Mobile Team Challenge Ltd
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Learning Week Courses 2017
Deardr or Madam,

Many thanks foryour enquiry regarding our courses and experiential equipment.

Please find below the list and outlines of tharious Workshops which we are offering a FB{BBur taster

session of for Learning Week 2017.
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Attached you will find the total content of our full, orday workshops and th&-hour taster wil bean
overview of the key elements tiie workshopwith enough informatiorfor you toappreciateand understand
the outcomes othe course and there will also be an elementi@dirningfor the delegates who attendhe 3-
hour taster to dtake away wih theme.

Page2: Transformational Leadership: First Line, Middle &xécutiveModular Leadership Workshops
Page 5: The Emotionally Intelligent Lead®vhenBUSINESStelligence meets Emotional Intelligerice
Page 70Doing itlike Disney£ ¢ Creating Customer Serviéxperience oExcellence

Page 12: Creag High Performance Teamgd&Jnderstandind?eople types and Team bgmics

Page 14dPerformance under Pressure BuildingStress Resilience

Page 16: Change Managemedteading through andeyond Change

Page 18: Conflict to Collakation: Conflict Management

Page 20: Creating a Culture where Innovation Thrives

Page 23: Negotiating and Influencing Techniques: Harnessing the power of Emotiongkhtelli
Page 25: Selling Skills and RegountManagementThe ConsultativeSell

Page29: Lean Methodology and 6 Sigma Business Improvehectiniques
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All ofthe above workshops carry a CPD accreditation and delegdtl®ceivea professionaCPDcertificate of
attendance.

| hope that this is helpful andyou have any questions about any of them please feeltivemntact
usand we would look forward to the opportunity of delivering a taster Session for you at a date
time to suit you

Many thanks

Barry Baife

Executive Director

e-mail: barrybailey@mtceurope.co.uk
office: 0844 745 2120
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 |  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

Wor kshomSeri ous Learningébut GREAT Fun! o

Leveraging leader ship theories and experiential applications, MTC6s Modul ar
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.

T oday 6 sagensdave a challenging role as they are asked to build high performance

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

O0breakthrough thinking strategiesd, optimise perfor me
implement transformationa I cultural change programmes éandé. do t
MTC6s Modul ar Leader s hi jpunbyeadslow gelegates through all of

these challenges on their way to becoming the ultimate Emotionally Intelligent

Leader .

Phase | 1 FirstLine, Team Leader , Supervisor Level

Phase Il 1 Middle Manager Level

Phase Il T The Emotionally Intelligent Leader T Middle / Senior and Executive

fLeadership is a combination of strategy and characte
without strategyo.

General H(Storming ) Nor man Schwar zkopf: Commander of fADesert
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U Consider the impactof = Managing and/or Leading Teams
i Complete a Personal Leadership St yle Profiling in order to identify their
inatural o | eadership style and to identify how to
leadership to any given situation. (Situational Leadership)
U Develop an understanding of Personal Leadership Styles - Profiling

U Increase th eir Self Awareness and Confidence intheir Leadership Style

U Develop their personal Emotional Intelligence on their journey towards
Emotionally Intelligent Leaders

U Gain adeep insightinto  personality types and the dynamic impact that diverse
personalitie s have within a Team.

i Learn howtoachieve @ B u-y n anfrom their Team

Explore; iLeader ship, Foll owership an

U Consider the 3 roles of an Inspirational Leader : dership, Followership and @l L

Assessing t he achi evement Eapchingy sthe KP S ‘
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.

U Learn how to identify (potential) leaders, followers and
potential or existing Conflictors and how to motivate the
Team to buy -in to the vision.

U Learn the importance of developing a flexible leadership
style and know when to use each style.

U Learn and Consider 3 Leadership models: Adairsoé Active ,Leadership

Bl anchardés Situat i oand [Tuchmars deadersHhipiMod el.

Learnandapply Adairés 6 Core princi pihtetseirdaflytaskeader shi p

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

Learn the 4 progressive stages of Team dynamics and development

Discover how to Build High Performance T eams

How to turn Conflict into Collaboration T Managing Conflict in Teams

Expl ore AT-Fenbtbpsas of Craatingea Bumdonal Team

The 4 theories of Motivation 1 ...and ... how to choose the correct one!

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

Learn how to assess their own teams for functionality (Lencioni ds

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

performance teams.

U0 Learntousethe same Leadership and Team Workin g Principles  which we
have previously delivered to the Red Arrows

U Learn the necessary skills to create a high performance team

U Participate in  Experiential Activities in Team Building

N e

et ent i et B et et B e e e e

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

N. B. This workshop will include sever al fiChall enge
activities to practice and demonstrate Leadership Skills and will earn each
delegate 16 CPD Learning Credits
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0 Re-Cap of Phase | #ALeading for SuccessO Concept s

U Increase their understanding of The Emotionally Intelligent Leader:
applying emotional intelligence

0 Understand the roles people play in teams 1 Belbin Profil ing

i Learn The 4 theories  of Motivation i how to choose the TURTIONAG LEADERGIUR o
correct one to motivate your team gy THEPOUR LEADERSI® STVLES

0 Practice Bl anchar &ituationdl Ladderstiph ey 6 s
Principles .

U Learnhowto Create a Culture where Innovation Thrives i
the 3 behaviours

U Explore the 7 Steps of  Change Management

U Learn howto avoidthe 9 Biggest Mistakes of Change
Programmes

U Develop their Problem Solving and Decision Making Skills e R R e S50

U Learn how to maintain peak Performance under Pressure:
Stress Resilience

U Learn Performance Management and understand ing Lean /Six Sigma
Principles  of Leadership

U Practice Professional Communications :applying Transactional Analysis
and Neuro -Linguistic Programming Techniques

U Practice Empathic Listening Techniques

U Leanthe GROW Coaching and Mentoring Skills:
Delegates wil |learn professional coaching and
mentoring  techniques

A Sustain the Results

U Learn their Myers Briggs Type Indicator - Delegates - ‘
will receive a full 15 page Myers Briggs = [”
Personality Type Profile
U Learn Conflict Resolution and Conflict Management
Techniques, enabling them to turn Conflict into oo tseem? DN *
Collaboration  : and will learn their personal Ressol — —;Lg—'.—

Conflict Style

vision

N. B. This workshop will include sever al fiChall enge
Choiced Experiential activities to practice and den
and will earn each delegate 16 CPD Learning Cred its

Email:info@mtceurope.co.uk Telephone: +44 (0) 844 745 2120 Fax: +44 (0) 844 745 2119
Central Office: Mobile Team Challenge Ltd, Challenge House, P.O. Box 4191, Bracknell, Berkshire RG42 9NA
Registered Office: 3 College Yard, Lower Dagnall Street, St Albans, Hertfordshire AL3 4PA
Company No. Cardiff 4583573 VAT Registration No. 803 2078 65
www.mtceurope.co.uk



ithe

Potential

Unleash

Hleading forgSudcess”: Piessdld H s Emtitivatinlhjeligbelligeddr Leadersihipp
2 Dyy Wokéisdpop Agprdda

LeaminggODicamese Delegates talt: will ;-

i Complete anon -line Emotional Intelligence Profile prior to atte nding the
workshop and will receive a 15 - 20 page personal report.

U Analyse their Self Awareness and Self -Leadership  Scores

U Develop a greater understanding of all Aisel fo behtadingtar s

increased professional skills.
U Develop a greater understanding o fall Intra and Inter Personal
Relationships and people fAtypeso.

U Create a personal development plan for all 8 E.l. behaviours against their
profile
U Practice Emotionally Intelligent Leadership Skills

U Develop fASocial Awareness 01 Understanding the impact tha t OUR style
has on our Colleagues, Partners and our Clients Experience.

(i Develop their fi S e-lLdadership 0 and E.l. Behaviours

U Explore how to make their personality, their Departments and their
Or g ani s atand ounhfrori the Crowd 0 by practising their E.|
behaviours daily

U Developtheir iRel ati onship Management o

U Learn how to create group synergy and motivation

U Demonstrate how to display inspirational and motivational AWi nning
Behaviours and Aototr Cdllenguessaidd fellow Staff members

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

U Explore the powers of Influence that E.l. can offer

U Learn how to select and apply The 6 Leadership Styles of the
Emotionally Intelligent Leade r i identifying our Style i complementing

Situatio nal Leadership Concepts

Commanding

The
Emotionally
Intelligent

Leadership
Styles

Affiliative

N.B. This workshop wil!/l include sever al AChall enge
activities to practice and demonstrate Leadership Skills and will earn each
delegate 16 CPD Learning Credits

Email:info@mtceurope.co.uk Telephone: +44 (0) 844 745 2120 Fax: +44 (0) 844 745 2119
Central Office: Mobile Team Challenge Ltd, Challenge House, P.O. Box 4191, Bracknell, Berkshire RG42 9NA
Registered Office: 3 College Yard, Lower Dagnall Street, St Albans, Hertfordshire AL3 4PA
Company No. Cardiff 4583573 VAT Registration No. 803 2078 65
www.mtceurope.co.uk



@ \When Business Intelligence me ets Emotional Intelligence

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

INTRAT PERSONAL

understand, and manage emotions in positive ways to relieve Self — self
stress, communicate effectively, empathise with others, LR e Leadershi
overcome challenges, and defuse conflict. Emotio nal intelligence it eadensiip

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 i Relationship
your own emotional state and the emotional states of othe rs, and N Management
engage with people in a way that draws them to you. You can use el
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).
. . . . . . fimess The Harvard
The Harvard Business Review has hailed emotional intelligence Business Review
as fAa g rhyeaking, paradigm -shatt ering i dea, 0 has hailed emotional
the most influential business ideas of the decade. intelligenceasfia g r-ound

breaking, paradigm-

Delegates will: shattering idea, one of the
most influential business
ideas of thegxgde

1 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 fisel fo beh teadingtaincseased
professional skills.

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

and people Atypeso.

1 Create a personal development plan for all 8 E.l. behaviours against their
profile

Practice Emotionally Intelligent Leadership Skills

Develop A Soci al A wadr éJnderstanding the impact that OUR style has on

our Colleagues, Partners and our Clients Experience.

Developtheir A Sel f L e ad endsEH.iBphaviours

Explore how to make their personality, their Departments and their Organisation
fistand out from the Crowd 0 hpsacticing their E.l. behaviours daily

Develop their fiRel ati onshi p Managemento

Learn how to create group synergy and motivation

Demonstrate how to display inspirational and motivational AWi nning
Behaviours and Aototr Cdlleaguessaad fellow Staff members

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

techniques

Explore the powers of Influence that E.Il. can  offer

Learn how to select and apply The 6 Leadership Styles of the Emotionally
Intelligent Leade r i identifying our Style

=a =4

= = = =
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@ Disney's Customer Service Excellence + FISH! T An
in - house training workshop in customer service

Service Excellence has become the Holy Grail that every organisation is now pursuing T
why? ...because, nowadays, every one of our Customers or Business Partners are
expecting, ifnot 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.

How to create Customer EXPERIENCE Excellence

The progression of Competitive Customer
AdvantageAddadaein Y O gixperience
Disney has won the BEST IN CLASS Award for Service Organisation il
Excellence across every Sector for almost 40 years & k'S " Deliverlng Gustomer
and o ur facilitator shares his unique personal y = Customer
experience of his visit tot s »? =t _
Dl sne y F | or | d a t o see ﬁ H ow Dl ADoing it Iick EA s anIqu_rlEg Customer Service Excellence
Excellence and he takes the delegates on a magical Froducts of iNowadays, 6Custome
journey that explores: /" uaity servie Service oreant satio
beyond6Service Excell 4

U The Secrets of the Magic Kingdom

U The 10 Things that Disney would do
differently i f he ran your Organisation

U The 9 Principles of Ser vice Excellence - How
does Disney "DO" Customer Service?

U The 6 Keys to the "Magic Kingdom" Culture of
Excellence

Differentiators how to deliver6 Cust omer E
- . Customer ExperienceEx cel | enc

/ Identify ésomet hi ng Cudtoamers will r
talk about forever é{

Creating a Cult ure of Service and Customer Experi ence E xcellence

What |F... Disn ey ran your Organisation?
Disney has won the fiBest in Classo Award for their Customer

Service Principles for the last consecutive 40 years

é Now these prin ciples are deliveringexc elle nce in Organisations across the UK

The:zlnstitute of CustameriService Sa yss.é
In a Survey of Senior Executives i over 6,000 Executives believed that understanding
the Customer viewpoint was O6very |ikelydéd to |l ead to
a key driver of increased efficiency and perceived A\

fi L o ¢ aganis&ions 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
toachi eving Customer Service ROI O
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W orkshoop Agendda: filDoorignigikd Disreiv’k’'e Di sney! ! 0

fiThanks for all your work delivering the Customer Service
traini ng sessions. | 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. o6

(Darren Baker Head of Projects & Co mpliance University of

Essex Campus Services) -0
@{ i@
. © " _CUSTOMER ()

oiJust ..... FANTASTICH! 0 (Helen Tautz o Director SATERACTON

of Operations ITV for Ant & Dé dins a Ca&l
agetmeoutofherel 6 and Saturdav Nic

OAbsolutely amazing experience/training... 0 (Service
Improvement Lead, Chelsea and Westminster NHS)

fiDoorigntgikd Disrdei’/ke Di sney

Sprinicnmk lthien' gladichi@ nmidda gnio et DKissty's Diirvscn @yirocsyleS e

U Going Beyond Service Excellence to guarantee the  Customer Experience

U  Experiential Activity: Paradigm Shifter

U  The Disney Principles of Service Excellence : What can we apply in our
Organisation?

U  The 9 Principles of S ervice Excellence T The Service Gospel according to Disney

0 The 6 Keys to the Magic Kingdom T applying them to your Organisation
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The=10 thingsiyou woulddoiDifferently if Bisney ran YOUR«Qrganisation

1. Focus on what <canot
the Customer Experience

2. Paradox: Customer First is more efficient T
Building Empathy & Compassion with our Customers.
Creating Winning Behaviours and Attitudes in our
Departments

3. Regard Customer Satisfaction as Fools Gold T
The top 7 Drivers for Customer Satisfaction

4. Measure to improve NOT to impress -

T Measunmga s ur ed

Seeingyoun Organisation threugh thereyes of a:Customer

T Jan €ahlsson SAS
Customer / Customer Touch

0 AMoments of
Group Activity: -Points
U  Experiential Activity: Seeing Your Organisation through the e
U Moments of Truth / The 15 Steps Strategy / Agile / Lean Thinking
Customer Satisfaction
U Setting our Service Standards for our Organisation:
of 1 -10: how would our Customers score us?
U Self -Audit how do WE stack up a gainst our Values
U Keeping the Customer Satisfied

U Experiential Activity: Self Audit T Measuring our Values

Customer Engagement

U  Creating a Culture where Transformation and Innovation
Thrive
U  Leadership, Followership and Conflictors!
5. De-centralise the Aut hority to s &ynodelh@E S o
empowerment and creating Excellence
6. Change the concept of Work from Service to Theatre T
The role of Emotional Intelligence within the Customer
Service: Service with Empathy and Compassion

The 4 Principles of Achieving Cus tomer Excellence Experience
Choose your Attitude

Play

Make their Day

Be There for them

| et et AN et e

Email:info@mtceurope.co.uk Telephone: +44 (0) 844 745 2120

tween
Close the Gap Be!
Knowing and Doing

yes of a Customer
I Measuring

On a scale

Delivering Customer Experience Excellence

NHS Birmingham Childrenos
on their 2020 Vision at

L

»

S =
e

a N
Doi

FiSH! DVD

6. Change the Concept of Work from Service to Theatre
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Integrating Empathy and Compassion in our Customer Care

Turning a Customer Service into a Customer EXPERIENCE
Understanding the Customer that we are S erving
Dealing with difficult Customers

How to turn  Raging Customers into Raving Fans!

cC:

Developing Emotional Intelligence in our Customer Service

When Business Intelligence meets Emotional Intelligence

Hard -Wiring Compassion and Empathy into our DNA
DeBon o 6 s Thi n kii GhallenbirgtParsonalities
Creating a Culture of Compassion and Empathy by developing our E.Q.

[ = =l

U Experiential Activity: Impasse T The ABC of Managing Behaviour

7.. Harness the Motivating Power of Imagination

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

U How DO those guys do Innovation ? - Apple/ Nike/3M / Leading
Councils Case Studies

U The 3 Ingredients for Innovation for Service Excellence

UDi sneyds Creati Vved DSteraantienggy t he Per f e

Risk Taking Focuson he
U Experi ential Activity: Desi gning our Perfect 0 10

Organisation with Appreciative Inquiry

[e¢]

. Create a climate of dis - satisfaction

c:

Organisation

9. Create GREAT Teams!

U The5D ysfunctions of a Team

U How to create Inspirational and Compassionate
Teams

U Teamwork Lessons from the Geese - DVD

U Experiential Activity: Levitation Challenge

10. Close the gap between KNOWING and DOING

U Creatinga Disney Integration Matrix for our Values a nd Standards
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Understanding and applying the principles of Lean Thinking and Kaizen into our

10




