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                            Learning Week Courses 2017  

Dear Sir or Madam, 

Many thanks for your enquiry regarding our courses and experiential equipment.  
Please find below the list and outlines of the various Workshops which we are offering a FREE 3-hour taster 
session of for Learning Week 2017. 
tƭŜŀǎŜ ƴƻǘŜ ǘƘŀǘ ǘƘŜǎŜ ǎŜǎǎƛƻƴǎ Řƻ ƴƻǘ ƘŀǾŜ ǘƻ ōŜ ŘŜƭƛǾŜǊŜŘ ǎǇŜŎƛŦƛŎŀƭƭȅ ŘǳǊƛƴƎ ǘƘŜ ǎǇŜŎƛŦƛŜŘ ŘŀǘŜǎ ƻŦ άƭŜŀǊƴƛƴƎ 
ǿŜŜƪ нлмтέΦ 
 
Attached you will find the total content of our full, one-day workshops and the 3-hour taster will be an 
overview of the key elements of the workshop with enough information for you to appreciate and understand 
the outcomes of the course and there will also be an element of learning for the delegates who attend the 3-
hour taster to άtake away with themέ.  
 
ü Page 2: Transformational Leadership: First Line, Middle and Executive Modular Leadership Workshops 
ü Page 5: The Emotionally Intelligent Leader: άWhen BUSINESS Intelligence meets Emotional Intelligenceέ 
ü Page 7: άDoing it like Disney!έ ς Creating Customer Service Experience of Excellence 
ü Page 12: Creating High Performance Teams ς Understanding People types and Team Dynamics 
ü Page 14: άPerformance under Pressureέ ς Building Stress Resilience 
ü Page 16: Change Management: άLeading through and beyond, Changeέ 
ü Page 18: Conflict to Collaboration: Conflict Management 
ü Page 20: Creating a Culture where Innovation Thrives 
ü Page 23: Negotiating and Influencing Techniques: Harnessing the power of Emotional Intelligence 
ü Page 25: Selling Skills and Key Account Management: The Consultative Sell 
ü Page 29: Lean Methodology and 6 Sigma Business Improvement Techniques 

 
All of the above workshops carry a CPD accreditation and delegates will receive a professional CPD certificate of 
attendance.  
 
  
I hope that this is helpful and if you have any questions about any of them please feel free to contact 
us and we would look forward to the opportunity of delivering a taster Session for you at a date and 
time to suit you. 
 
Many thanks  
 

Barry Bailey                     
Executive Director     
e-mail: barrybailey@mtceurope.co.uk  
office: 0844 745 2120 
www.mtceurope.co.uk 

 

mailto:barrybailey@mtceurope.co.uk
http://www.mtceurope.co.uk/
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 First Line, Middle  and Executive Modular Leadership 

Development  Workshops  

  
Bringing together highly engaging, award winning, experiential activities with traditional 

and modern, breakthrough thinking leadership theories and models, our accelerated 

learning modules engage l eaders at all levels and equips them with CPD accredited 

professional development leadership techniques.  

 

Experiential learning and development techniques harnessed with Appreciative Inquiry 

review and application of learning outcomes concepts, have a prov en track record of 

assuring the highest possible level of knowledge retention than traditional methods with 

the highest levels of delegate engagement. As one of our clients once said about our 

Workshopsé ñSerious Learningébut GREAT Fun!ò 

 

Leveraging leader ship theories and experiential applications, MTCôs Modular 

Leadership Development Programmes  have become the preferred option for the 

RAF, Army, Navy, 200+ Local Authorities, 24 NHS Foundation Trusts and over 250 

Corporate organisations.  

From First Line Su pervisors through to Middle, Senior and Executive Leadership roles, 

delegates will use the Award Winning MTC kit to explore outcome based activities 

focussed on developing winning behaviours and attitudes at all levels within your 

organisation.  

Todayôs managers have a challenging role as they are asked to build high performance 

teams, deliver on KPI expectations, create and deliver Team and Organisational 

óbreakthrough thinking strategiesô, optimise performances and LEAN processes, 

implement transformationa l cultural change programmes éandé.do their ñdayò job! 

MTCôs Modular Leadership Development journey leads our delegates through all of 

these challenges on their way to becoming the ultimate Emotionally Intelligent 

Leader .  

 

Phase I  ï First Line, Team Leader , Supervisor Level  

Phase II  ï Middle Manager Level  

Phase III  ï The Emotionally Intelligent Leader ï Middle / Senior and Executive  

 

ñLeadership is a combination of strategy and character. If you must be without one, be 

without strategyò. 

General H (Storming ) Norman Schwarzkopf: Commander of ñDesert Stormò. 
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        ñLeading for Successò: Phase I ï 2 Day Workshop  Agenda  

 

Learning Outcomes: Delegates will: -  

ü Consider the impact of Managing  and / or Leading Teams  

ü Complete a Personal Leadership St yle Profiling  in order to identify their 

ñnaturalò leadership style and to identify how to apply the correct style of 

leadership to any given situation. (Situational Leadership)  

ü Develop an understanding of  Personal Leadership Styles -  Profiling  

ü Increase th eir Self Awareness  and Confidence  in their Leadership Style  

ü Develop their personal Emotional Intelligence on their journey towards 

Emotionally Intelligent Leaders .  

ü Gain a deep insight into personality types  and the dynamic impact that diverse 

personalitie s have within a Team.  

ü Learn how to achieve  ñBuy-Inò in from their Team  

ü Explore;  ñLeadership, Followership and Conflictors!ò  

ü Consider the 3 roles of an Inspirational Leader : 

Assessing  the achievement against KPIôs, Coaching  the 

under performers AND the hig h performers to maximise 

their contributions and becoming the Conscience  of the 

Team so that Team develops total commitment to the key 

Tasks.  

ü Learn how to identify (potential) leaders, followers and 

potential or existing Conflictors and how to motivate the  

Team  to buy - in to the vision.  

ü Learn the importance of developing a flexible leadership 

style  and know when to use each style.  

ü Learn and Consider 3 Leadership models: Adairsô Active Leadership, 

Blanchardôs Situational Leadership and Tuckmans Leadership Mod el.  

ü Learn and apply Adairôs 6 Core principles of leadership into their daily tasks  

ü Learn how to create  highly effectiv e and functional teams (Lencioni)  

ü Learn the 4 progressive stages of  Team dynamics and development  

ü Discover how to Build High Performance T eams  

ü How to turn Conflict into Collaboration ï Managing Conflict in Teams  

ü Explore ñThe 5 Dys-Functions of a Teamò ï Creating a Functional Team  
ü The 4 theories  of Motivation  ï ...and ... how to choose the correct one!  

ü Learn how to create buy - in of shared vis ions  thus creating a motivated Team.  

ü Learn how to assess their own teams for  functionality (Lencioniôs 5 

Dysfunctions of a Team) ï and will practice 5 skills to develop functional and high 

performance teams.  

ü Learn to use the same Leadership and Team Workin g Principles  which we 

have previously delivered to the Red Arrows  

ü Learn the necessary skills to create a high performance team  

ü Participate in Experiential Activities  in Team Building  

 

Workshops usually run from 9:30 ï 16:30 with 12 delegates per workshop  

 

N.B. This workshop will include several ñChallenge by Choiceò Experiential 

activities to practice and demonstrate Leadership Skills and will earn each 

delegate 16 CPD Learning Credits  

 

 

conflictors

Conflictors
conflictors

conflictors

conflictors

conflictors

FOLLOWERSHIP

LEADERSHIP

Tuckman Model

ÅForming

ÅStorming

ÅNorming

ÅPerforming

Leadership, Followership and Conflictors

Conflictors

ÅUnparticipative

ÅDistant

ÅNegative

ÅUntrusting

ÅDamaging

ÅRebellious

Leaders and Followers

ÅShared Vision

ÅHarmony

ÅTeamworking

ÅCollaboration

ÅPositive Energy

ÅFunctional

ÅTrusting
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            ñLeading for Successò:  Phase II ï 2 Day  Workshop  Agenda  

 

Learning Outcomes: Delegates will: -  

ü Re -Cap of Phase I ñLeading for Successò Concepts and Update 

ü Increase their understanding of The  Emotionally Intelligent Leader: 

applying emotional intelligence  

ü Understand the  roles people play in teams ï Belbin Profil ing  

ü Learn The 4 theories  of Motivation ï how to choose the 

correct one to motivate your team  

ü Practice Blanchard and Hersheyôs Situational Leadership  

Principles  

ü Learn how to  Create a Culture  where Innovation  Thrives ï 

the 3 behaviours  

ü Explore the 7 Steps of  Change Management  

ü Learn how to  avoid the 9 Biggest Mistakes of Change 

Programmes  

ü Develop their  Problem Solving  and Decision Making  Skills  

ü Learn how to maintain peak  Performance under Pressure: 

Stress Resilience  

ü Learn Performance Management  and understand ing Lean /Six Sigma 

Principles  of Leadership  

ü Practice  Professional Communications : applying Transactional Analysis  

and Neuro - Linguistic Programming  Techniques  

ü Practice  Empathic Listening Techniques  

ü Lean the  GROW  Coaching and Mentoring Skills: 

Delegates wil l learn professional coaching and 

mentoring  techniques  

ü Learn their Myers Briggs Type Indicator -  Delegates 

will receive a full 15 page Myers Briggs 

Personality Type Profile  

ü Learn Conflict Resolution and Conflict Management 

Techniques, enabling them to turn  Conflict into 

Collaboration : and will learn their personal 

Conflict Style  

 

N.B. This workshop will include several ñChallenge by 

Choiceò Experiential activities to practice and demonstrate Leadership Skills 

and will earn each delegate 16 CPD Learning Cred its  

 

 

 

 

 

 

 

 

 

 

 

Reason

Why?

Coaching

Define

Goal

Plan

Priorities

Involve

Others

Self

Belief

Take Action

& Measure

Results

Personal

Ownership

ÅJust Do It!   

ÅSustain the Results   ÅBuild your own Self Belief

ÅKeep  Focused!   

vision

Use of   

Imagination

S
M

A
R

T
S

ÅProblem Solving  

ÅProject Planning 

ÅIdea Generation  
ÅRisk Assessment  

ÅPossibility Thinking  

ÅPrioritising

ÅPlanning in Time  

ÅAmbition?

ÅTo Feel Good?

ÅBelief?

ÅSelf Esteem?

ÅSelf Motivation?

ÅRelationship Building  

ÅTeam Building  

ÅDelegation  

ÅNeed to fit in with THEIR plans  

ÅShare your óReason Whyô?  

ÅRe-define a more realistic goal?  

ÅYOU have to  OWN the Goal  

ÅIncrease your confidence level of success  

ÅSeek encouragement from those you involved

ÅRemind yourself of your óReason Why?ô

ÅVisualize your Achievement 

and Success  
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   ñLeading for Successò:  Phase III -  Emotionally Intelligent Leader ship  

                                          2 Day Workshop Agenda  

 
Learning Outcomes: Delegates will: -  

 

ü Complete an on - line Emotional Intelligence Profile  prior to atte nding the 

workshop and will receive a 15 -20 page personal report.  

ü Analyse their Self Awareness  and Self - Leadership  Scores  

ü   Develop a greater understanding of all ñselfò behaviours leading to 

increased professional skills.  

ü Develop a greater understanding o f all  Intra and Inter Personal 

Relationships and people ñtypesò. 

ü Create a personal development plan for all 8 E.I. behaviours against their 

profile  

ü Practice Emotionally Intelligent Leadership  Skills  

ü Develop ñSocial  Awareness ò ï Understanding the impact tha t OUR style 

has on our Colleagues, Partners and our Clients Experience.  

ü Develop their  ñSelf- Leadership ò and E.I. Behaviours  

ü Explore how to make their personality, their Departments and their 

Organisation ñstand out from the Crowd ò by practising their E.I. 

behaviours daily  

ü Develop their ñRelationship Managementò  

ü Learn how to create group synergy and motivation  

ü Demonstrate how to display inspirational and motivational ñWinning 

Behaviours and Attitudesò to our Colleagues and fellow Staff members  

ü Discover how  to apply the ABC of Behaviour Management  using E.I. 

techniques  

ü Explore the powers of Influence  that E.I. can offer  

ü Learn how to select and apply The 6 Leadership Styles of the 

Emotionally Intelligent Leade r ï identifying our Style ï complementing 

Situatio nal Leadership Concepts  

 

 

 

 

 

 

 

 

 

 

 

 

 

N.B. This workshop will include several ñChallenge by Choiceò Experiential 

activities to practice and demonstrate Leadership Skills and will earn each 

delegate 16 CPD Learning Credits  
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 When Business Intelligence me ets Emotional Intelligence  

 
Emotional intelligence (E.Q.) is the ability to identify, use, 

understand, and manage emotions in positive ways to relieve 

stress, communicate effectively, empathise with others, 

overcome challenges, and defuse conflict. Emotio nal intelligence 

impacts many different aspects of your daily life, such as the way 

you behave and the way you interact with others.  

If you have high emotional intelligence you are able to recognise 

your own emotional state and the emotional states of othe rs, and 

engage with people in a way that draws them to you. You can use 

this understanding of emotions to relate better to other people, 

form healthier relationships, achieve greater success at work, and 

lead a more fulfilling life.  

Perhaps the biggest sur prise has been the impact of E.I. in the 

world of business, particularly in the areas of leadership and employee development (a 

form of adult education).  

 

The Harvard Business Review  has hailed emotional intelligence 

as ña ground- breaking, paradigm - shatt ering idea,ò one of 

the most influential business ideas of the decade.   

 

Delegates will:  

¶ Complete an on - line Emotional Intelligence Profile  prior 

to attending the workshop and will receive a 15 page 

personal report.  

¶ Analyse their Self Awareness  and Self - Le adership  Scores  

¶  Develop a greater understanding of all ñselfò behaviours leading to increased 

professional skills.  

¶ Develop a greater understanding of all  Intra and Inter Personal Relationships 

and people ñtypesò. 

¶ Create a personal development plan for all  8 E.I. behaviours against their 

profile  

¶ Practice Emotionally Intelligent Leadership  Skills  

¶ Develop ñSocial Awarenessò ï Understanding the impact that OUR style has on 

our Colleagues, Partners and our Clients Experience.  

¶ Develop their  ñSelf Leadershipò and  E.I. Behaviours  

¶ Explore how to make their personality, their Departments and their Organisation 

ñstand out from the Crowd ò by practicing  their E.I. behaviours daily  

¶ Develop their ñRelationship Managementò 

¶ Learn how to create group synergy and motivation  

¶ Demonstrate how to display inspirational and motivational ñWinning 

Behaviours and Attitudesò to our Colleagues and fellow Staff members  

¶ Discover how to apply the ABC of Behaviour Management  using E.I. 

techniques  

¶ Explore the powers of Influence  that E.I. can  offer  

¶ Learn how to select and apply The 6 Leadership Styles of the Emotionally 

Intelligent Leade r ï identifying our Style  

 

INTRA ïPERSONAL

INTELLIGENCE

INTER ïPERSONAL

INTELLIGENCE

The Harvard       

Business Review 

has hailed emotional 

intelligence as ña ground-

breaking, paradigm-

shattering idea, one of the 

most influential business 

ideas of the decade.ò
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 Disney's Customer Service Excellence + FISH! ï An     
in - house training workshop in customer service  

 
Service Excellence has become the Holy Grail that every organisation is now pursuing ï 

why? ...because, nowadays, every one of our Customers or Business Partners are 

expecting, if not demanding , it.  

 

This in -house, 1 day inspirational and fun workshop 

takes a look how the BEST Company  in the World 

manages outstanding Service Excellence.  

 

Disney  has won the BEST IN CLASS Award for Service 

Excellence across every Sector for almost 40 years  

and o ur facilitator shares his unique personal 

experience of his visit to ñsee behind the scenesò at 

Disney Florida to see ñHow Disney ódoesô Service 

Excellence and he takes the delegates on a magical 

journey that explores:  

ü The Secrets of the Magic Kingdom  

ü The 10 Things that Disney would do 

differently i f he ran your Organisation  

ü The 9 Principles of Ser vice Excellence -  How 

does Disney "DO" Customer Service?  

ü The 6 Keys to the "Magic Kingdom"  Culture of 

Excellence  

 

                        Cr eati n g  a Cult u re  o f  Ser v i ce  and  Customer  Ex peri ence E x cel len ce 

                          W hat  I F...  Disn ey  r an  yo ur  Organisation?  

Disney has won the ñBest  in  Classò Award  for their Cust omer  

Ser vice  Principles for the last  consecuti ve 40  years  

é Now  t h ese  prin ci p les  are  de l iv er in g exc elle n ce  in Organisations across the UK  

             The Institute of Customer Service Sa ysé 

In a Survey of Senior Executives ï over 6,000 Executives believed that understanding 

the Customer viewpoint was óvery likelyô to lead to Customer Service ROI, viewing it as 

a key driver of increased efficiency and perceived ñValue for Moneyò. 

ñLocal Organisations must design an experience that creates customer advocacy and 

establishes a total culture of service quality, from the top down, in order to deliver for 

customers. Focusing on, and measuring, the softer elements of Customer Service is key 

to ach ieving Customer Service ROIò 

 

Differentiators

Identify

Products or 

Service

Quality Service

Customer 

Service

Customer

Experience 

Excellence

The progression of Competitive 

Advantage ñValue-Addedò in your 

Organisation

How to create Customer EXPERIENCE Excellence

Delivering Customer Service Excellence

Delivering Customer 

EXPERIENCE Excellence

ñNowadays, óCustomer Service 

Excellenceô is expected in every

service organisation é we need to go 

beyond óService Excellenceô and learn 

how to deliver óCustomer  and 

Customer Experience Excellenceô 

ésomething that our Customers will 

talk about foreveréò

ñDoing it like Disney!ò
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              W or ksho p  Agend a: ñDoing it like Disney!!ò       

           

                      

 

 

 

 

 

 

 

 

 

 

 

                                                   ñDoing it like Disney!!ò  

 

          Sprinkling the ñMagic Kingdomò Dust: Disneyôs Service Principles 

ü Going Beyond  Service Excellence  to guarantee the Customer Experience  

ü Experiential Activity: Paradigm Shifter  

ü The Disney Principles of Service Excellence : What can we apply in our 

Organisation?  

ü The 9 Principles of S ervice Excellence ï The Service Gospel according to Disney  

ü The 6 Keys to the Magic Kingdom ï applying them to your Organisation  

     

 

 

 

 

 

 

 ñThanks for all your work delivering the Customer Service 

traini ng sessions. I have received fantastic feedback and am 

positive that we will be able to take this forward to achieve the 

cultural change and increased service standards to which we are 

aspiring.ó  

 (Darren Baker Head of Projects & Co mpliance University of 

Essex Campus Services)  

  

òAbsolutely amazing experience/training... ó (Service  

Improvement Lead, Chelsea and Westminster NHS)  

 

òñJust ..... FANTASTIC!! ó (Helen Tautz ð Director 

of Operations ITV for Ant & Decõs òIõm a Celebrity ð 

get me out of here! ó and Saturday Night Take Away) 
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 The 10 things you would do Differently if Disney ran YOUR Organisation  

1.  Focus on what canôt be measured ï Measuring  

the Customer Experience  

2.  Paradox: Customer First is more efficient  ï 

Building Empathy & Compassion with our Customers. 

Creating Winning Behaviours and Attitudes in our 

Departments  

3.  Regard Customer Satisfaction as Fools Gold  ï 

The top 7 Drivers for Customer Satisfaction  

4.  Measure to improve NOT to impress  -   

 

Seeing your Organisation through the eyes of a Customer  

ü ñMoments of Truthò ï Jan Carlsson SAS  

 Group Activity:  Customer / Customer Touch -Points  

ü Experiential Activity: Seeing Your Organisation through the e yes of a Customer  

ü Moments of Truth / The 15 Steps Strategy / Agile / Lean Thinking ï Measuring 

Customer Satisfaction  

ü Setting our Service Standards for our Organisation:   On a scale 

of 1 -10: how would our Customers score us?  

ü Self - Audit  how do WE stack up a gainst our Values  

ü Keeping the Customer Satisfied   

ü Experiential Activity: Self Audit ï Measuring our Values   

 

Customer Engagement  

ü Creating a Culture where Transformation and Innovation 

Thrive  

ü Leadership, Followership and Conflictors!  

5.  De - centralise the Aut hority to say ñYESò ï modelling 

empowerment and creating Excellence  

6.  Change the concept of Work from Service to Theatre ï 

The role of Emotional Intelligence within the Customer 

Service: Service with Empathy and Compassion  

 

 The 4 Principles of Achieving Cus tomer Excellence Experience ï FiSH! DVD   

ü Choose your Attitude  

ü Play 

ü Make their Day  

ü Be There for them  

 

 

 

Doing it like...

Delivering Customer Experience Excellence
NHS Birmingham Childrenôs Hospital Team busily working 

on their 2020 Vision at Ronald McDonaldôs House!
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Integrating Empathy and Compassion in our Customer Care  

ü Turning a Customer Service into a Customer EXPERIENCE  

ü Understanding the Customer  that we are S erving  

ü Dealing with difficult Customers  

ü How to turn  Raging Customers into Raving Fans!  

 

Developing Emotional Intelligence in our Customer Service  

 

ü When Business Intelligence meets Emotional Intelligence  

ü Hard - Wiring Compassion and Empathy  into our DNA  

ü DeBonoôs Thinking Hats ï Challenging Personalities  

ü Creating a Culture of Compassion and Empathy  by developing our E.Q.  

 

ü Experiential Activity: Impasse ï The ABC of Managing Behaviour  

 

7.  Harness the Motivating Power of Imagination  

ü Creating a Culture of Innovatio n , Service and Customer Experience Excellence  

ü How DO those guys do Innovation ?  -   Apple / Nike / 3M / Leading 

Councils  Case Studies  

ü The 3 Ingredients for Innovation for Service Excellence  

ü Disneyôs Creative Strategy ï ñDreaming the Perfect outcomeò 

ü Experi ential Activity:  Designing our Perfect ñ10 out of 10ò 

Organisation with Appreciative Inquiry  

 

8.  Create a climate of dis - satisfaction  

ü Understanding and applying the principles of Lean Thinking and Kaizen  into our 

Organisation  

 

9. Create GREAT Teams!   

ü The 5 D ysfunctions of a Team  

ü How to create Inspirational and Compassionate 

Teams  

ü Teamwork Lessons  from the Geese -  DVD  

ü Experiential Activity: Levitation Challenge  

 

10. Close the gap between KNOWING and DOING  

ü   Creating a Disney Integration Matrix  for our Values a nd Standards  

 

 

 


