consulting for 
effective utilization at all organizational levels, from the executive team to the  
entry-level worker.   
! Implementation Planning & Support provides the focus needed to successfully 

deploy and sustain a performance management system.  We can show you how to 
leverage best practices and avoid pitfalls through a one-day education session for 
organizations with minimal experience in performance management.  Organizations 
ready to implement a new system will benefit from an in-depth planning session 
covering all components of project success�from communication strategies to  
system alignment and measurement.   

! Strategy Alignment and Execution heightens awareness of and builds the senior 
leaders� skills needed to successfully translate business strategy into action.  Our 
Executing Business StrategySM process helps senior leaders learn how to align and 
measure the organization�s resources to accomplish key organizational objectives.  
The result is a clear action plan for leveraging organizational systems to 
communicate strategy, drive accountability, and improve business performance.   

! Skill Development programs build both the process and the interpersonal skills 
needed to make the performance cycle thrive.  Process skills prepare users to 
successfully and consistently utilize software and other system tools while 
interpersonal skills equip users with the ability to manage and elevate employee 
performance on a daily basis.   
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Maximizing Performance® skill development 
programs are designed specifically for executives, 
leaders, and individual contributors.  The programs 
can be facilitated by DDI experts, conducted in self-
study format, or delivered by your process experts. 

The benefits of these programs for  
end users include: 
! Executives gain valuable insights on leveraging  

the system to drive organizational performance  
and on their role and responsibility for successfully 
implementing the system throughout the enterprise.  
This session also builds the executive�s 
understanding of key practices that make the 
performance management cycle effective.   

! Leaders develop both the interpersonal and process 
skills critical to managing and elevating employee 
performance on a daily basis.  Participants are better 
equipped to set performance expectations, coach for 
improvement, deliver sensitive feedback, review goal 
progress, and guide the development of others. 

! Individual contributors learn hands-on skills for 
using the tools and processes necessary for 
developing objectives, identifying competencies  
for success, creating development plans, and 
measuring performance.  These fundamental skills 
engage and empower employees to accomplish 
work goals and development objectives.   

Web-Based Application optimizes the performance management process by 
electronically integrating each phase of the performance management cycle.  Available 
through DDI�s partnership with leading software developer Performaworks, Maximizing 
Performance: MAXworksSM drives alignment between strategy, goals, and performance.   

Three integrated software modules�Goal Planning & Management, Performance 
Management, and Development Planning�are supported by a comprehensive 
competency library.   

! Goal Planning & Management is an efficient medium for aligning, defining, and 
distributing comprehensive goals through the organization.   

! Performance Management streamlines the review process by automatically 
integrating performance data, such as progress notes, behavioral examples, and 
information from previous reviews.   

! Development Planning enables your employees to create a simple but powerful 
plan that outlines the competencies and skills that must be enhanced to achieve 
goals.   

Robust reporting tools that provide real-time status of ongoing processes and tracking 
of results to date support MAXworks.  Through an easy-to-use browser interface, 
information can be sorted across a wide range of criteria, so results can be quickly 
analyzed from multiple perspectives.   

Measurement & Evaluation services help organizations measure the effectiveness 
and impact of the system on business performance.  A web-delivered environmental 
survey can pinpoint areas of strength and weakness in each phase of the performance 
cycle, enabling targeted process improvements.   DDI consultants work directly with 
your executives and implementation team to monitor and analyze the lead and lag 
measures that drive system success and produce a sustainable positive change in 
people performance. 

BENEFITS 
By using DDI�s performance management and accountability systems, your 
organization will realize the following benefits: 

! Execution of business strategies on time and according to plan, resulting in stronger 
financial performance. 

! Senior executive-level commitment and understanding of the need to identify and 
communicate strategic priorities, align workforce efforts, and cascade accountability.    

! Leaders with the ability to provide the feedback and coaching necessary to elevate 
employee performance. 

! Employees with stronger skills for developing appropriate goals, creating development 
plans, measuring progress, assessing performance, and planning for the future. 

! Enhanced efficiency in documenting, tracking, and reporting progress toward 
individual goals and company objectives. 

! Increased agility for modifying priorities and goals in the face of changing  
business conditions. 
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SUCCESSION MANAGEMENT 
Given the changing demographics of the workplace, as a record number of today�s Baby 
Boomer-age leaders near retirement age, organizations are increasingly concerned 
about having the leaders they will need for future viability and success. 

Moving beyond the outmoded approaches of traditional succession planning, DDI 
offers a range of services to help organizations effectively identify and prepare their 
"high-potential" leaders for future roles�and realize a sustainable pipeline of 
leadership talent to fill key leadership positions as they become vacant. 

ADVANTAGES 
DDI�s succession management services are: 

! Focused on each organization�s unique situation and succession management 
needs.  

! Backed by extensive experience and expertise, accumulated over more than three 
decades as DDI has worked with organizations around the world to identify and 
develop exceptional leaders.  

! Innovative, as characterized by DDI�s unique Acceleration PoolSM approach, which 
goes beyond the traditional focus on pre-selecting specific individuals to fill specific 
jobs or roles in the future.  

! Comprehensive, drawing on DDI�s proven and highly accurate development 
processes, assessment methodologies, and coaching capabilities. 
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SUCCESSION 
MANAGEMENT 

 

From the 1960s through the 1980s, slating individuals 
to fill specific leadership jobs was the norm.  Locked 
rooms, secret meetings, and wall charts of names of 
those seen as likely to fill executive roles characterized 
traditional replacement-planning systems.   

Modern business simply moves too fast for 
replacement planning systems to keep up.  
Companies require a more holistic approach to 
succession management to support their business 
leadership needs. 

DDI�S APPROACH 
Business agility requires a strategy to identify and accelerate the growth of an 
organization's future leaders. DDI's Acceleration PoolSM approach focuses not on 
identifying specific people for specific jobs, but on accurately identifying and rapidly 
developing select groups of people with the capacity to be effective senior leaders in 
any number of positions.  

! Services 
DDI's comprehensive suite of succession management services enables a 
leadership strategy that meets the unique needs of any organization.  Services  
can be customized to fit into an existing system or integrated to ensure there  
are processes and infrastructure necessary to identify, develop, and deploy 
executive talent.  

! Succession Management Consulting Services 
Services for planning and designing a succession management system that is 
ingrained into the culture and daily practices of the organization. 

! Executive Success Profile 
An organization-specific profile of successful executive performance.  The 
Executive Success Profile is the criteria used for making effective selection, 
promotion, and development decisions  

! Identifying Leadership Potential  
A web-based inventory coupled with professional guidance for accurately identifying 
individuals with the greatest probability of growing into capable strategic leaders. 

! Assessing TalentSM 
A compilation of robust assessment simulations, inventories, multi-rater tools, and 
interviews for making accurate selection, promotion, and development decisions. 

! Talent Deployment and Benchmarking 
Services providing an in-depth comparison of an organization's leadership bench 
strength against strategic initiatives and industry norms.  

! Executive Coaching 
A customized coaching engagement to help key executives better manage, 
execute, and oversee the accelerated growth of aspiring executives. 

BENEFITS 
Through DDI's succession management services, an organization has access to 
industry experts as well as to proven tools and technology for addressing unique 
business challenges.  The ultimate reward is not only a successful implementation, but 
also an integrated executive talent strategy that provides:  

! Strength to win the war for executive talent by growing leaders from within. 
! Depth from a pool of capable talent ready to assume vital roles as needed. 
! Security of achieving a sustainable advantage over the competition. 
! Freedom to take on new markets and new ventures, knowing there is the leadership 

talent needed to succeed. 
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PERFORMANCE SUPPORT 
 
Organizations are leaner then ever, with fewer people 
performing the same amount of work.  Learning often 
becomes impossible to fit into the heavy workloads 
that many of these employees are carrying. 

DDI�s solution to this ongoing dilemma is performance 
support, where employees obtain the skills they need 
on a schedule that best fits their workload.  In addition 
to leadership web-based training, post-training 
experiences include Learning Labs, IM: EX�s 
Mastering Interaction Skills course, and OPAL®.   
The OPAL computer-based personal enhancement 
system, which originates from an organization�s own 
intranet or the Internet, can supplement classroom 
training, provide coaching, and serve as an individual�s 
personal development program.  Learning Labs and 
Mastering Interaction Skills provide participants with 
post-training opportunities to continue practicing and 
building skills. 

 
ADVANTAGES 
DDI�s electronic performance support system, OPAL®, and other post-training 
experiences will help your organization: 
! Improve employee performance. 
! Drive career, succession, and individual development planning. 
! Ensure the competence of your workforce to meet business requirements. 
! Encourage employees to take responsibility for their own employability. 
! Do more with less. 
! Reach employees in remote locations. 
! Leverage your training and development investment. 

Performance Support includes: 
! Learning Labs 
! Mastering Interaction Skills (Interaction Management® course) 
! OPAL 
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OPAL® 

(ONLINE PERFORMANCE AND LEARNING) 
Organizations spend hundreds of thousands of dollars 
on computers and intranet and Internet technology.  
But do they effectively leverage that investment to 
improve employee performance? 

OPAL® is the first comprehensive enhancement 
system developed specifically for intranet and 
Internet use.  It provides day-to-day job performance 
and professional development learning via the user�s 
personal computer for access anytime, anywhere. 

PERFORMANCE OBJECTIVES 
OPAL helps associates: 
! Receive just-in-time coaching and expert 

guidance on handling work situations. 
! Learn and develop important business 

competencies. 
! Access online skill-building exercises that provide 

hands-on learning. 

PRIMARY COMPETENCIES DEVELOPED 
OPAL supports 39 competencies from DDI�s High-
Performance library and can be customized to each 
organization�s need. 

SYSTEM OVERVIEW 
OPAL includes hundreds of job aids, including action planners, surveys, interview 
worksheets, and discussion guides.  The system features an individual development 
plan, multimedia enhancements, discussion areas, and a comprehensive competency 
library.  With OPAL, learners can set preferences with the �My OPAL� feature. 

OPAL has two components:  Advisor:  Your Personal Resource for Handling Tough 
Work SituationsTM; and Developer:  Your Online Mentor for Professional 
DevelopmentTM. 

COMPONENT OVERVIEWS 
! Advisor:  This component provides a range of just-in-time learning resources  

for handling tough work situations.  It includes practical tips and guidelines, 232 
learning tools, and 164 topics separated into 13 groups.  These topic groups are 
change, collaborating, coaching, conflict, core interpersonal skills, customer service, 
delegating, interviewing, meetings, performance management, productivity, stress 
management, and teams.  In the optional multi-media edition of OPAL Advisor, 
video and audio clips are provided for a more dynamic learning environment.  (The 
multimedia content is optional to accommodate organizations that cannot stream 
video or audio across their intranets due to bandwidth limitations or policies.) 

! Developer:  Developer helps employees hone their skills in any of 39 competencies 
from DDI�s High-Performance Library, including adaptability, building trust, coaching, 
decision making, innovation, and planning and organizing.  Developer also offers 345 
skill-building exercises to reinforce knowledge and transfer it to the job. 

TECHNICAL SPECIFICATIONS 
! Available on www.ddiworld.com. 

IMPLEMENTATION OPTIONS 
! Client-Site Server:  OPAL is installed on your server for access via your intranet. 
! Annual Per-Learner License (APLL):  OPAL is accessed via the Internet from  

DDI�s server by your organization for a low per-person license fee, which is  
renewed annually. 

! Hosted-Server Model:  OPAL is accessed via the Internet from a server hosted  
by DDI. 
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LEARNING LABS 

While technology allows self-directed learning to 
occur outside the traditional classroom, web-based 
training cannot replace the complex dynamics of 
human interactions.  For this reason, DDI believes 
that skill development and skill transfer are best 
accomplished and enhanced by participating in 
real-time skill practices.   

Meeting these training needs are DDI�s innovative 
Learning Labs, which extend Interaction 
Management and Techniques web-based training 
with skill practice and application activities.   

PERFORMANCE OBJECTIVES 
Learning Labs help learners achieve the following, 
in a classroom setting or with a mentor or coach: 
! Advance from simply understanding key 

concepts and skills to applying them in their jobs. 
! Share ideas and issues related to the subject 

matter of the course. 
! Practice using the skills and processes  

they learned in the web-based course. 
! Build on their experiences from the  

web-based training. 
! Identify ways in which they can further their skill 

development on the job. 
 

OVERVIEW 
The core learning units are the building blocks for the Learning Labs.  These  
units contain the learning process and content that can be adapted to the  
different delivery options. 
! Key Concept Review�This review focuses on the context of key skills and 

concepts, not on reviewing the skills or concepts that are learned through the web-
based course.   

! Application Activities�Participants apply the concepts and skills they learned in 
the web-based course.  While there is a certain level of skill-building and application 
activities built into web-based courses, some of the most powerful activities are only 
possible in real-time interactions, such as discussions about challenging situations 
and on-the-job, learner-specific situations.  The skill application component of the 
Learning Labs overcomes this hurdle. 

! Practice Activities�These activities can be as simple as basic skill practices or 
more involved process practices (e.g., practicing consensus-building techniques 
from Reaching Group Agreement).  Different instruction sets make this unit easy to 
deliver in learner-managed or facilitated implementations, whether co-located or 
through electronic means. 

DELIVERY OPTIONS 
There are two delivery options for Learning Labs:  learner-managed and facilitated.   
All associated materials are available electronically through the Web-based course  
for learner-managed and through the facilitator/administrator for facilitator-managed.  
The materials come in a simplified template, designed for laser printing.   

Learner-Managed Learning Labs 

Learner-Managed Learning Labs are the ultimate in self-directed learning and are  
best suited when learners are geographically dispersed and/or the culture of the 
organization supports and encourages self-study.   

Each web-based course includes self-guided application and practice activities that 
learners are encouraged to complete with one or more partners.  They also can 
access a coaching package that provides guidance and suggestions for their 
designated coach on how to conduct application and practice activities.   

Participant and coach materials, which are based on the core learning units, are 
flexible enough for use in a variety of situations. 

Facilitated Learning Labs 
Facilitated Learning Labs are designed to be conducted, either co-located or through 
distance technology, by a DDI-certified facilitator.  There are two versions of these 
Learning Labs:  modular and curriculum-based.  Both are based on the core learning 
units, and altered as appropriate for the two delivery methods.   
! Modular 

There is a 1.5- to 3.5-hour practice and application session designed specifically  
for each web-based course.  Facilitators can run a single modular lab or  
combine labs. 

! Curriculum-based 
There are also four full-day classroom experiences based on prescribed groupings 
of three to four courses.  This format is appropriate for organizations wanting to put 
leaders through a prescribed leadership curriculum.   
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INTERACTION MANAGEMENT® LEARNING LABS 

MODULAR   
(2-4 HOURS EACH) 

CURRICULUM-BASED 
(1-DAY) 

! Core Skills for Building 
Commitment 

! Guiding Conflict Resolution 
! Helping Others Adapt  

to Change 

! Core Leadership Skills 

! Preparing Others to Succeed 
! Facilitating Improved 

Performance 
! Following Up to Support 

Improvement 

! Coaching for Success and 
Improvement 

! Performance Planning:   
Setting Expectations 

! Performance Planning:  
Reviewing Progress 

! Delegating for Productivity 
and Growth 

! Managing Performance 

! Trust:  Strengthening  
the Foundation  

! Guiding the Development  
of Others 

! Creating a High- 
Performance Environment 

 

TECHNIQUESLEARNING LABS 

MODULAR   
(2-4 HOURS EACH) 

CURRICULUM-BASED 
(1-DAY) 

! Interaction Skills for Success 
! Communicating and 

Listening 
! Feedback Fundamentals 

! Effective Interactions 

! Adapting to Change 
! Taking Charge of Your 

Development  
! Personal Empowerment:  

Taking Initiative 

! Taking Initiative 

! Building Trust 
! Valuing Differences 
! Working Through Conflict 

! Building Relationships 

! Working as a Team 
! Leading Successful Meetings 
! Contributing to Meeting 

Success 
! Reaching Group Agreement 

! Creating a High- 
Performance Environment 
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SOLUTIONS THAT WORK 
 
Organizations today face many difficult issues,  
such as leadership gaps, high turnover, decreased 
customer service, overworked employees, and more.  
To succeed in the face of such formidable challenges, 
organizations must incorporate a multifaceted 
approach to training and development. 

At DDI, we understand that the challenges you  
face often cannot be resolved with a single  
training workshop.  To help, we have developed  
the following recommended solutions for your  
most common business issues.   

These solutions help your organization succeed  
in today�s competitive marketplace because they 
incorporate multiple training courses that will result 
in a skilled workforce. 

 
ADVANTAGES 
! Competency-based�DDI pioneered the use of competencies, and every DDI 

program allows you to hire, assess, promote, train, develop, and manage people 
against consistent criteria that are relevant for your jobs and your organization. 

! Built-in assessment and evaluation�Our comprehensive learning programs 
contain carefully crafted needs analysis and assessment instruments to help 
determine training needs, assess post-training behavioral change, and evaluate 
organizational impact. 

! Powerful integration�We provide a highly integrated learning system that, by 
design, can be easily customized to meet your organization�s needs. 

! Flexible learning�You will find our systems offer more flexibility�both in content 
and delivery options�than any other learning programs available today. 

! Proven effectiveness�Our systems, which are used throughout the world in a 
variety of industries and organizations, are proven to build skills in critical, job-
related competencies and to positively change behavior. 

! Constant updating�DDI continuously researches, evaluates, and revises its 
offerings to keep pace with changes in the way people learn and with evolving 
workplace demands around the world. 

WORKING SOLUTIONS 
! Leadership 
! Workforce 
! Selection  

ADDITIONAL SUPPORT SYSTEMS 
! The solutions provided are basic recommendations to build skills typically needed.  

DDI recommends the assessment of individual strengths and development needs 
through assessment centers and Leadership Mirror. 

! OPAL® (Online Performance and Learning)�Provides Internet or intranet 
reinforcement and just-in-time coaching.  

! Maximizing Performance®�Aligns individual performance with an organization�s 
vision, values, and strategic priorities.  
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Recommended Solution for: 

ACCELERATED 
EXECUTIVE LEADERSHIP 
On average, companies will lose one-third of their 
executive staff in the next five years.  Building and 
enhancing strategic leadership capability is an 
imperative for all organizations.  Shareholders 
mandate it, executives need it, and uprising talent 
expects it. 

Systematically and aggressively selecting, 
developing, managing, and retaining high-potential 
and executive-level talent require both short-term 
and long-term action.  Listed are four core areas 
that directly relate not only to the success of your 
executives, but, more importantly, to the success  
of your business. 

Selecting Better Talent: 
! Define executive success factors 
! Find hidden leadership talent 
! Make the right promotion decisions 
 

Becoming Productive Faster: 
! Prepare future executives 
! Increase leaders� self-insight 
! Avoid performance derailment 
 

Contributing More: 
! Enhance current performance level 
! Establish accountability 
! Understand leadership capacity 
 

Staying Longer: 
! Retain top performers 
! Develop bench strength 
! Implement succession management 

COURSE RECOMMENDATIONS 

These programs and services can help organizations attack the four core areas that 
are tied to strategic leadership capability and overall organizational performance. 
Success Profile Development�Identify job challenges/experience,  
organizational knowledge, competencies; and personal attributes that  
underlie all executive strategies. 

Acceleration PoolSM  Development�Know who your performers are through tools 
and procedures to identify, evaluate, and select high-potential talent. 

Acceleration CentersSM�A new generation of assessment centers designed to  
help select better talent by providing an in-depth evaluation of current and potential  
job performance.  They are critical in hiring external applicants and promoting  
internal talent. 

Strategic Leadership Experience�A powerful simulation designed to help  
leaders become productive faster.  The session aids the understanding of critical 
business challenges and strategies when making the transition from operational  
and strategic leadership. 

Facilitated Developmental Action Planning�Maximize performance quality by 
effectively matching assignments, learning opportunities, and other developmental 
options to the needs of the individual. 

Maximizing Performance�Establish performance accountability and align individual 
objectives with the organization�s business objectives. 

Succession Management Services�Grow your leaders from within to develop a 
competitive advantage; integrate each of the four core executive areas to ensure a 
stable supply of qualified, ready-to-deploy talent. 

Leadership Mirror®�Gathers observational information from multiple raters about 
people�s strengths and development needs. 

Achieving Your Leadership Potential (IM)�Shows leaders how to initiate, create, 
and execute their own development plan. 

RATIONALE: 
DDI strongly believes that the successful identification, diagnosis, management, and 
development of executive-level talent require unique systems and processes that are 
closely integrated.  At the same time, DDI recognizes that organizations need to 
immediately tackle key performance issues.  Our programs can be implemented 
individually and, depending on client readiness, can be closely integrated into an 
overall succession management system.  DDI provides integrated services and 
programs to solve immediate business needs while addressing future needs. 
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Recommended Solution for: 

CREATING A  
CUSTOMER-FOCUSED 
ENVIRONMENT 
If you want to build a service culture where service 
providers know how to give truly exceptional service 
and increase customer loyalty, then leaders must 
be committed to putting customer needs at the 
center of decisions around systems, processes,  
and behaviors.  Leaders must: 
! Understand their role as a service leader in 

creating an effective service culture. 
! Identify enablers, barriers, actions, and clear 

accountabilities to support a service culture  
and the training required to achieve it. 

! Align individual performance with the 
organization�s service vision, values, and 
business strategies. 

! Focus their efforts and those of the service 
providers to achieve the results most important  
to customers. 

! Inspire service providers to take actions that 
create customer loyalty. 

! Support and encourage their work groups� efforts 
to form effective partnerships with internal and 
external customers. 

 

 

 

 

 

 

 

 

 

COURSE RECOMMENDATIONS 

These offerings build the skills that leaders need to move an organization to a 
customer-focused environment.  (See Recommended Solution for Creating a 
Customer-Focused Workforce, which leaders also should experience.) 

Senior Management Session (Service Plus)�Helps senior leaders develop  
actions and clear accountabilities to support the organization�s service vision.  

Creating a Service Culture:  The Service Leader�s Role (Service Plus)�Helps 
leaders identify barriers to service excellence and provides them with key leader 
practices to create a service culture. 

Coaching for Success (IM)�Provides basic coaching skills so leaders can help 
people take on new tasks or solve problems. 

Partnerships:  Creating Synergy (IM)�Teaches ways to build and sustain 
partnerships to accomplish organizational goals. 

Empowering Leader (IM)�Gives leaders the skills to introduce, manage, and 
perpetuate an environment in which people are encouraged to  
think for themselves and assume greater responsibility. 

Influential Leadership (IM)�Helps leaders get their good ideas heard, accepted,  
and enacted. 

Guiding the Development of Others (IM)�Helps leaders understand the critical role 
they play in developing organizational talent, and provides a process for them to follow 
in doing so. 

RATIONALE: 
These courses build skills in the following five leadership practices that DDI research 
shows are essential to creating a service culture: 
! Create an Operational Service Vision�Develop specific, measurable, achievable 

ways to ensure everyone in the organization knows what is required to meet or 
exceed customer expectations.  

! Create Customer-Focused Work Processes�Examine how work processes can get 
in the way of meeting customer expectations, and develop ways to make work 
processes more customer-focused.  

! Build Partnerships�Develop specific actions to build internal partnerships to meet 
or exceed customer expectations.  

! Develop Knowledge and Skills�Identify actions to ensure service providers get the 
knowledge and skills they need to provide excellent service.  

! Give Authority�Develop specific actions to give service providers the authority they 
need to meet or exceed customer expectations.  

 

 

Note:  Supporting Self-Study would be recommended if using self-study options  
for service providers. 
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Recommended Solution for: 

DEVELOPING,  
MOTIVATING, AND  
RETAINING TALENT 
As competition and globalization impact the need 
for qualified people, the ability to attract and retain 
talent is increasingly challenging.  So how do 
leaders develop, motivate, and retain the people 
resources they have?  Leaders need to: 
! Create an environment in which  

employees thrive. 
! Identify the development needs of employees 

and guide them to take charge of their  
own development. 

! Identify challenging opportunities that  
motivate employees. 

! Align goals and accountabilities, and then 
appropriately recognize achievements. 

! Make work meaningful and connected to 
organizational goals. 

! Systematically develop high-potential and 
executive-level talent. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

COURSE RECOMMENDATIONS 

These courses help leaders develop, motivate, and retain employees. 

Strategic Leadership Experience�Helps leaders to think and act like senior 
strategic leaders. 

Guiding the Development of Others (IM)�Helps leaders understand the critical role 
they play in developing organizational talent, and provides a process for them to follow 
in doing so. 

Trust:  Strengthening the Foundation (IM)�Teaches leaders to recognize 
behaviors that lead to distrust and to understand the human impact of a non-trusting 
environment. 

Retaining Talent: The Leader�s Role (Multi-Day Leadership Development 
Programs)�This two-day alternative delivery option combines additional retention 
content with the two courses listed above and Leadership: Facilitating Change. 

Keeping Talent (IM)�Helps leaders to conduct the types of ongoing discussions 
needed to ensure that the organization retains Key Players. 

Coaching for Success (IM)�Helps leaders guide people who are identifying 
development opportunities through the use of critical thinking skills. 

Performance Planning:  Setting Expectations (IM)�Helps leaders prepare for and 
conduct discussions on performance goals. 

Performance Planning:  Reviewing Progress (IM)�Equips leaders to  
offer ongoing coaching and to encourage others to assume responsibility for achieving 
their plan. 

Delegating for Productivity and Growth (IM)�Prepares leaders to become 
catalysts who transfer responsibility and authority to others. 

Leadership:  Facilitating Change (IM)�Introduces leaders to four roles for leading 
and supporting, including the role of learning facilitator. 

Accelerated Executive Leadership/Succession Management�Retains high-
potential executive talent by providing structured development and growth strategies 
that are tailored to the individual. 

RATIONALE: 
Investment in employee talent and a belief in the value of employee input support  
the theory behind high-performance work practices.  Employees are most valuable 
when they are highly skilled and capable of making effective decisions.  In a high-
performance work setting, employees grow, develop, and learn from job experiences.  
Employee development increases the value of the organization�s workforce and 
enriches work life because it presents new challenges and provides task variety.  
These courses teach leaders how to plan for and guide employee development.   
They also help leaders coach employees through on-the-job experiences that  
enrich the employees� work life and increase their value and capabilities within  
the organization. 
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Recommended Solution for: 

NEW FRONTLINE 
LEADERS 
Your organization needs to hire new frontline leaders 
or has identified high-potential employees to be 
groomed for leadership positions.  In either case, you 
have inexperienced leaders who need to develop 
basic leadership skills.  They must be able to: 
! Guide people toward individual and team goals. 
! Provide effective coaching and support for 

success and improvement. 
! Lead others through change. 
! Lead effective meetings that allow their teams to 

function efficiently and make good decisions. 
! Resolve conflict situations among coworkers. 
 

And because they are new to the leadership role,  
it is important for new leaders to be able to: 
! Identify their strengths and development needs 

and create a development plan. 
! Seek and receive feedback to enhance their 

performance. 
 

 

 

 

 

 

 

 

 

 

 

COURSE RECOMMENDATIONS  

The following courses will help new frontline leaders evaluate their strengths and 
development needs and create an action plan to evaluate and monitor their 
development.  These courses also will help the new leaders build basic, day-to-day 
tactical leadership skills. 

IM Essentials (IM)�Teaches basic interaction and feedback skills and introduces 
leaders to their role as a catalyst who sparks action in others. 

Coaching for Success (IM)�Teaches basic coaching skills that leaders need to help 
people take on new tasks or solve problems. 

Coaching for Improvement (IM)�Builds the skills leaders need to help people with 
performance or work habit problems. 

Managing Performance Problems (IM)�Provides leaders with additional skills to 
reinforce or improve behaviors. 

Helping Others Adapt to Change (IM)�Explores how change affects individuals and 
teams and shows leaders what they can do to help others adapt. 

Resolving Conflict (IM)�Enables leaders to recognize signs of conflict, assess the 
conflict, and achieve resolution. 

Results-Based Interactions (Multi-Day Leadership Development Programs)� 
This three-day alternative delivery option combines content from the six courses  
listed above. 

Leading Successful Meetings (Techniques)�Helps leaders ensure that meetings 
run efficiently, generate good decisions, and result in clear action. 

Achieving Your Leadership Potential (IM)�Shows leaders how to initiate, create, 
and execute their own development plan. 

RATIONALE: 
New leaders often find themselves in their new role without leadership experience  
or training.  It is important for them to identify what skills are critical to success, 
determine their strengths and development needs, create a development plan,  
and continuously seek and receive feedback on their performance.  In order to be 
successful as a leader, they initially need to be strong in communication, coaching, 
meeting leadership, and conflict resolution.  After leaders have experienced several  
of these fundamental leadership courses, they should develop additional leadership 
skills, such as encouraging innovation, performance planning, and delegation. 
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Recommended Solution for: 

LEADING RAPID CHANGE 
All organizations are undergoing some type of 
change�changes in business strategies and 
competitors, mergers, acquisitions, restructuring,  
or process changes.  As an organization changes, 
its leaders must be able to quickly move the 
workforce through the change to reach goals and 
minimize chaos and conflict.  Leaders need to: 
! Help others (and themselves) feel comfortable 

with change. 
! Establish greater role clarity for themselves  

and others. 
! Minimize the potentially negative effects on 

morale, collaboration, and productivity. 
! Foster trust and teamwork during the change. 
! Generate enthusiasm and inspire commitment  

to the change. 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

COURSE RECOMMENDATIONS 

The following combination of courses will enable leaders to manage in  
a changing environment. 

Leadership:  Facilitating Change (IM)�Introduces leaders to four new roles for 
leading and supporting. 

Helping Others Adapt to Change (IM)�Explores how change affects individuals and 
teams and shows leaders what they can do to help others adapt. 

Adapting to Change (Techniques)�Helps individuals assess the amount of change 
in their lives and teaches a technique that allows them to better deal with change and 
continue to move forward.  

Trust:  Strengthening the Foundation (IM)�Teaches leaders to recognize 
behaviors that lead to distrust and to understand the human impact of a non-trusting 
environment. 

Resolving Conflict (IM)�Enables leaders to recognize signs of conflict, assess the 
conflict, and serve as a catalyst to achieve resolution. 

Partnerships:  Creating Synergy (IM)�Stresses the importance of building and 
sustaining partnerships to accomplish organizational goals. 

Leadership:  Inspiring Commitment (Targeted Management)�Explores three 
actions intrinsic to every effective leader:  communicate vision, build trust, and  
inspire commitment. 

Influential Leadership (IM)�Helps leaders get their good ideas heard, accepted, and 
enacted. 

Adaptive Leadership (IM)�Teaches leaders how to tailor their approaches based on 
team members� motivations, personality styles, the organizational environment, and 
the situation. 

RATIONALE: 
During times of change, trust often can decrease while conflict can increase.  Leaders 
must know how to address and resolve these issues and focus on maintaining strong 
partnerships with other work groups so that the organization as a whole continues to 
accomplish its goals.  Leaders need to be able to deal with change while also helping 
others adapt by quickly moving employees through the stages of change (introduction, 
disorientation, and integration).  Leaders from all levels also must understand their role 
in effectively communicating what the change is and to continually gain the trust and 
commitment of all employees. 
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Recommended Solution for: 

ENHANCED  
LEADERSHIP SKILLS 
Once fundamental leadership skills have been 
attained, leaders can work on some of the more 
challenging day-to-day tactical skills and strategic 
skills that help create a high-performance 
environment.  At this stage, leaders need to  
focus on being able to: 
! Effectively conduct performance  

discussions, including establishing goals  
and reviewing progress. 

! Transfer responsibility and authority to others. 
! Continue to provide coaching, but in a way that 

helps team members become self-leaders. 
! Build an environment of trust with and  

among others. 
! Develop organizational talent. 
 

 

 

 

COURSE RECOMMENDATIONS 

These courses build leaders� skills in more challenging situations. 
Performance Planning:  Setting Expectations (IM)�Helps leaders prepare for and 
conduct discussions on performance goals. 

Performance Planning:  Reviewing Progress (IM)�Equips leaders to  
offer ongoing coaching and to encourage others to assume responsibility for  
achieving their plan. 

Delegating for Productivity and Growth (IM)�Prepares leaders to transfer 
responsibility and authority to others. 

Managing Performance: Getting Business Results (Multi-Day Leadership 
Development Programs)�This two-day alternative delivery option combines content 
from the three courses listed above. 

Adaptive Leadership (IM)�Teaches leaders how to tailor their approaches based  
on team members� motivations, personality styles, the organizational environment,  
and the situation. 

Influential Leadership (IM)�Helps leaders get their good ideas heard, accepted,  
and enacted. 

Trust:  Strengthening the Foundation (IM)�Teaches leaders to recognize 
behaviors that lead to distrust and to understand the human impact  
of a non-trusting environment. 

Guiding the Development of Others (IM)�Helps leaders understand the critical role 
they play in developing organizational talent, and provides a process for them to follow 
in doing so. 

Retaining Talent: The Leader�s Role (Multi-Day Leadership Development 
Programs)�This two-day alternative delivery option combines additional retention 
content with the two courses listed above and Leadership: Facilitating Change. 

Keeping Talent�Helps leaders to conduct the types of ongoing discussions needed 
to ensure that the organization retains Key Players. 

Thunderbolt Thinking®:  Building an Innovative Workplace (IM)�Teaches leaders 
how to encourage innovation. 

RATIONALE: 
After building initial skills, leaders need to continue developing the skills that will help 
propel their team and organization to success, such as creating and maintaining an 
environment of high trust and innovation.  Without this environment, productivity 
decreases and low morale can lead to higher turnover.  Leaders also must help team 
members establish and take responsibility for their own performance plans, ensuring 
the team is focused and committed to helping the organization achieve its objectives.  
They need to help team members assess their strengths and development needs.  
When a leader can successfully match people and responsibilities, the individual, the 
group, and the organization all prosper. 
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Recommended Solution for: 

SIX SIGMA� 
THE HUMAN SIDE 
Organizations tend to be attracted to Six Sigma for 
its dramatic financial impact, with success stories 
touting estimated savings of more than $10 billion in 
a single organization during the first five years 
alone.  But, Six Sigma is about more than money 
and more than just being disciplined and data-
driven.  It�s about more than aiming for virtually 
defect-free products and processes. 

The viability of Six Sigma depends on the 
motivation of employees to do things in new  
ways, using new procedures.  That motivation 
derives from a sense of job �ownership� and pride; 
in other words, it derives from empowerment.  
When implemented correctly, using powerful 
statistical tools and methodologies combined with 
the appropriate leadership and workforce skills,  
Six Sigma can have a tremendous positive impact 
on the organization�s culture, driving gains in 
employee satisfaction, productivity, customer 
satisfaction, and profitability. 

Leaders need to be able to: 
! Empower and motivate employees to do things in 

new ways. 
! Coach and develop employees to ensure they 

have the skill levels to match the degree of 
empowerment entrusted to them. 

! Drive change and inspire commitment to it. 
! Support and encourage teams� efforts to work 

with internal and external partners to achieve 
shared goals. 

! Align goals and accountabilities, transfer 
responsibility and authority to others, and 
appropriately recognize achievements. 

! Lead effective meetings that allow their teams to 
function efficiently and make good decisions. 

 

See Solutions for Establishing High-Performance 
Teams and Maintaining High-Performance Teams 
for courses to build the skills of employees 
responsible for making decisions and �owning� 
processes involved in Six Sigma efforts. 

COURSE RECOMMENDATIONS 

Coaching for Success (IM)�Teaches basic coaching skills that leaders need to help 
people take on new tasks or solve problems. 

Leadership: Facilitating Change (IM)�Introduces leaders to four roles for leading 
and supporting, including the role of learning facilitator. 

Guiding the Development of Others (IM)�Helps leaders understand the critical role 
they play in developing organizational talent, and provides a process for them to follow 
in doing so. 

Performance Planning: Setting Expectations (IM)�Helps Leaders prepare for and 
conduct discussions on performance goals. 

Performance Planning: Reviewing Progress (IM)�Equips leaders to offer ongoing 
coaching and to encourage others to assume responsibility for achieving their plan. 

Delegating for Productivity and Growth (IM)�Prepares leaders to transfer 
responsibility and authority to others. 

Managing Performance: Getting Business Results (Multi-Day Leadership 
Development Programs)�This two-day alternative delivery option combines content 
from the previous three courses. 

Partnerships: Creating Synergy (IM)�Stresses the importance of building and 
sustaining partnerships to accomplish organizational goals. 

Leading Your Team to Optimal Performance (IM)�Teaches leaders what makes a 
team successful and provides best practices they can use in the three critical roles 
they play to improve team effectiveness. 

Leading Successful Meetings (Techniques)�Helps leaders ensure that meetings 
run efficiently, generate good decisions, and result in clear action. 

Influencing Others (Techniques)�Helps employees to create and follow a plan for 
influencing others. 

Influential Leadership (IM)�Helps leaders get their good ideas heard, accepted, and 
enacted. 

RATIONALE: 
A key factor in successful Six Sigma initiatives is placing the right emphasis on the all-
important interpersonal and team skills required of both employees and leaders.  If the 
emphasis is placed just on cost, quality, and timeliness, history will repeat itself as 
companies implement quality programs that quickly die out.  People will follow orders 
and suffer through a new �program of the year,� but the program won�t be sustained 
unless employees are improving for their own benefit.  Focusing exclusively on the 
bottom line will not establish a culture that results in committed, satisfied employees, 
which ultimately leads to customer satisfaction and loyalty.  Giving employees the 
skills and the authority to make decisions within certain limits, and to develop a sense 
of ownership will establish that culture and help companies achieve the breakthrough 
results desired from Six Sigma. 
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Recommended Solution for: 

TEAM LEADERSHIP 
The effective implementation of teams can provide 
a powerful competitive advantage.  Organizations 
worldwide use teams as a business strategy to 
increase quality and customer service, decrease 
costs, and improve productivity.  These 
organizations also are reporting improved morale  
as employees realize opportunities to take part in 
decision making, learn new job skills, and take on 
new responsibilities.  Leaders are key to the 
implementation of teams and must be able to: 
! Encourage open communication strengthen trust 

and contribute to their teams� and organizations� 
success. 

! Guide others to think for themselves when taking 
on a new challenge or solving problems. 

! Support and encourage teams� efforts to work 
with internal and external partners to achieve 
shared goals. 

! Understand their roles and use them to assess 
and improve team effectiveness. 

 

 

COURSE RECOMMENDATIONS 

These courses build the skills that leaders need to move your organization to a team-
based, high-performance structure.  (See Workforce Recommended Solution for 
Establishing High-Performance Teams, which leaders also should experience.) 

Leading Your Team to Optimal Performance (IM)�Teaches leaders what makes a 
team successful and provides best practices they can use in the three critical roles 
they play to improve team effectiveness. 

Leading Successful Meetings (Techniques)�Provides the skills to ensure that 
meetings run efficiently, generate good decisions, and result in clear action. 

Leading Teams (Multi-Day Leadership Development Programs)�This two-day 
alternative delivery option combines content from the two courses above along with 
Working as a Team, Optimizing Team Performance, and Reaching Group Agreement. 

Coaching for Success (IM)�Helps leaders guide people who are identifying 
development opportunities through the use of critical thinking skills. 

Partnerships:  Creating Synergy (IM)�Stresses the importance of building and 
sustaining partnerships to accomplish organizational goals. 

Trust:  Strengthening the Foundation (IM)�Helps leaders recognize behaviors that 
lead to distrust and understand the human impact of a non-trusting environment. 

Influential Leadership (IM)�Helps leaders get their good ideas heard, accepted, and 
enacted. 

RATIONALE: 
Leaders must be models of empowerment, trust, and collaboration.  They need to 
guide team members to self-sufficiency and self-leadership while also creating and 
maintaining alliances with key internal and external partners.  And because of the  
vast number of meetings required in team environments�to establish charters,  
reach consensus, examine improvement opportunities, etc.�leaders must be skilled 
in knowing when to have meetings, whom to involve, and how to conduct the meetings 
in the most efficient, effective manner. 
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Recommended Solution for: 

CREATING A  
CUSTOMER-FOCUSED 
WORKFORCE 
Service providers often are your organization�s only 
contact with customers.  What they say and do can 
build customer satisfaction and loyalty, which 
results in repeat business and increased success.  
To achieve that success, employees need to: 
! Feel confident to handle every  

customer interaction. 
! Provide the kind of service that keeps  

customers coming back. 
! Respond quickly to customer requests with 

effective solutions. 
! Form effective partnerships with internal and 

external customers. 
! Evaluate work processes to look for ways to 

make them more efficient and customer focused. 
! Have their performance objectives aligned with 

the very critical organizational objective of being 
customer focused. 

 

COURSE RECOMMENDATIONS 

These courses help develop employees who focus on meeting and exceeding 
customer expectations and increasing customer loyalty.   

Service Plus®�Helps service providers build the skills and knowledge to provide truly 
exceptional customer service. 

Partnerships for Improvement® (Techniques)�Emphasizes why continuous 
improvement is critical for satisfying customers. 

Personal Empowerment:  Taking Initiative (Techniques)�Helps learners take 
charge of their success and recognize empowerment barriers. 

Impacting Your Work Processes (Techniques)�Teaches people to improve work 
processes, work faster, and minimize rework. 

Making Effective Decisions (Techniques)�Teaches a practical five-step method for 
making clear decisions. 

Making Sense of Business:  A Simulation® (Techniques)�Helps learners gain 
�business sense� and understand how their job affects the organization and how the 
organization competes in the marketplace. 

RATIONALE: 
Service Plus builds service providers� confidence in handling customer interactions by 
giving them the skills and tools they need to meet and exceed customers� personal 
and practical needs.  The program also helps learners provide the kind of service that 
keeps customers coming back.  Service providers learn how to Take the HEAT,  
a four-step process for handling dissatisfied, upset customers.  In order to be 
customer focused, it is important that service providers� performance objectives  
are aligned with the organization�s objectives.  The employees also need to work 
effectively with internal partners and to examine their work processes to ensure 
nothing impedes their ability to meet and exceed customer expectations.  Because 
service providers often need to �do what it takes� to meet customer needs, initiative 
and skills in creative thinking help them offer reasonable solutions that strengthen 
customer relationships and increase customer loyalty.  To do so, service providers 
need to balance their level of empowerment with an understanding of how their 
decisions and actions can impact the business.  The application of a sound decision-
making process helps ensure the best decisions are made. 
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Recommended Solution for: 

DRIVING BUSINESS 
RESULTS 
It is not enough to have an organization filled with 
hard-working employees.  Organizations today 
need a workforce of results-minded business 
people who can generate innovative solutions, 
make sound decisions, understand business 
operations, increase productivity, and improve work 
processes.  Employees need to: 
! Solve problems proactively. 
! Make high-quality, effective decisions. 
! Gain others� commitment to solutions and 

decisions. 
! Apply effective thinking skills and develop 

innovative solutions. 
! Think and act as business owners focused on 

results, customer service, and critical business 
operations. 

 

 

COURSE RECOMMENDATIONS 

The courses below were specifically designed to develop employees� understanding of 
basic business principles as well as how and why employees can contribute to the 
organization�s success.   

Making Sense of Business:  A Simulation (Techniques)�Uses a business 
simulation to help learners gain �business sense� and understand how their jobs  
affect the organization and how the organization competes in the marketplace. 

Making Effective Decisions (Techniques)�Teaches a practical five-step method for 
making clear decisions. 

Thunderbolt Thinking®:  Innovation Fundamentals (Techniques)�Enhances and 
strengthens innovative thinking skills. 

Impacting Your Work Processes (Techniques)�Teaches people to analyze their 
own work processes and learn how to improve performance while working faster and 
minimizing rework. 

Taking Action to Solve Problems® (Techniques)�Helps people identify problems 
and their causes, evaluate potential solutions, and select the solution with the greatest 
chance of success. 

Influencing Others (Techniques)�Gives strategies for gaining commitment and 
agreement, along with techniques to increase the acceptance of ideas.  Increases 
employees� confidence to make improvement suggestions and to implement ideas and 
solutions efficiently. 

Service Plus®�Helps service providers build the skills and knowledge to provide truly 
exceptional customer service. 

RATIONALE: 
For employees to be truly committed to driving business results, they need to 
understand how the business operates and why it operates that way.  This knowledge 
enables them to think and act like business owners, and to be more focused on the 
variables that impact businesses daily, such as customer service, results, and 
profitability.  They come to understand the importance of maintaining competitiveness 
by focusing on innovation, customer service, and continuous improvement.  Courses 
in this grouping provide the skills and knowledge to build this awareness and the tools, 
techniques, and processes to solve problems, make high-quality, innovative decisions, 
and focus on what is most critical to business operations. 
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Recommended Solution for: 

ESTABLISHING  
HIGH-PERFORMANCE 
TEAMS 
Teamwork, whether in formal teams or work groups, 
is one business idea with time-tested validity.  It is 
critical that teams be set up for success from the 
very beginning.  To initiate teams, you need 
employees to: 
! Work as a group with less direct supervision. 
! Set, monitor, and achieve team and 

organizational goals. 
! Actively and effectively participate as a member 

of a formal/informal team or work group, both 
one-on-one and with the entire team or group. 

If a move to teams is a major change for the 
organization, we also would recommend the 
courses Adapting to Change and Personal 
Empowerment:  Taking Initiative, because 
employees must: 
! Take initiative to solve problems and improve 

processes. 
! Transition quickly through the change to teams 

without a loss in productivity or performance. 
! Support, guide, and encourage others to adapt to 

this new way of working together. 
 

 

 

 

 

 

 

 

 

 

COURSE RECOMMENDATIONS 

These courses help in the successful start-up of teams.   

Interaction Skills for Success (Techniques)�Presents the essential skills for 
building positive working relationships. 

Communicating and Listening (Techniques)�Gives learners a framework for 
effective communication and also helps people listen actively, minimize distractions, 
and understand nonverbal signals. 

Working as a Team (Techniques)�Teaches learners to recognize the advantages  
of teamwork and cooperation and to identify and understand the stages of  
team development. 

Fast Start for Teams (Techniques)�Provides a flexible framework and specific steps 
for moving through the team start-up process. 

Valuing Differences (Techniques)�Helps employees understand and appreciate the 
value of different skills, abilities, and motivations. 

Contributing to Meeting Success (Techniques)�Teaches the seven responsibilities 
of meeting attendees and how to fulfill them. 

Building Trust (Techniques)�Teaches how to recognize and avoid trust traps and 
how trust techniques can help build trust with others. 

RATIONALE: 
These courses build the skills team members initially need to realize the synergy of 
teamwork.  Right off, employees see and experience the benefits of working in teams 
through an experiential simulation, and they learn the skills and practices needed to 
achieve high performance.  Because of the increased number of group and one-on-
one interactions, DDI recommends a focus on basic interpersonal skills.  To set 
themselves up for success, teams also need a process to follow and tools to use to 
establish a team charter, which includes a purpose statement, responsibilities, goals, 
action steps, performance measures, and ground rules.  It also is important that they 
follow a team approach to performance management.  To be high performing, teams 
must improve the effectiveness and efficiency of team meetings, establish a sense of 
trustworthiness among team members, and appreciate and capitalize on each 
member�s various skills, abilities, and motivations. 
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Recommended Solution for: 

INCREASING  
PERFORMANCE  
AND PERSONAL  
EFFECTIVENESS 
To really improve performance, the message an 
organization must send is that employees are 
responsible for their own success.  In a recent  
DDI survey of line managers, more than 40 percent 
cited �handling changing expectations� as a crucial 
skill and �taking initiative� and �taking charge of your  
learning� as the top performance outcomes desired.  
To achieve these outcomes, employees need to: 
! Understand the importance of continuous learning 

and the impact of not developing oneself. 
! Follow a process to assess strengths and 

development needs and develop a plan to  
close performance gaps. 

! Continuously seek and receive feedback on 
strengths and development needs. 

! Think creatively and effectively. 
! Use two-way communication skills and 

successfully deal with communication barriers. 
! Appreciate the synergy possible when people 

with diverse skills, motivations, and values  
work together. 

 

 

 

 

 

 

 

 

 

 

COURSE RECOMMENDATIONS 

These courses help develop workers who proactively take charge of their 
performance, careers, and contribution to the organization. 

Interaction Skills for Success (Techniques)�Presents the essential skills for 
building positive working relationships. 

Thunderbolt Thinking®:  Innovation Fundamentals (Techniques)�Enhances and 
strengthens innovative thinking skills. 

Personal Empowerment:  Taking the Initiative (Techniques)�Helps employees 
take responsibility for their success. 

Being a Leader:  Everyone�s Role (Multi-Day Leadership Development Programs)�
This two-day alternative delivery option combines content from the three courses 
above plus Adapting to Change. 

Investing in Your Learning (Techniques)�Teaches learners how to assess their 
knowledge and skill levels, address what they need to know in a way that meets their 
learning style, and apply knowledge. 

Taking Charge of Your Development (Techniques)�Enables employees�with their 
leader�s support�to initiate, create, and execute their own development plans. 

Valuing Differences (Techniques)�Helps employees understand and appreciate the 
value of different skills, abilities, and motivations. 

Communicating and Listening (Techniques)�Gives learners a framework for 
effective communication and also helps people listen actively, minimize distractions, 
and understand nonverbal signals. 

Working Through Conflict (Techniques)�Helps employees handle conflicts among 
team members. 

Improving Personal Productivity (Techniques)�Helps people get their work done 
better and faster. 

RATIONALE: 
These courses build skills in areas that can impede personal effectiveness.  They 
focus on areas of challenge, such as dealing with change, handling conflict, and 
appreciating coworkers� differences.  Development areas that often are put on hold, 
including increasing innovative thinking skills and personal learning.  The strength  
of these courses is in their ability to heighten employees� awareness of the need for 
self-management and to move them to action by providing the tools and techniques 
that will help them do so. 



 
SOLUTIONS THAT WORK 

 

© Development Dimensions International, Inc., MMIII.  All rights reserved.148 LearningLinks
  

Recommended Solution for: 

MAINTAINING  
HIGH-PERFORMANCE 
TEAMS 
Once teams have been successfully launched, 
there is a broad range of skills needed to ensure 
their continued effectiveness.  And the effectiveness 
of your teams defines the effectiveness of your 
organization.  To maintain high performance,  
teams need to: 
! Make more effective and efficient group 

decisions that have everyone�s commitment. 
! Focus on high-priority actions and strategies that 

directly support the organization�s goals. 
! Demonstrate increased ownership of their 

performance by assessing and taking 
responsibility for improving team effectiveness 
and performance. 

! Leverage one another�s knowledge and skills. 
 

 

COURSE RECOMMENDATIONS 

Once teams have been formed and successfully launched, these courses help them 
continually improve their efficiency.   

Working Through Conflict (Techniques)�Helps employees handle conflicts among 
team members. 

Feedback Fundamentals (Techniques)�Teaches employees to proactively seek 
feedback and to give feedback constructively. 

Reaching Group Agreement (Techniques)�Teaches the dynamics of reaching 
agreement in groups and techniques to reach agreement. 

Supporting Others (Techniques)�Helps employees recognize opportunities to 
coach, guide, and encourage others as well as learn ways to ask others for support. 

Training Others (Techniques)�Teaches employees how to plan and conduct training 
on the job for one or more people. 

Influencing Others (Techniques)�Gives strategies for gaining commitment and 
agreement along with techniques to increase the acceptance of ideas.   

Keeping Talent�Helps leaders to conduct the types of ongoing discussions needed 
to ensure that the organization retains Key Players. 

Optimizing Team Performance (Techniques)�Helps teams assess strengths/ 
weaknesses and action plan ways to optimize performance.   

Team Performance Survey (Techniques)�Provides ongoing diagnosis and 
evaluation around the team environment, team practices, and team skills that are 
needed to achieve high performance. 

RATIONALE: 
These courses build skills and provide the tools that team members need to move 
through the stages of team development.  Because of the high-involvement nature of 
teams, conflicts are bound to erupt among team members and with partners.  Being 
able to resolve conflict is key to maintaining high levels of collaboration.  As teams 
become increasingly self-sufficient and interdependent, it is important for them to 
coach and cross-train one another, neither of which can happen without knowing  
how to seek and give feedback effectively.  Gaining commitment�among themselves 
and from others�enables teams to make more effective decisions and to foster 
ownership.  As teams peak and plateau, they need to continually assess and diagnose 
areas for improvement in their team skills, practices, and environment.  They also 
need to know what they can do to improve and optimize their performance. 
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Recommended Solution for: 

CONSISTENCY IN 
SELECTION AND 
PROMOTION 
Selecting and promoting good people should not  
be a hit-or-miss proposition.  Organizations must 
develop a consistent, accurate process that is used 
by every associate throughout the organization.  
Such a system helps associates: 
! Know what is required for success.   
! Understand what criteria will be used to evaluate 

their performance. 
! Use consistent criteria to evaluate the 

performance of others. 
! Understand what areas they need to focus on 

improving. 

COURSE RECOMMENDATIONS 

The following programs help organizations instill consistency in their selection and 
promotion systems.   

Identifying Criteria for Success®�Identifies and integrates competencies 
throughout an organization through job analysis and competency profiling. 

Targeted Selection®: Motivational Fit System�Helps hire candidates who have  
a good fit with the job and the organization. 

Targeted Selection®�Identifies the competencies needed for all key positions, builds 
interviewer skills and confidence, and increases the efficiency and effectiveness of the 
selection process. 

Targeted Selection: Quick Hire®�Helps managers interview a large number  
of candidates quickly and effectively and make accurate hiring decisions with  
minimal effort. 

Leadership Acceleration Centers®�Assesses competencies and future potential  
for positions the applicant or high-potential employee has little or no experience with.  
Appropriate for making external selection or internal promotion decisions. 

Accelerated Executive Leadership Solutions/Succession Management� 
Drives executive bench strength by selecting and growing leaders from within  
the organization. 

RATIONALE: 
Many organizations know what type of people they need to hire and promote.  The 
problem is implementing a way of hiring and promoting these people that every 
associate uses consistently.  DDI offers several ways of building implementations that 
create flexible options around consistent standards.  The result is a fair, uniform set of 
competency-based criteria that can be used for hiring and promotion throughout an 
organization yet offers the type of business-line flexibility that ensures associate buy-in 
and ongoing use. 
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Recommended Solution for: 

IDENTIFYING AND 
APPLYING 
COMPETENCIES 
Competencies are increasingly forming the basis of 
selection and promotion systems because they 
clearly identify what behaviors, motivations, and 
knowledge need to be assessed to determine if a 
candidate is qualified for a particular position.  
Competencies also help ensure that high-quality, 
fair decisions are made consistently throughout  
the organization. 

Organizations should identify and apply 
competencies to: 
! Focus behaviors on, measure the achievement 

of, and reinforce the organization�s vision  
and values. 

! Provide a yardstick against which all individuals 
can be evaluated for compensation, promotion, 
succession planning, or other purposes. 

! Facilitate matching people to jobs throughout  
the organization and help focus training  
and development. 

! Maintain a talent database, especially for  
key jobs. 

! Make the organization more flexible and 
responsive to change by supporting the 
development of broad skill sets. 

COURSE RECOMMENDATIONS 

These programs help organizations develop the competencies that put the right 
people in the right jobs. 

Identifying Criteria for Success®�Identifies and integrates competencies 
throughout an organization through job analysis and competency profiling. 

Success Profile Development�Identifies challenges/experience, organizational 
knowledge, competencies; and personal attributes that underlie all executive strategies.   

Targeted Selection®:  Motivational Fit System�Helps hire candidates who have a 
good fit with the job and the organization. 

Targeted Selection®�Identifies the competencies needed for all key positions, builds 
interviewer skills and confidence, and increases the efficiency and effectiveness of the 
selection process. 

RATIONALE: 
DDI�s competency identification processes meet your organizational needs for 
accuracy, buy-in, and legal credibility.  In addition, DDI processes are designed  
to help you apply those competencies to selection design in a way that can 
dramatically increase speed-to-hire times without sacrificing accuracy.  So whether 
your organization is new to competency creation, highly sophisticated, or somewhere 
in between, DDI offers flexible approaches to properly identify the right behaviors, 
knowledge, and motivations that enable you to hire the type of people you need. 
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Recommended Solution for: 

SELECTION AND 
RETENTION  
It would be difficult to say which causes the most 
pain and has the greatest impact on the bottom 
line�poor selection decisions or hiring the best 
people only to lose them to the competition.  That  
is why it is important for organizations to: 
! Align individual performance with the company�s 

vision, values, and business strategies. 
! Identify the competencies needed to be 

successful in all key positions. 
And for: 
! Interviewers to competently and confidently 

determine the best match for the job. 
! Leaders to identify the development needs of 

employees and guide them to take charge of 
their own development. 

! Employees to continually assess their strengths 
and development needs and develop a plan to 
close performance gaps. 

COURSE RECOMMENDATIONS 

These programs help organizations select and retain employees. 

Identifying Criteria for Success®�Identifies and integrates competencies 
throughout an organization through job analysis and competency profiling. 

Targeted Selection®:  Motivational Fit System�Helps hire candidates who have a 
good fit with the job and the organization. 

Targeted Selection®�Identifies the competencies needed for all key positions, builds 
interviewer skills and confidence, and increases the efficiency and effectiveness of the 
selection process. 

Leadership Acceleration Centers®�Quantify executive-level hiring decisions by 
deploying targeted assessment techniques designed to measure the complex success 
profiles associated with operational and strategic leadership. 

Guiding the Development of Others (IM)�Helps leaders understand the critical role 
they play in developing organizational talent, and provides a process for them to follow 
in doing so. 

Retaining Talent: The Leader�s Role (Multi-Day Leadership Development 
Programs)�This two-day alternative delivery option combines additional retention 
content with the two courses listed above and Leadership: Facilitating Change. 

Keeping Talent�Helps leaders to conduct the types of ongoing discussions needed 
to ensure that the organization retains Key Players�regardless of whether these Key 
Players are satisfied and motivated or have one foot out the door. 

Achieving Your Leadership Potential (IM)�Shows leaders how to initiate, create, 
and execute their own development plan. 

Taking Charge of Your Development (Techniques)�Enables employees�with their 
leader�s support�to initiate, create, and execute their own development plan. 

Coaching for Success (IM)�Helps leaders guide people who are identifying 
development opportunities through the use of critical thinking skills. 

Strategic Leadership Experience®�Helps leaders to think and act like senior 
strategic leaders.  (Note:  For high-potentials and those moving into senior  
strategic leadership.) 

Accelerated Executive Leadership/Succession Management�Retains high-
potential executive talent by providing structured development and growth strategies 
that are tailored to the individual. 

RATIONALE: 
It is not enough to hire or promote the right people�organizations increasingly struggle 
with how to retain top talent.  DDI�s selection and performance review technology helps 
organizations keep the best people by leveraging competency-based data.  This 
information is used for associate development, leadership effectiveness training, 
promotional consideration, and compensation�the very factors that lead to higher 
retention rates.  In addition, DDI�s training and development solutions provide a 
development process and appropriate skill training courses to help ensure people are 
motivated and developing in ways beneficial to themselves and to the organization�s 
current and future needs.  DDI�s performance review technology holds associates and 
their leaders accountable for development plans and organizational results, driving both 
retention and performance.  
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DDI�S SOLUTION SUPPORT CAPABILITIES 
For a solution to be effective, it must meet an 
organization�s specific needs�whether they are 
aligning people strategies with business strategy, 
measuring return on investment, or providing 
facilitators with access to training resources and 
best practices. 

To address these needs, DDI offers Solution 
Support Capabilities that increase the value and 
impact of our solutions and combine with them to 
position an organization to realize its desired 
business outcomes. 

CAPABILITIES 
! Center for Applied Behavioral Research (CABER) 
! E3SM 
! The Facilitators� Network 
! Organizational Effectiveness Consulting 
 

In addition, we also offer a wide range of Consulting and Delivery services.  Through 
these services, we apply our wealth of consulting and delivery expertise to provide  
or support: 
! Identification and development of high-potential pools and the building of executive 

bench strength. 
! Start-ups and rapid workforce expansions. 
! Development of comprehensive selection systems and identification of competency-

based success profiles through job analyses. 
! Large-scale delivery of training and implementation planning. 
! Customization of DDI�s standard training materials or development of new content. 
! Outsourced delivery and project management for high-quality workforce and leadership 

training, extensive selection and recruitment services, and in-depth executive and 
employee assessment. 

 
For information on specific Consulting and Delivery services, visit www.ddiworld.com. 
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CENTER FOR APPLIED BEHAVIORAL RESEARCH(CABER) 
With the emphasis on the bottom line more so than 
ever before, training is often perceived as a cost rather 
than an investment to the organization.  Without 
measuring the impact of training and validating the 
impact development adds to the bottom line, it will 
become increasingly difficult to justify any type  
of training. 

DDI�s Center for Applied Behavioral Research  
(DDI-CABER) is available to assist in demonstrating 
value by establishing the effectiveness of DDI 
interventions and by providing research resources 
to clients.  DDI-CABER has conducted dozens of 
studies that show significant improvements in both 
individual behavior and organizational performance. 

DDI-CABER RESEARCH AND EVALUATION CAPABILITIES 
DDI-CABER is capable of performing all activities associated with the collection and 
interpretation of data as well as application of the findings.  Research can include a 
wide range of methods that can be used to produce the most accurate understanding 
of a situation or problem.  

DDI-CABER has the capability to conduct Kirkpatrick�s four levels of evaluation:  
! Level 1:  Reaction, providing feedback on participant reaction to the intervention 

and his or her likelihood to use the skills. 
! Level 2:  Learning, assessing the amount of learning (on a cognitive and/or a 

behavioral level) that occurred during the training program.   
! Level 3:  Behavior Change, assessing whether participants are actually using the 

skills on the job as perceived by their managers, peers, and direct reports.  In 
addition to customized Level 3 assessments, DDI also offers a standardized web-
based assessment that can be used for any training course designed to produce 
behavior change. 

! Level 4:  Organizational Performance Change & ROI, assessing changes to one or 
more critical success factors that are directly linked to training.  Level 4 evaluations 
often involve tailored or experimental studies in which control groups are compared 
with groups that received training.  Level 4 analyses also include Return on 
Investment (ROI) studies for a broad range of interventions. 

Additional DDI-CABER capabilities include:  Surveying, Data Management and 
Analyses, Qualitative Data Collection, Writing Technical Summaries and Reports, 
Internal Consultation, Scale Construction and Refinement, and Research Design.  
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E3SM: 
A MEASURE OF EMPLOYEE ENGAGEMENT 
Critical to the success of any organization is  
employee engagement.  With the E3 survey your 
organization can measure the engagement of its 
employees and then take action on the results to 
enhance performance.  

When an organization has maximum engagement  
of its employees� knowledge, skills, abilities, and 
motivations, it will realize the greatest returns.  Past 
studies have established that employee engagement 
predicts such critical outcomes as customer 
satisfaction, turnover, and productivity. 

Engagement does not occur naturally.  Employees 
rely on their leaders and other organizational 
influences to help them realize their full power  
and value.  

Engagement =  
Employees + Leaders + Organization 

BENEFITS 
! Actionable�Your leaders can take direct  

action on all the items in the E3.  They can see 
what they need to do to improve, based on the 
average scores, and then address those needs.  

! Business Performance Driver�High scores on 
the E3 are linked to positive business outcomes. 
By focusing on E3 scores and how they can be 
improved, your organization can drive long-term 
business performance improvements.  

! Standardized�The E3�s items are the same for 
every organization.  Its content reflects ongoing 
qualities of the work environment that will always 
be important, like trust, goal clarity, feedback, 
and learning.  

! Easy to Use�The E3 can be used as often  
as you want, whenever you want, and is 
available online.  

! Cost Effective�DDI believes measurement  
is key to performance but feels that your 
organization should spend the majority of its 
resources on building performance instead of  
just measuring it.  E3 allows you to do this.  

 

OVERVIEW 
The E3 is a web-based, 20-item standardized survey that your organization can use  
to conduct enterprise-wide assessments of employee engagement.  The E3 provides  
a common index that can be summarized across large populations, small teams,  
or individuals.  

As the survey responses are submitted, the online system automatically calculates 
averages and frequencies and creates reports.  At any time in the process, you can 
check the progress of the survey and see your data.  You can even examine 
breakouts of your data to compare results across different groups.  It�s all under your 
control.  DDI also publishes regularly updated benchmarking data from other 
organizations so you can see how your organization compares.  The insights provided 
by monitoring employee responses to different items serve as powerful feedback for 
change.  The E3 is more than just another survey of the work climate.  Scores on the 
E3 are correlated with outcomes that are important for your organization.  Results can 
be used to monitor the impact of HR interventions, prioritize training, provide group or 
team feedback, identify trends, and monitor performance over time.  The outcome of 
this quick snapshot of your work environment is a deeper understanding of how your 
employees feel about their jobs.  

DDI provides implementation consulting to ensure the E3 is fully integrated with your 
overall development initiatives. We also offer specialized reporting capabilities and 
feedback options for your organization�s unique needs.  

APPLICATIONS  
! Benchmarking�All items in the E3 offer international benchmark comparison data. 

Also, your organization�s internal groups can compare one another�s scores to see 
which are best at maximizing their human capital.  

! Needs Analysis�Overall scores help your organization prioritize its change 
interventions.  

! Individual Assessment�If demographic information gained from survey 
responses allows it, each of your leaders can be provided with the scores for his or 
her particular group.  

! Evaluation Tool�Used as a before-and-after measure, the index provides a quick 
and easy check of your organization�s progress toward goals or changes over time; 
i.e., Did we move the needle?.  
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THE FACILITATORS� 
NETWORK 
The Facilitators� Network is a free, online community for 
North America-based DDI facilitators, administrators, 
and master trainers.  The network offers: 
! A discussion forum for sharing information and 

ideas with colleagues and DDI training experts. 
! Various facilitator tools that can be downloaded 

or accessed. 
! Valuable training tips and best practices.  
! Important DDI product updates.   
 

Members also have access to free, monthly 
webinars, led by DDI thought leaders, on timely  
and relevant topics.  

To be eligible to join the Facilitators� Network, you need to have successfully 
completed any of the following:  
! The DDI Facilitation Skills Workshop (formerly the Skills for an Empowered 

Workforce [�Plus�] Workshop), becoming certified as a Facilitator for  
DDI�s Learning Systems.  

! The DDI Targeted Selection® Administrator Workshop, becoming certified as a 
Targeted Selection Administrator.  

! The DDI Targeted Selection® Trainer Workshop, becoming certified as a Targeted 
Selection Trainer.  

! The Master Trainer Certification, becoming certified as a Master Trainer for DDI�s 
Learning Systems, Targeted Selection®, or Maximizing Performance®.  

 

To become a member of the Facilitators� Network, register online at 
http://www.ddiworld.com/fn. 

The Facilitators� Network also is open to facilitators in some international locations.   
For information, contact The Facilitators� Network at fn@ddiworld.com. 
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ORGANIZATIONAL 
EFFECTIVENESS 
CONSULTING  
SERVICES 
Strategy is the engine that drives organizations to 
succeed.  But the execution of strategyand  
realizing its intended results, especially where  
change is requiredcan present significant 
challenges.  Leaders must understand and support  
the organizational vision and values, associates need 
skills and support to ensure that their behaviors are 
aligned with strategic goals, and individuals at all 
levels need clear roles and accountabilities.   

DDI�s Organizational Effectiveness Consulting  
team can help organizations to navigate or 
overcome these challenges and bridge the gap 
between their business needs and the performance 
of their people.    

DDI�s Organizational Effectiveness Consulting 
team helps organizations to maximize the return 
on their human capital initiatives by: 
! Formulating and evaluating effective  

change strategies. 
! Designing systems that drive accountability,  

build leadership capability through individual  
and group feedback, and support other important 
human capital functions. 

! Implementing initiatives to change  
organizational culture. 

! Guiding transformation to new cultures,  
including high-involvement, continuous 
improvement, service cultures, or  
competency-based organizations. 

! Aligning processes and systems to drive  
strategic priorities and make role changes stick. 

 

THE BREADTH OF DDI�S ORGANIZATIONAL  
CONSULTING CAPABILITIES 
The Organizational Effectiveness Consulting team supports DDI�s full range of 
solutions for selecting the best people, developing leaders, and optimizing 
organizational performance.  Our consultants facilitate the design and execution of 
these solutions by working with clients to implement them as part of their change 
strategies and use them to realize the most favorable results.   

The solutions supported by the Organizational Consulting team include: 
! Building effective leadership teams. 
! Clarifying strategic focus, including vision, values, and strategic priorities. 
! Translating strategy into action. 
! Instilling accountability throughout the organization.  
! Evaluating effectiveness of current human capital processes, and identifying 

those that need to change to achieve desired business results. 
! Successfully implementing and navigating the changes associated with new 

people processes, including selection, leadership and workforce development, 
performance management, and multirater feedback. 

! Guiding the transformation to a competency-based organization. 
With a focus on the business needs of each client organization, DDI�s highly 
knowledgeable and experienced Organizational Effectiveness consultants work 
closely with senior management and human capital staff to implement solutions that 
will produce optimal results and realize the greatest return on investment.   
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COMPETENCY LINKS 
 
A competency is the specific behavior, knowledge, 
and motivation that an employee must demonstrate  
in order to be effective in a given job or role.   

Competencies are the foundation for building 
effective human resource systems.  DDI pioneered 
the use of competencies and is still the leader in 
designing training and development solutions 
around competencies.  Every DDI program allows 
you to hire, assess, promote, train, develop, and 
manage people against consistent criteria that are 
relevant for your jobs and your organization.  

 
TYPES OF COMPETENCIES 
! Behavior�This refers to how someone is supposed to act when given the 

opportunity.  For example, the competency of �coaching� details the behaviors 
necessary to guide a person on how to perform a task or procedure.  

! Knowledge�This is the knowledge or technical skills a person in a given job or 
role needs to have.  It also refers to the way he or she needs to demonstrate or use 
that knowledge. 

! Motivation�Motivation refers to the characteristics of the job and the organization 
that might cause job satisfaction or dissatisfaction.  For example, a job may require 
significant amounts of travel and relationship building.  A candidate for such a 
position might not desire either of these characteristics. 

A core benefit of establishing a specific set of competencies for an organization, job, 
or family of jobs is the ability to more accurately link learning and development 
curricula to the requirements of the job.  In this way, your organization can more 
efficiently develop the right competencies in the right employees at the right time. 

To aid you and your organization in this effort, the following pages link DDI 
competencies to the DDI offerings that help develop them. 
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COMPETENCY LINKS 
Note:  This chart lists the primary and secondary competencies developed by a course or workshop.  (Courses/Workshops for which the competency is 
a primary competency are listed in bold.)  Review details of individual courses to help identify which course(s)/workshop(s) best meets your needs. 

COMPETENCY PROGRAM/COURSE PAGE 

Adaptability 

Maintaining effectiveness when experiencing major 
changes in work tasks or the work environment; 
adjusting effectively to work within new work 
structures, processes, requirements, or cultures. 

Adapting to Change..................................................................................73 
Being a Leader: Everyone�s Role............................................................40 
Valuing Differences.....................................................................................92 

Aligning Performance for Success 

Focusing and guiding others in accomplishing  
work objectives. 

Coaching for Success..............................................................................18 
Executing Business StrategySM...............................................................61 
Managing Performance: Getting Business Results ..............................44 
Maximizing Performance® .....................................................................126 
Performance Planning: Reviewing Progress .........................................35 
Performance Planning: Setting Expectations........................................36 
Supporting Leadership Development.....................................................25 

Building Customer Loyalty 

Effectively meeting customer needs; building 
productive customer relationships; taking 
responsibility for customer satisfaction and loyalty. 

Service Boosters ....................................................................................106 
Service Plus® ..........................................................................................104 
Service Plus® Health Care Building Patient Loyalty............................110 
Partnerships for Improvement® ..................................................................98 
Supporting Self-Study (Service Plus) .......................................................109 

Building Partnerships 

Identifying opportunities and taking action to build 
strategic relationships between one’s area and other 
areas, teams, departments, units, or organizations  
to help achieve business goals. 

Influential Leadership...............................................................................20 
Partnerships: Creating Synergy..............................................................34 
Partnerships for Improvement®...............................................................98 
Creating a Service Culture: The Service Leader�s Role ...........................107 
Leadership: Facilitating Change ................................................................32 

1 Executive-level competency. 
2 These competencies are not part of DDI�s High-Performance Library, which is supported by OPAL, Identifying Criteria for Success, Targeted Selection, and  

Maximizing Performance. 
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COMPETENCY LINKS (CONT�D) 
COMPETENCY PROGRAM/COURSE PAGE 

Building a Successful Team 

Using appropriate methods and a flexible 
interpersonal style to help build a cohesive team; 
facilitating the completion of team goals. 

Effective Teamwork ..................................................................................54 
Fast Start for Teams .................................................................................85 
Leading Teams ..........................................................................................42 
Leading Your Team to Optimal Performance .........................................33 
Team Performance Survey.......................................................................90 
Adaptive Leadership ...................................................................................16 
Creating a Service Culture: The Service Leader�s Role............................106 
Influential Leadership ..................................................................................20 
Keeping Talent ............................................................................................31 
Leading Successful Meetings .....................................................................86 
Managing Performance: Getting Business Results ....................................44 
Performance Planning: Reviewing Progress ..............................................35 
Performance Planning: Setting Expectations .............................................36 
Retaining Talent: The Leader�s Role ..........................................................48 
Training Others ...........................................................................................91 
Trust: Strengthening the Foundation ..........................................................38 

Building Strategic Working Relationships 

Developing and using collaborative relationships to 
facilitate the accomplishment of work goals. 

Adaptive Leadership.................................................................................16 
Being a Leader:  Everyone�s Role ...........................................................40 
Essential Skills for Health Care Managers..............................................55 
IM Essentials .............................................................................................19 
Interaction Skills for Success ..................................................................79 
Mastering Interaction Skills .....................................................................22 
Results-Based Interactions......................................................................46 
Communicating and Listening.....................................................................75 
Communicating with Others ........................................................................76 
Conflict Resolution ......................................................................................52 
Effective Teamwork.....................................................................................54 
Influencing Others .......................................................................................78 
Influential Leadership ..................................................................................20 
Optimizing Team Performance ...................................................................87 
Resolving Conflict .......................................................................................24 
Supporting Others .......................................................................................89 
Valuing Differences .....................................................................................92 
Working as a Team .....................................................................................93 

 1 Executive-level competency. 
2 These competencies are not part of DDI�s High-Performance Library, which is supported by OPAL, Identifying Criteria for Success, Targeted Selection, and  

Maximizing Performance. 
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COMPETENCY LINKS (CONT�D) 
COMPETENCY PROGRAM/COURSE PAGE 

Building Trust 

Interacting with others in a way that gives them 
confidence in one’s intentions and those of the 
organization. 

Building Trust ...........................................................................................74 
Leadership: Inspiring Commitment .......................................................66 
Keeping Talent .........................................................................................31 
Retaining Talent:  The Leader�s Role......................................................48 
Trust:  Strengthening the Foundation ...................................................38 
Partnership: Creating Synergy ...................................................................34 
Valuing Differences.....................................................................................92 

Business Acumen 

Understanding and utilizing economic, financial, 
and industry data to accurately diagnose business 
strengths and weaknesses, identifying key issues, 
and developing strategies and plans. 

Making Sense of Business:  A Simulation®............................................97 

Change Leadership1 

Continuously seeking (or encouraging others to 
seek) opportunities for different and innovative 
approaches to addressing organizational problems 
and opportunities. 

Executing Business StrategySM...............................................................61 

Coaching 

Providing timely guidance and feedback to help 
others strengthen specific knowledge/skill areas 
needed to accomplish a task or solve a problem. 

Coaching:  Developing High Performance.............................................26 
Coaching for Improvement ......................................................................17 
Coaching for Success..............................................................................18 
Coaching Staff ..........................................................................................53 
Improving Staff Performance�Parts 1 and 2 ..................................56, 57 
Managing Performance Problems...........................................................21 
Results-Based Interactions .....................................................................46 
Supporting Others....................................................................................89 
Training Others.........................................................................................91 
Adaptive Leadership ...................................................................................16 
Conflict Resolution......................................................................................52 
Delegating for Productivity and Growth ......................................................27 
Guiding the Development of Others ...........................................................29 
Helping Others Adapt to Change................................................................30 
Leading Staff Through Change...................................................................58 
Resolving Conflict .......................................................................................24 
Retaining Talent:  The Leader�s Role .........................................................48 
Supporting Leadership Development .........................................................25 

1 Executive-level competency. 
2 These competencies are not part of DDI�s High-Performance Library, which is supported by OPAL, Identifying Criteria for Success, Targeted Selection, and  

Maximizing Performance. 
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COMPETENCY LINKS (CONT�D) 
COMPETENCY PROGRAM/COURSE PAGE 

Communication 

Clearly conveying information and ideas through a 
variety of media to individuals or groups in a 
manner that engages the audience and helps them 
understand and retain the message. 

Communicating and Listening .............................................................. 75 
Communicating with Others .................................................................. 76 
Feedback Fundamentals ........................................................................ 77 
Interaction Skills for Success................................................................ 79 
Service Plus®......................................................................................... 105 
Service Plus® Health Care Building Patient Loyalty.......................... 110 
Adaptive Leadership ................................................................................. 16 
Coaching for Improvement........................................................................ 17 
Coaching for Success ............................................................................... 18 
Coaching Staff .......................................................................................... 53 
Essential Skills for Health Care Managers................................................ 55 
IM Essentials............................................................................................. 19 
Improving Staff Performance�Part 1 ....................................................... 56 
Influencing Others..................................................................................... 78 
Leadership: Inspiring Commitment ........................................................... 66 
Mastering Interaction Skills ....................................................................... 22 
Partnerships: Creating Synergy ................................................................ 34 
Results-Based Interactions ....................................................................... 46 
Retaining Talent: The Leader�s Role......................................................... 48 
Supporting Others..................................................................................... 89 
Supporting Self-Study (Service Plus®).................................................... 109 
Trust: Strengthening the Foundation ........................................................ 38 
Working Through Conflict ......................................................................... 83 

Continuous Improvement 

Originating action to improve existing conditions  
and processes; using appropriate methods to  
identify opportunities, implement solutions, and 
measure impact. 

Impacting Your Work Processes........................................................... 94 
Taking Action® Handbook...................................................................... 99 
Taking Action® to Solve Problems ...................................................... 100 
Partnerships for Improvement® ................................................................ 98 

Continuous Learning 

Actively identifying new areas for learning;  
regularly creating and taking advantage of learning 
opportunities; using newly gained knowledge and 
skill on the job and learning through their 
application. 

Investing in Your Learning..................................................................... 80 
Taking Charge of Your Development.................................................... 82 
Achieving Your Leadership Potential ........................................................ 15 
Feedback Fundamentals .......................................................................... 77 
Supporting Leadership Development........................................................ 25 

1 Executive-level competency. 
2 These competencies are not part of DDI�s High-Performance Library, which is supported by OPAL, Identifying Criteria for Success, Targeted Selection, and  

Maximizing Performance. 
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COMPETENCY LINKS (CONT�D) 
COMPETENCY PROGRAM/COURSE PAGE 

Contributing to Team Success 

Actively participating as a member of a team to 
move the team toward the completion of goals. 

Effective Teamwork.................................................................................54 
Optimizing Team Performance...............................................................87 
Working as a Team..................................................................................93 
Building Consensus...................................................................................51 
Contributing to Meeting Success...............................................................84 
Reaching Group Agreement......................................................................88 

Customer Focus 

Making customers and their needs a primary focus 
of one’s actions; developing and sustaining 
productive customer relationships. 

Creating a Service Culture:  The Service Leader�s Role....................107 
Senior Management Session for Service Plus® .................................108 

Decision Making 

Identifying and understanding issues, problems,  
and opportunities; comparing data from different 
sources to draw conclusions; using effective 
approaches for choosing a course of action or 
developing appropriate solutions; taking action  
that is consistent with available facts, constraints,  
and probable consequences. 

Building Consensus................................................................................51 
Leading Teams ........................................................................................42 
Making Effective Decisions ....................................................................96 
Planning and Critical Path ......................................................................67 
Problem Analysis and Decision Making................................................68 
Rapid Decision Making ...........................................................................23 
Reaching Group Agreement...................................................................88 
Taking Action® Handbook ......................................................................99 
Taking Action® to Solve Problems ......................................................100 
Being a Leader: Everyone�s Role ..............................................................40 
Thunderbolt Thinking®: Building an Innovative Workplace........................37 
Thunderbolt Thinking®: Innovation Fundamentals ..................................101 

Delegating Responsibility 

Allocating decision-making authority and/ 
or task responsibility to others to maximize the 
organization’s and individual’s effectiveness. 

Delegating and Monitoring .....................................................................65 
Delegating for Productivity and Growth................................................27 
Managing Performance:  Getting Business Results ............................44 
Coaching:  Developing High Performance ................................................26 
Empowering Leader ..................................................................................28 

Developing Others 

Planning and supporting the development of 
individuals’ skills and abilities so that they can  
fulfill current or future job/role responsibilities  
more effectively. 

Guiding the Development of Others ......................................................29 
Retaining Talent:  The Leader�s Role ....................................................48 
Coaching: Developing High Performance .................................................26 
Coaching for Success................................................................................18 
Coaching Staff ...........................................................................................53 
Keeping Talent ..........................................................................................31 
Leadership: Facilitating Change ................................................................32 
Supporting Leadership Development ........................................................25 

1 Executive-level competency. 
2 These competencies are not part of DDI�s High-Performance Library, which is supported by OPAL, Identifying Criteria for Success, Targeted Selection, and  

Maximizing Performance. 
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COMPETENCY LINKS (CONT�D) 
COMPETENCY PROGRAM/COURSE PAGE 

Driving Execution1, 2 

Translating strategy into operational reality. 
Breaking down strategic priorities or business 
initiatives into key tasks and identifying 
accountabilities.  Aligning communication, people, 
culture, processes, resources and systems to ensure 
effective implementation and delivery of required 
results. 

Executing Business StrategySM............................................................. 61 
Senior Management Session for Service Plus® ................................. 107 

 

Establishing Strategic Direction1 

Establishing and committing to a long-range  
course of action after analyzing information and 
assumptions; taking into consideration resources, 
constraints, and organizational values. 

Executing Business StrategySM............................................................. 56 
Senior Management Session for Service Plus® ................................. 108 
 

Facilitating Change 

Encouraging others to seek opportunities for 
different and innovative approaches to addressing 
problems and opportunities; facilitating the 
implementation and acceptance of change within the 
workplace. 

Helping Others Adapt to Change........................................................... 30 
Leadership:  Facilitating Change........................................................... 32 
Leading Staff Through Change.............................................................. 58 
Results-Based Interactions.................................................................... 46 
Thunderbolt Thinking®: Building an  
Innovative Workplace ............................................................................... 37 

Financial Decision Making 

Committing to an action after analyzing financial 
information by developing alternative courses of  
action based on logical assumptions, facts, and  
available resources. 

Making Sense of Business: A Simulation®........................................... 97 

Follow-Up 

Monitoring the results of delegations, assignments, 
or projects, considering the skills, knowledge, and 
experience of the assigned individual and the 
characteristics of the assignment or project. 

Delegating and Monitoring ........................................................................ 65 
Delegating for Productivity and Growth..................................................... 27 
Improving Staff Performance�Part 2 ....................................................... 57 
Managing Performance: Getting Business Results................................... 44 
Managing Performance Problems............................................................. 21 
Results-Based Interactions ....................................................................... 46 

1 Executive-level competency. 
2 These competencies are not part of DDI�s High-Performance Library, which is supported by OPAL, Identifying Criteria for Success, Targeted Selection, and  

Maximizing Performance. 
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COMPETENCY LINKS (CONT�D) 
COMPETENCY PROGRAM/COURSE PAGE 

Gaining Commitment 

Using appropriate interpersonal styles and 
techniques to gain acceptance of ideas or plans; 
modifying one’s own behavior to accommodate 
tasks, situations, and individuals involved. 

Influencing Others................................................................................... 78 
Influential Leadership ............................................................................. 20 
Leadership: Inspiring Commitment ....................................................... 66 
Supporting Self-Study (Service Plus®) ................................................ 109 
Adaptive Leadership.................................................................................. 16 
Building Consensus................................................................................... 51 
Building Trust............................................................................................. 74 
Coaching: Developing High Performance ................................................. 26 
Coaching for Improvement ........................................................................ 17 
Coaching for Success................................................................................ 18 
Coaching Staff ........................................................................................... 53 
Creating a Service Culture: The Service Leader�s Role .......................... 107 
Delegating for Productivity and Growth ..................................................... 27 
Essential Skills for Health Care Managers ................................................ 55 
Guiding the Development of Others .......................................................... 29 
Helping Others Adapt to Change............................................................... 30 
IM Essentials ............................................................................................. 19 
Improving Staff Performance�Parts 1 and 2...................................... 56, 57 
Interaction Skills for Success..................................................................... 79 
Leading Staff Through Change ................................................................. 58 
Leading Teams.......................................................................................... 42 
Leading Your Team to Optimal Performance ............................................ 33 
Managing Performance: Getting Business Results ................................... 44 
Managing Performance Problems ............................................................. 21 
Performance Planning: Setting Expectations ............................................ 36 
Planning and Critical Path ......................................................................... 67 
Problem Analysis and Decision Making .................................................... 68 
Reaching Group Agreement...................................................................... 88 
Results-Based Interactions........................................................................ 46 
Retaining Talent: The Leader�s Role ......................................................... 48 
Senior Management Session for Service Plus® ...................................... 108 

1 Executive-level competency. 
2 These competencies are not part of DDI�s High-Performance Library, which is supported by OPAL, Identifying Criteria for Success, Targeted Selection, and  

Maximizing Performance. 
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COMPETENCY LINKS (CONT�D) 
COMPETENCY PROGRAM/COURSE PAGE 

Influencing Others 

Using appropriate interpersonal styles and methods 
to inspire and guide individuals; gaining acceptance 
of ideas or plans. 

Leadership:  Inspiring Commitment.......................................................66 

Information Monitoring 

Setting up ongoing procedures to collect and review 
information needed to manage an organization or  
ongoing activities within it. 

Delegating and Monitoring......................................................................65 
Taking Action® Handbook ..........................................................................99 
Taking Action® to Solve Problems ...........................................................100 

Initiating Action 

Taking prompt action to accomplish objectives;  
taking action to achieve goals beyond what is 
required; being proactive. 

Being a Leader: Everyone�s Role ...........................................................40 
Personal Empowerment: Taking Initiative.............................................81 
Service Plus®..........................................................................................104 
Service Plus® Health Care Building Patient Loyalty...........................110 
Achieving Your Leadership Potential .........................................................15 
Adapting to Change ...................................................................................73 
Creating a Service Culture: The Service Leader�s Role ..........................107 

Innovation 

Generating innovative solutions in work situations; 
trying different and novel ways to deal with work 
problems and opportunities. 

Being a Leader: Everyone�s Role ...........................................................40 
Thunderbolt Thinking®:  Building an  
Innovative Workplace ..............................................................................37 
Thunderbolt Thinking®:  Innovation Fundamentals ...........................101 

Inspiring Others2 

Using interpersonal styles and methods that inspire 
and guide individuals toward higher levels of 
performance; modifying behavior to accommodate 
tasks, situations, and individuals involved. 

Adaptive Leadership................................................................................16 
Empowering Leader.................................................................................28 
Keeping Talent .........................................................................................31 
Coaching for Success ................................................................................18 
Coaching Staff ...........................................................................................53 
Leadership:  Inspiring Commitment ...........................................................66 
Results-Based Interactions ........................................................................46 
Supporting Leadership Development.........................................................25 
Trust:  Strengthening the Foundation ........................................................38 

1 Executive-level competency. 
2 These competencies are not part of DDI�s High-Performance Library, which is supported by OPAL, Identifying Criteria for Success, Targeted Selection, and  

Maximizing Performance. 
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COMPETENCY LINKS (CONT�D) 
COMPETENCY PROGRAM/COURSE PAGE 

Integrity 

Maintaining social, ethical, and organizational 
norms, firmly adhering to codes of conduct and 
ethical principles. 

Building Trust............................................................................................. 74 
Retaining Talent: The Leader�s Role ......................................................... 48 
Trust: Strengthening the Foundation ......................................................... 38 

Leading Through Vision and Values 

Keeping the organization’s vision and values at the 
forefront of associate decision making and action. 

Leadership:  Facilitating Change ........................................................... 32 
Leadership: Inspiring Commitment ....................................................... 66 
Retaining Talent:  The Leader�s Role .................................................... 48 
Helping Others Adapt to Change............................................................... 30 
Leadership:  Facilitating Change ............................................................... 32 
Keeping Talent .......................................................................................... 31 
Trust:  Strengthening the Foundation ........................................................ 38 

Managing Conflict 

Dealing effectively with others in an antagonistic 
situation; using appropriate interpersonal styles and 
methods to reduce tension or conflict between two  
or more people. 

Conflict Resolution.................................................................................. 52 
Resolving Conflict ................................................................................... 24 
Results-Based Interactions .................................................................... 46 
Working Through Conflict ...................................................................... 83 

Managing Work 

Effectively managing one’s time and resources to 
ensure that work is completed efficiently. 

Improving Personal Productivity ........................................................... 95 
Delegating and Monitoring ........................................................................ 65 

Meeting Leadership 

Ensuring that a meeting serves its business 
objectives while using appropriate interpersonal 
styles and methods and considering the needs and 
potential contributions of others. 

Leading Successful Meetings ................................................................ 86 
Leading Teams .........................................................................................42 

Meeting Participation 

Using appropriate interpersonal styles and methods 
to help reach a meeting’s goals while considering 
the needs and potential contributions of others. 

Contributing to Meeting Success .......................................................... 84 
Building Consensus................................................................................... 51 
Reaching Group Agreement...................................................................... 88 

1 Executive-level competency. 
2 These competencies are not part of DDI�s High-Performance Library, which is supported by OPAL, Identifying Criteria for Success, Targeted Selection, and  

Maximizing Performance. 
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COMPETENCY LINKS (CONT�D) 
COMPETENCY PROGRAM/COURSE PAGE 

Mobilizing Resources1 

Managing staff and resources consistent with 
organizational goals; proactively negotiating and 
accessing resources outside one’s immediate 
domain when necessary. 

Executing Business StrategySM................................................................. 61 

Negotiation 

Effectively exploring alternatives and positions  
to reach outcomes that gain the support and 
acceptance of all parties. 

Service Plus® .......................................................................................... 104 
Service Plus Health Care Building Patient Loyalty.................................. 110 

Operational Decision Making1 

Relating and comparing; securing relevant 
information and identifying key issues; committing 
to an action after developing alternative courses of 
action that take into consideration resources, 
constraints, and organizational values. 

Problem Analysis and Decision Making ............................................... 68 

Planning and Organizing 

Establishing courses of action for self and others to 
ensure that work is completed efficiently. 

Planning and Critical Path ..................................................................... 67 
Delegating and Monitoring ........................................................................ 65 
Improving Personal Productivity ............................................................... 95 

Quality Orientation 

Accomplishing tasks by considering all areas 
involved, no matter how small; showing concern for 
all aspects of the job; accurately checking processes 
and tasks; being watchful over a period of time. 

Impacting Your Work Processes............................................................... 94 
Taking Action® to Solve Problems .......................................................... 100 
Taking Action® Handbook ......................................................................... 99 

Risk Taking 

Initiating action that tries to achieve a recognized 
benefit or advantage when potential negative 
consequences are understood. 

Rapid Decision Making ............................................................................. 23 

Selling Vision 

Passionately selling an organizational strategy; 
creating a clear view of the future state by helping 
others understand and feel how things will be 
different when the future vision is achieved. 

Leadership:  Inspiring Commitment...................................................... 66 

1 Executive-level competency. 
2 These competencies are not part of DDI�s High-Performance Library, which is supported by OPAL, Identifying Criteria for Success, Targeted Selection, and  

Maximizing Performance. 
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COMPETENCY LINKS (CONT�D) 
COMPETENCY PROGRAM/COURSE PAGE 

Strategic Decision Making 

Obtaining information and identifying key issues  
and relationships relevant to achieving a long-range 
goal or vision; committing to a course of action  
to accomplish a long-range goal or vision after 
developing alternatives based on logical 
assumptions, facts, available resources,  
constraints, and organizational values. 

Executing Business StrategySM .................................................................61 

Strategic Job Design 

Determining the most effective organization 
structure and job structure to accomplish a goal  
or strategy; appropriately reconfiguring jobs to 
maximize opportunities for associate empowerment, 
continuous improvement, and flexibility. 

Empowering Leader® ................................................................................28 

Work Standards 

Setting high standards of performance for self and 
others; assuming responsibility and accountability 
for successfully completing assignments or tasks; 
self-imposing standards of excellence rather than 
having standards imposed. 

Achieving Your Leadership Potential....................................................15 
Being a Leader: Everyone�s Role ..............................................................40 
Improving Personal Productivity ................................................................95 
Performance Planning:  Reviewing Progress ............................................35 
Performance Planning:  Setting Expectations ...........................................36 
Personal Empowerment: Taking Initiative .................................................81 

Valuing Diversity2 

Appreciating and leveraging the capabilities, 
insights, and ideas of all individuals; working 
effectively with individuals of diverse style,  
ability, and motivation. 

Valuing Differences.................................................................................92 
Adaptive Leadership..................................................................................16 

1 Executive-level competency. 
2 These competencies are not part of DDI�s High-Performance Library, which is supported by OPAL, Identifying Criteria for Success, Targeted Selection, and  

Maximizing Performance. 

 

DDI�s OPAL (Online Performance and Learning) and Maximizing Performance support the development of a multitude of competencies.   
DDI�s selection products, such as Targeted Selection and Identifying Criteria for Success, are designed to help you hire people around these and  
other competencies for jobs and roles in your organization.  
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DDI�S POLICIES 
WORKSHOP CANCELLATION TERMS  
(IF APPLICABLE)  
DDI will provide a minimum two-week notice should a public workshop 
need to be canceled.  A registrant inconvenienced by a shorter notice 
will receive a 20 percent discount at the next available workshop or 
training session of his or her choice.  DDI customers agree to pay DDI 
a cancellation fee equal to 20 percent of the registration cost for each 
registrant who cancels fewer than 15 business days before the 
starting date of a public workshop or training session.  
Customers agree to pay DDI a cancellation fee for each in-house 
workshop that is canceled.  The fee will be based on a percentage of 
the workshop cost, as per the following scale. DDI will allow a 20 
percent discount on a future in-house workshop if DDI must cancel 
with fewer than 20 calendar days� notice.  

BUSINESS DAYS BEFORE 
WORKSHOP START DATE 

  CANCELLATION FEE   
(% OF WORKSHOP COST) 

20-11 business days   20% 

10-2 business days   50% 

1-0 business days   75% 

 

If materials need to be returned to DDI due to an in-house workshop, 
a restocking fee of 20 percent will be charged. 

Cancellations of Strategic Leadership Experience workshops fewer 
than 30 days prior incur a charge of 50 percent of the full program fee. 

 
COMPLAINT RESOLUTION PROCESS 
DDI strives to provide total customer satisfaction through prompt 
response to and resolution of all inquiries, issues, and customer 
complaints.  To effectively address customer concerns, we have in 
place the following process. 

DDI's Client Service Department at 800.944.7782 is the initial point  
of contact for all complaints.  Upon receipt, the client service 
representative takes ownership of the problem and works with 
appropriate DDI internal partners for resolution.  Each complaint 
received by Client Service is tracked in a customer complaint tracking 
system called OTIS (Opportunities to Improve Service).  The individual 
and/or department responsible for solving the problem moving forward 
receives a copy of the OTIS form and will respond directly to the 
customer within 24 hours with the resolution and/or next steps.  

DDI is registered with the National Association of State Boards of 
Accountancy (NASBA) as a sponsor of continuing professional 
education on the National Registry of CPE Sponsors.  State boards  
of accountancy have final authority on the acceptance of individual 
courses for CPE credit.  Complaints regarding registered sponsors 
may be addressed to the National Registry of CPE Sponsors,  
150 Fourth Avenue North, Nashville, TN, 37219-2417.   
Telephone:  615.880.4200 

 

To inquire about policies in international locations, visit www.ddiworld.com/locations  
and click on the appropriate international region for specific contact information. 
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DDI PROGRAM CERTIFICATIONS  

  Many of DDI�s programs have received special certifications to meet organization-  
and learner-specific needs.  Here are just a few. 

ASTD CERTIFICATION OF DDI�S WEB-BASED LIBRARY OF COURSES 
The ASTD (American Society for Training & Development) Certification Institute has 
awarded its prestigious E-Learning Courseware Certification (ECC)  
to DDI�s entire library of web-based courseware.  This library includes Targeted 
Selection and 24 leadership and workforce development courses from Interaction 
Management and Techniques for a High-Performance Workforce.  The certification 
was granted to DDI�s library after a rigorous evaluation of the courses� usability and 
instructional design.  The certification indicates that our web-based courseware 
demonstrates the characteristics associated with excellent instruction. 

 

NATIONAL ASSOCIATION OF STATE BOARDS OF ACCOUNTANCY (NASBA) 
CERTIFICATION OF DDI�S CLASSROOM-BASED WORKSHOPS 

Certified public accountants (CPAs) are required to 
continuously maintain and enhance their knowledge, 
skills and abilities.  Most states require continuing 
professional education (CPEs) for CPAs to maintain 
active licenses.  DDI has been recognized by NASBA�s 
Regulatory Compliance Services division as providing 
CPE courses of the highest caliber, in accordance with 
nationally recognized standards. 

 

SCORM COMPLIANCE 
DDI�s web-based courses are fully conformant with the current SCORM release  
(up to and including V.1.2) and are being used successfully in numerous enterprises 
with a SCORM platform. 

 



DDI PROGRAM  
CERTIFICATIONS 

 

© Development Dimensions International, Inc., MMIII.  All rights reserved.174 LearningLinks
  

NASBA CERTIFICATION 
Note:  CPEs apply only to DDI�s classroom format and all fall under the Personal Development Field of Study.  DDI can provide certificates of award 
only in those instances where we conduct direct deliveries of the training.  If you have in-house facilitators who conduct DDI training, for information on 
how your organization can become a sponsor and award CPEs, contact NASBA at www.nasba.org. 

COURSE/WORKSHOP CPE CREDITS 

Aligning for Perfect Implementation 7 

Executing Business Strategy 24 

Facilitation Skills Workshop 28 

Strategic Leadership Experience® 34 

Multi-Day Leadership Development Programs  

Being a Leader: Everyone�s Role 14 

Leading Teams 14 

Managing Performance: Getting Business Results 15 

Results-Based Interactions 21 

Retaining Talent: The Leader�s Role 15 

Interaction Management®  

Achieving Your Leadership Potential 4 

Adaptive Leadership 4 

Coaching: Developing High Performance 6 

Coaching for Improvement 4 

Coaching for Success 4 

Delegating for Productivity and Growth 7 

Empowering Leader 6 

Guiding the Development of Others 7 

Helping Others Adapt to Change 7 

IM Essentials 4 

Influential Leadership 4 

Leadership: Facilitating Change 6 

Leading Your Team to Optimal Performance 8 

Managing Performance Problems 4 

Mastering Interaction Skills 4 

 
Registered with the National Association of State Boards of Accountancy (NASBA), as a sponsor of continuing professional education on the National Registry  
of CPE Sponsors.  State boards of accountancy have final authority on the acceptance of individual courses for CPE credit.  Complaints regarding registered sponsors may be 
addressed to the National Registry of CPE Sponsors, 150 Fourth Avenue North, Suite 700, Nashville, TN, 37219-2417.  NASBA phone  
number: 615.880.4200  Web site:  www.nasba.org 
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NASBA CERTIFICATION  (CONT�D) 
COURSE/WORKSHOP CPE CREDITS 

Interaction Management (cont�d)  

Partnerships:  Creating Synergy 9 

Performance Planning: Reviewing Progress 6 

Performance Planning: Setting Expectations 7 

Rapid Decision Making 4 

Resolving Conflict 4 

Supporting Leadership Development  4 

Thunderbolt Thinking®:  Building an Innovative Workplace 7 

Trust: Strengthening the Foundation 6 

Leadership Development for Health Care®  

Building Consensus 4 

Coaching Staff 4 

Conflict Resolution 4 

Effective Teamwork 4 

Essential Skills for Health Care Managers 7 

Improving Staff Performance�Part 1 4 

Improving Staff Performance�Part 2 4 

Leading Staff Through Change 4 

Targeted Management: Components of Effective Leadership®  

Delegating and Monitoring 9 

Leadership: Inspiring Commitment 14 

Planning and Critical Path  8 

Problem Analysis and Decision Making 16 

Techniques for a High-Performance Workforce®  

Personal Effectiveness  

Adapting to Change 4 

Building Trust 4 

Communicating and Listening 3 

Communicating with Others 3 

Feedback Fundamentals 4 

 



DDI PROGRAM  
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NASBA CERTIFICATION  (CONT�D) 
Course/Workshop CPE Credits 

Techniques for a High-Performance Workforce (cont�d)  

Personal Effectiveness (cont�d)  

Influencing Others 3 

Interaction Skills for Success 4 

Investing in Your Learning 4 

Personal Empowerment: Taking Initiative 4 

Taking Charge of Your Development 5 

Working Through Conflict 4 

Group Effectiveness  

Contributing to Meeting Success 2 

Fast Start for Teams 4 

Leading Successful Meetings 4 

Optimizing Team Performance 4 

Reaching Group Agreement 4 

Supporting Others 3 

Training Others 3 

Valuing Differences 4 

Working as a Team  

Using Drip-n-Pipes Simulation 3 

Using Genius of Bioengineering Simulation 4 

Getting Business Results  

Impacting Your Work Processes 3 

Improving Personal Productivity 3 

Making Effective Decisions 3 

Making Sense of Business: A Simulation 6 

Partnerships for Improvement 4 

Taking Action to Solve Problems 9 

Thunderbolt Thinking®: Innovation Fundamentals 4 

 



DDI PROGRAM  
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NASBA CERTIFICATION  (CONT�D) 
Course/Workshop CPE Credits 

Service Plus®  

Creating a Service Culture: The Service Leader�s Role 4 

Senior Management Session for Service Plus 7 

Service Plus® 8 

Service Plus® Health Care Building Patient Loyalty 8 

Supporting Self-Study (for Service Plus) 4 

Targeted Selection®  

Targeted Selection Administrator Training 35 

Targeted Selection: Interviewer Training 17 

Targeted Selection: Landing the Candidate 3 

Targeted Selection: Quick Hire Interviewer Training 6 

Maximizing Performance®  

Full-day Workshop 8 

Half-day Workshop 4 



DDI PROGRAMS  
BY FORMAT 
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DDI PROGRAMS BY FORMAT 
There isn�t a single training-delivery method�classroom, web-based, workbook/video self-study, or CD-ROM�that can be a complete training solution.  
This doesn�t mean that you need to offer every program in every format, but it does mean that you need to blend your learning solutions.  Offering 
different training-delivery methodologies can effectively address such variables as learner preferences, type of content/concepts being presented, and 
the geographical distribution of learners.  DDI offers an array of learning formats and integrates Learning Lab options into web-based courses to ensure 
application activities and skill practice experiences take place, to provide participants with a more intense and compelling learning experience. 

 
Current as of July 2002 

 CLASSROOM WORKBOOK-BASED  
SELF-STUDY/PAPER-PENCIL WEB-BASED VERSION 

Executing Business Strategy    

Aligning Organizational Capability  ■   

Leveraging Organizational Systems ■   

Translating Business Strategy Into Action ■   

TM: Components of Effective Leadership     
Delegating and Monitoring ■   

Leadership: Inspiring Commitment ■   

Planning and Critical Path ■   

Problem Analysis and Decision Making ■   

IM: Exceptional Leaders�Extraordinary ResultsSM     
Achieving Your Leadership Potential ■   

Adaptive Leadership ■   

Coaching for Improvement ■   

Coaching for Success ■   

IM Essentials ■   

Influential Leadership ■   

Managing Performance Problems ■   

Mastering Interaction Skills ■   

Rapid Decision Making ■   

Resolving Conflict ■   

Supporting Leadership Development ■   

* Foundation course (prerequisite to other classroom courses) 
DDI�s web-based courses are fully conformant with the current SCORM release (up to and including V.1.2) and are being used successfully in 
numerous enterprises with a SCORM platform. 



DDI PROGRAMS  
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 CLASSROOM WORKBOOK-BASED  
SELF-STUDY/PAPER-PENCIL WEB-BASED VERSION 

IM: Tactics and Strategies for Effective Leadership®    
Coaching: Developing High Performance ■   

Delegating for Productivity and Growth ■ ■ ■ 

Empowering Leader® ■   

Guiding the Development of Others ■  ■ 

Helping Others Adapt to Change ■ ■ ■ 

Leadership: Facilitating Change ■   

Leading Your Team to Optimal Performance ■   

Partnerships: Creating Synergy ■   

Performance Planning: Reviewing Progress ■ ■ ■ 

Performance Planning:  Setting Expectations ■ ■ ■ 

Trust: Strengthening the Foundation ■  ■ 

Techniques for a High-Performance Workforce®    

Personal Effectiveness     

Adapting to Change ■ ■ ■ 

Building Trust ■  ■ 

Communicating and Listening ■  ■ 

Communicating with Others ■   

Feedback Fundamentals   ■ *  ■ 

Influencing Others ■   

Interaction Skills for Success* ■  ■ 

Investing in Your Learning ■ ■  

Personal Empowerment: Taking Initiative  ■  ■ 

Taking Charge of Your Development ■  ■ 

Working Through Conflict  ■  ■ 

Group Effectiveness    

Contributing to Meeting Success  ■  ■ 

Fast Start for Teams  ■   

Leading Successful Meetings  ■  ■ 

* Foundation course (prerequisite to other course)  
DDI�s web-based courses are fully conformant with the current SCORM release (up to and including V.1.2) and are being used successfully in 
numerous enterprises with a SCORM platform. 
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 CLASSROOM WORKBOOK-BASED  
SELF-STUDY/PAPER-PENCIL WEB-BASED VERSION 

Techniques for a High-Performance Workforce® (cont�d) 
Group Effectiveness (cont�d)    

Optimizing Team Performance ■   

Reaching Group Agreement ■  ■ 

Supporting Others  ■   

Team Performance Survey  ■  

Training Others ■   

Valuing Differences ■  ■ 

Working as a Team  ■  ■ 

Getting Business Results    

Impacting Your Work Processes  ■ ■  

Improving Personal Productivity ■ ■  

Making Effective Decisions  ■   

Making Sense of Business: A Simulation ■   

Partnerships for Improvement ■   

Taking Action® Handbook  ■  

Taking Action® to Solve Problems ■   

Service Plus®    

Extraordinary Service Opportunities  ■ ■ Available only in CD-ROM 

Keys to Service  ■ ■ Available only in CD-ROM 

Service Boosters ■ ■  

Steps to Service  ■ ■ Available only in CD-ROM 

Service Plus® Health Care Building Patient Loyalty ■   

Service Plus® Additional Leadership Components    

Creating a Service Culture: The Service Leader�s Role  ■   

Senior Management Session ■   

Supporting Self-Study ■   

* Foundation course (prerequisite to other course)  
DDI�s web-based courses are fully conformant with the current SCORM release (up to and including V.1.2) and are being used successfully in 
numerous enterprises with a SCORM platform. 
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 CLASSROOM WORKBOOK-BASED  
SELF-STUDY/PAPER-PENCIL WEB-BASED VERSION 

Other    

Identifying Criteria for Success®*   ■ 

Leadership Development for Health Care® ■   

Leadership Mirror®  ■ ■ 

Maximizing Performance® ■ ■  

Multi-Day Leadership Development  ■   

Social Intelligence: Powerful People Skills for Senior LeadersSM ■   

Strategic Leadership Experience® ■   

Targeted Selection® ■ ■ ■ 

Targeted Selection®: Landing the Candidate ■   

Targeted Selection®: Motivational Fit  ■   

Targeted Selection®: QuickHire ■   

* ICS includes both CD-ROM and web-based functionality. 

DDI�s web-based courses are fully conformant with the current SCORM release (up to and including V.1.2) and are being used successfully in 
numerous enterprises with a SCORM platform. 
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IM: EXSM CONVERSION CHART 

 
*Valuing Differences and Fast Start for Teams will not be discontinued.  IM:  EX will include a version of these two courses. 

Be sure to ask your DDI representative for more information. 

IM: TACTICS AND STRATEGIES OR TECHNIQUES MODULE INTERACTION MANAGEMENT:   
EXCEPTIONAL LEADERS�EXTRAORDINARY RESULTSSM COURSE 

PHASE I Courses�September/OCTOBER 2003 

Core Skills for Building Commitment IM: Leadership Essentials IM Essentials 

Facilitating Improved Performance Coaching for Improvement 

Following Up to Support Improvement Managing Performance Problems 

Guiding Conflict Resolution Resolving Conflict 

Preparing Others to Succeed Coaching for Success 

 Achieving Your Leadership Potential 

 Adaptive Leadership 

 Influential Leadership 

 Mastering Interaction Skill 

 Rapid Decision Making 

 Supporting Leadership Development (management support for IM: EX) 

PHASE II Courses�THROUGHOUT 2004 

Delegating for Productivity and Growth Delegating for Results 

Guiding the Development of Others Developing Others 

Helping Others Adapt to Change Leading Change 

Keeping Talent Retaining Talent: Creating the Environment 

Performance Planning: Setting Expectations Setting Performance Expectations 

Performance Planning: Reviewing Results Reviewing Performance Progress 

Trust: Strengthening the Foundation Building an Environment of Trust 

 Boosting Business Results 

 Motivating Others 

PHASE III Courses�THROUGHOUT 2005 

Fast Start for Teams* Launching a Successful Team 

Leading Your Team to Optimal Performance Leading High Performance Teams 

Leading Successful Meetings Making Meetings Work 

Partnerships: Creating Synergy Building Winning Partnerships 

Reaching Group Agreement Reaching Agreement 

Valuing Differences* Valuing Differences: The Leader�s Role * 

 Getting Started as a New Leader 
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Interaction Management®  ■ ■ ■ ■ ■  ■ ■ ■  ■ 

Leadership Mirror ■  ■ ■ ■       

Multi-Day Leadership Development Programs ■           

Targeted Management®:  Components of Effective Leadership ■ ■      ■    

Acceleration Centers® ■ ■ ■ ■ ■ ■ ■     

Techniques for a High-Performance Workforce®  ■* ■ ■ ■ ■ ■ ■ ■ ■ ■ ■ 

Service Plus® ■ ■ ■ ■ ■ ■ ■ ■ ■  ■ 

Targeted Selection ® ■ ■ ■ ■ ■ ■ ■ ■ ■  ■ 

Maximizing Performance® ■           

OPAL® ■           

Leadership Development for Health Care® ■           

Executing Business StrategySM ■           

Strategic Leadership Experience® ■           

 
Not all courses within a program may be translated.  There may be earlier course versions available that are translated. In some cases, only participant 
materials are available (and require a bilingual DDI master trainer to conduct a direct delivery).  Contact your DDI representative for translation status 
by course. 

CD-ROM, web-based, and workbook-based self-study available only in English 

*American English and Anglicized. 
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�A� 
Accelerated Executive Leadership........................................ 136 

Achieving Your Leadership Potential ...................................... 15 

Adapting to Change ................................................................ 73 

Adaptive Leadership ............................................................... 16 

Aligning for Perfect Implementation ........................................ 10 

Appendix ............................................................................... 171 

�B� 
Being a Leader:  Everyone�s Role........................................... 40 

Building Consensus ................................................................ 51 

Building Trust .......................................................................... 74 

�C� 
Center for Applied Behavioral Research (CABER) ............... 154 

Coaching for Improvement...................................................... 17 

Coaching for Success ............................................................. 18 

Coaching Staff ........................................................................ 53 

Coaching:  Developing High Performance .............................. 26 

Communicating and Listening................................................. 75 

Communicating with Others .................................................... 76 

Competency Links................................................................. 159 

Conflict Resolution .................................................................. 52 

Consistency in Selection and Promotion............................... 149 

Contributing to Meeting Success ............................................ 84 

Creating a Customer-Focused Environment......................... 137 

Creating a Customer-Focused Workforce............................. 144 

Creating a Service Culture:  The Service Leader�s Role....... 107 

Customer Service ................................................................. 103 

�D� 
DDI Program Certifications ....................................................173 

DDI�s Programs by Format ....................................................178 

Delegating and Monitoring.......................................................65 

Delegating for Productivity and Growth ...................................27 

Developing, Motivating, and Retaining Talent .......................138 

Driving Business Results .......................................................145 

�E� 
E3SM:  A Measure Of Employee Engagement .......................155 

Effective Teamwork .................................................................54 

Empowering Leader®...............................................................28 

Enhanced Leadership Skills ..................................................141 

Essential Skills for Health Care Managers...............................55 

Establishing High-Performance Teams .................................146 

Executing Business StrategySM................................................61 

�F� 
Facilitators� Network, The ......................................................154 

Facilitation Skills Workshop .....................................................12 

Fast Start for Teams ................................................................85 

Feedback Fundamentals .........................................................77 

�G� 
Guiding the Development of Others.........................................29 

�H� 
Helping Others Adapt to Change.............................................30 
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�I� 
Identifying and Applying Competencies ................................150 

Identifying Criteria for Success® ............................................122 

IM Essentials ...........................................................................19 

IM: EXSM Conversion Chart ...................................................182 

Impacting Your Work Processes .............................................94 

Improving Personal Productivity ..............................................95 

Improving Staff Performance�Part 1......................................56 

Improving Staff Performance�Part 2......................................57 

IM:  Tactics and Strategies for Effective Leadership® ........26-38 

Increasing Performance and Personal Effectiveness ............147 

Influencing Others ...................................................................78 

Influential Leadership ..............................................................20 

Interaction Management®:  Exceptional Leaders� 
Extraordinary ResultsSM .................................................14-25 

Interaction Skills for Success...................................................79 

Investing in Your Learning.......................................................80 

�K� 
Keeping Talent ........................................................................31 

�L� 
Language Availability for DDI�s Training and  

Development Programs ....................................................183 

Leadership Development for Health Care ...............................50 

Leadership Development.........................................................13 

Leadership Mirror® ..................................................................69 

Leadership:  Facilitating Change .............................................32 

Leadership:  Inspiring Commitment.........................................66 

Leading Rapid Change..........................................................140 

Leading Staff Through Change ...............................................58 

Leading Successful Meetings..................................................86 

Leading Teams........................................................................42 

Leading Your Team to Optimal Performance ..........................33 

�M� 
Maintaining High-Performance Teams ..................................148 

Making Effective Decisions......................................................96 

Making Sense of Business:  A Simulation® .............................97 

Managing Performance:  Getting Business Results ................44 

Managing Performance Problems ...........................................21 

Mastering Interaction Skills ......................................................22 

 

Maximizing Performance® .....................................................129 

Multi-Day Leadership Development Programs ........................39 

�N� 
New Frontline Leaders...........................................................139 

�O� 
OPAL® ...................................................................................132 

Optimizing Team Performance ................................................87 

Organizational Effectiveness Consulting Services.................157 

�P� 
Partnerships for Improvement®................................................98 

Partnerships:  Creating Synergy..............................................34 

Performance Management ....................................................125 

Performance Planning:  Reviewing Progress ..........................35 

Performance Planning:  Setting Expectations..........................36 

Performance Support.............................................................131 

Personal Empowerment:  Taking Initiative...............................81 

Planning and Critical Path .......................................................67 

Problem Analysis and Decision Making...................................68 

�R� 
Rapid Decision Making ............................................................23 

Reaching Group Agreement ....................................................88 

Resolving Conflict ....................................................................24 

Results-Based Interactions......................................................46 

Retaining Talent:  The Leader�s Role ......................................48 
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Selection ............................................................................... 113 

Selection and Retention........................................................ 151 

Selection Insights® ................................................................ 123 

Senior Management Session for Service Plus® .................... 108 

Service Boosters .................................................................. 106 

Service Plus® ....................................................................... 104 

Service Plus® Health Care.................................................... 110 

Six Sigma�The Human Side ............................................... 142 

Social Intelligence:  Powerful People  
Skills for Senior LeadersSM ................................................. 63 

Solution Support Capabilities ................................................ 153 

Solutions That Work.............................................................. 135 

Strategic Leadership Experience® .......................................... 59 

Supporting Others................................................................... 89 

Supporting Self-Study ........................................................... 109 

Supporting Leadership Development...................................... 25 

�T� 
Taking Action® Handbook....................................................... 99 

Taking Action® to Solve Problems ........................................ 100 

Taking Charge of Your Development...................................... 82 

Targeted Management®:   
Components of Effective Leadership.................................. 64 
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Targeted Selection®:  Administrator Training ........................ 121 

Targeted Selection®:  Check-Up ........................................... 120 

Targeted Selection®:  Landing the Candidate ....................... 119 

Targeted Selection®:  Motivational Fit System ...................... 117 

Targeted Selection®:  Quick HireSM....................................... 118 
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Team Leadership .................................................................. 143 
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Thunderbolt Thinking®:  Innovation Fundamentals ............... 101 
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