MANAGERIAL DEVELOPMENT PROGRAM

Interlinked training modules for development of human resources
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INTRODUCTION

This managerial development program has been designed for managers at all organizational

levels. Employees will be able to build up their knowledge, skills and abilities through a tested, step

by step program, by participating in a series of onetotwodays® cour ses. Thi s prog
them grow and develop, both professionally and personally as individuals especially in light of the

current challenging local environment. Current and potential managers, leaders and supervisors

will benefit the most from this program.

This program entails is a series of courses that will enable learners to manage themselves as well
as their organization in a more professional manner. It integrates both the theoretical and practical
perspectives, as well as both the local and international realities.

Starting with the Power of Positivity, this program moves slowly towards developing other
management skills such as time, anger and conflict management. The program also includes topics
like leadership and team building, as well as problem solving and decision making.

These courses are highly interactive and adult learner centered. The instructors use a wide variety
of techniques to facilitate the learning process for all types of learners. Simply put, this program is
an effort that enhances the learner's capacity to manage organizations and themselves. It is
designed especially in context of the local environment by helping the managers fill the gaps

present in their professional roles as well as move forward towards developing insights for their
roles in the future.

Target Employees: All Employees
Lead Trainer: Ms.Lubna Asrar Siddiqi
Locations: Karachi, Lahore & Islamabad
Minimum no. of Participants: 15

Maximum no. of Participants: 25
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Hyacinth Training Consultants provides training in a wide range of areas, which include soft skills, hard
skills and technical skills. Our main course will be Ms. Lubna Asrar Siddigi, who is also our
organization’s CEO. If needed, we also provide other trainers as per their availability.

Depending upon the length of the course, material, and services provided by HTC, the charges vary.

However, concession is given for training programs depending on the circumstances. Charges 1
material are added epending on the material and market rate. This can be discussed in person.

Material Provided by Hyacinth: The Presentation, Activity Sheets, Handouts/ Reading Material (soft
copies), special Material required by the Trainer and Certificates.

Requirements from the Organization*: Venue, Multimedia Projector, Microphones, Speakers, Flip
Charts, White Board with Markers, Basic Stationery, Refreshments (Tea and Lunch), material for
activities for the participants.

*These requirements can also be fulfilladHyacinth at an added cost

Training Methods:
Power Point Presentation, discussion, debates, practical individual and group activities, activity sheets,
interventions, role plays etc.

Training Packages 2011
As of April 2011 Hyacinth Training Consultants has introduced several discount packages for its long term clients. The
packages are as follows

.
* 10 days of Training Services within a financial year
* 10 % discount

20 days of Training services within a financial year-“
® 25% discount

* 60 days of training Services within a financial year\
* 40% discount
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Training Topics for Managerial Development
Program

QuoreX¥ e, com

This program includes the following topics:

1. The power of positivity
2. Time Management
Dress for success; professional grooming
Communication and customer service
Leadership and Team building
Problem solving and decision making skills
Conflict and anger management
Employee empowerment for organizational success

Managing the boss!
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The Power of Positive Thinking and Attitude
Benefits of Positive Thinking, Positive Mental Attitude, & Optimism

fiPositive thinking will let you do everything better than negative thinking willo
Zig Ziglar

Benefits of Positive Thinking, Positive Mental Attitude, & Optimism

Have you ever felt really stressed about something, only to see the stress vanish when you talk the situation
through with a friend? How many people do you know, who stop to think what the power of positive thinking
means?

Aims and Objectives

By the end of this workshop, participants will be able to:

Analyze their own effectiveness in the workplace

Conduct their SWOT Analysis

Develop self-control techniques and give timely positive feedback

Distinguish between a professional and a non- professional attitude

Evaluate their own performance as per their goals/ tasks

Explain eight general capabilities of highly effective people

Make changes in their personal and professional lifestyle to stay positive

Set little goals so as to achieve them easily

Take responsibility of their own actions

Understand the concept of a positive attitude in the workplace

Decide as to how they will turn up their positive attitude and then measure it
Create a positive environment around themselves both a home and at the workplace
Eliminate the negative elements that create negative thinking within themselves

=4 =4 —a_-_8_8_9_9_-29_-2_-9._-°2_-2-2.

The Content

A positive attitude increases motivation

Attitude drives behavior, and is infectious

Turning up the positive attitude

Characteristics of a positive attitude and optimism

Developing a positive attitude through various activities and exercises
Thinking positively: needs practice

Classification of virtues; being grateful even for bad things

Positive attitude means longer life_and great health benefits

Creating an attitude that paves the way to success for you and your organization
Carefully choose what and how to measure; your life & work

Living a positive life in a negative world to attain personal development
Overcoming pessimism; negative people influence your motivation
Ways to stay positive with miserable people all around you
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Time Management

One always has timeenough, i f one will appl yohartn Welgghanlg €on Goethe

Time is a man made concept; we have become sl aves
life means controlling your time, hence controlling everything in your life. Time Management helps people
gain a sense of control over personal responsibilities.

= Aims and Objectives

By the end of this workshop the participants will be able to:

Understand the need and importance of managing their time in their daily lives
Develop time management skills for their personal and professional lives

Utilize a variety of techniques to evaluate their own time management abilities
Lead a more productive life by developing their time management skills and reduce stress
Manage Time, Work and Family more effectively

Organize their household more efficiently

Determine the things they do that are important, and those which can be dropped
Use their time in the most effective way possible

Increase the time in which they can work

Control the distractions that waste their time and break their flow

Increase their effectiveness and reduce stress

Control what they do

Enjoy what they do

Have more quality time to relax and enjoy life
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Content:

Time Management

Procrastination

Self Evaluation

Why don't people manage their time?

Common Time Thieves

Strategies to deal with Time Thieves"”
Managing My Time (Personal & Professional)

Managing Time, Work & Family and Organizing the Household
Making a convenient weekly to-do list of palm size in a minute.
Successful Time Management

Advantages of Time Management

The Whys and Wherefores of Mismanaging Time

Keys to Successful Time Management

My Daily Planner
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Dress for Success Grooming Etiquettes
Building a Professional Image

Unfair as it may be, we judge others--and in turn are judged--by appearance. The good news is that
this is one area of our lives where we can take the wheel and make significant changes that will
positively impact our careers. This fast-paced, lively course offers participants sound advice and
simple steps they can take to immediately transform their professional image without a fairy
godmot her or magic poti on. Hrdmpy, aropeyisyoar wSrkptapeBy , S|
Dressing down, business casual and the like, which are sometimes described as benefits by
companies, are not appropriate for job interviews. Many of the "rules" established nearly three
decades ago in business literature still apply when it comes to interview attire. Whether what one
wears to an interview should matter will not be debated here. Rather, it should be assumed by anyone
interviewing for a job, whether a newly minted college graduate or a veteran to working world, proper
attire still does matter for first impressions.

Aims and Objectives

By the end of this program the participants will be able to:

Define grooming and professional grooming

Explain how having a professional appearance can boost the chance for workplace success
Discuss how not having a professional appearance can lead to disaster

Understand the difference between appropriate and inappropriate business attire

Know the components of traditional business dress for men and women

Define “business casual” dress as the term applies
Identify the important grooming needs they have on a professional basis

Understand how accessories can build or destroy their professional appearance

Develop behaviors other than just their clothing to promote their positive business image including
body language, vocal tones, and personal habits

Locate resources for shopping and services

Develop a personal action plan to improve their professional image
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The Content

1 Grooming as a social activity Clothing for men
T Clothing Do’s and Don’ts
1 Accessories Do’s and Don’'ts
1 Dress to Get Hired
1 For men: Suit, Shirt, Tie, Shoes, Belt, Socks, Hair, Jewelry
i1 Classic colors, Traditional patterns, Personal grooming
1 For women Suit, Blouse, Shoes, Stockings, Hair, Jewelry
1 Colors, Make-up, Personal grooming
Picture Perfect: Putting the Finishing Touches on a Professional Image
Resources within Reach and Reason: Practical demo on quick and low cost personal grooming at
home (Tips & Tricks) for both men and women
1 Physical Presentation
9 Clothing & Accessories
1 Personal Hygiene & Grooming Aids
1 Toileting Aids & Appliances
1 Shoes
T Make-up J Y ACINT
ﬂ Perfume AT L DL o
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Communication and Customer Services

The problem with communication is the illusion that is has occurred. George Barnard Shaw

In this day, means of communications have multiplied, and the five continents of the earth have virtually
merged into one; similarly all the members of the human family, whether peoples or governments, cities or
villages, have become increasingly interdependent. Hence, developing communication skills are not only
essential but a necessity in today’s world.

Providing great customer service in today’s busy and fast-paced world requires a unique combination of
skills, techniques, and method. Dealing with challenging customers (internal or external), handling peak
= busy periods, and learning to keep your cool under stress are all essential skills needed to deliver top-notch
customer service through effective communication.

Aims and Objectives:

By the end of this workshop the participants will be able to:

Understand the need and importance of Communication and Customer Services

Communicate using both verbal and non verbal cues with everybody

Utilize a variety of techniques to communicate effectively as per environment

Di scuss the purpose of “Service Excellence” with t}
Interact more positively with others

Manage and build positive customer relationships

Differentiate of positive and negative communication

Develop skills regarding utilization of correct body language

Listen carefully to others

Understand the barriers to communication

Identify non verbal cues given by the other person during communication

Develop healthy relationships with their peers and colleagues

Create an environment conducive to effective customer services

Determine the problems faced by the customer and get them resolved efficiently

Understand the customer’s behavior and behave accorl

=4 =8 -—8_-8_9_9_9_-9_9_-9_-92_-42_-4._5-42.-29

The Content
Communication and customer service defined
Verbal communication and non verbal communication
Temperament and communication
Communication methods
Dos and don’' ts -wefbalecoenmimigdtionand non
Listening skills
Barriers to communication
Key vocabulary & phrases
Cultural differences in non-verbal communication
Dealing with difficult people
Keeping your cool when criticized
Brand loyalty and quality customer service
o Customer service and employee satisfaction
Steps to spectacular/ remarkable customer service
Steps to a customer service initiative
Benefits of an effective customer service initiative
Customer service - dealing with complaints J Y ACIiNT
Handling angry customers @ SR ERAN AN
Retaining your customers
Implementation of customer service measures of service quality
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Leadership and Effective Team Building

Leadership is the art of getting someone else to do something you want done because he wants to do it.
Dwight Eisenhower

Some sit and ponder about whether leaders are made or born. The true leader however, concentrates on
developing the leadership qualities necessary for success. Simply put, leadership development is an effort that
enhances the learner's capacity to lead oneself, other individuals, groups and organizations.

Aims and Objectives:

By the end of this program, the participants will be able to:

Differentiate between Leadership and Effective Leadership

Understand the need and importance of Effective Leadership

Identify, develop an understanding of the different Leadership Styles

Distinguish between the different types of leadership skills used in any system

Recognize the different leadership roles present in an organization

Describe the i mportance of “knowledge” for | eadersh
Comprehend the Ethics of Leadership

Appreciate the importance of a Team Charter

Define the characteristics of High Performance & Effective Teams

Develop skills to select appropriate Team Members

Implement their skills developed to achieve any significant business purpose

Discover the skills needed to bring about a change in the organizational culture through Leadership and
Effective Team Building

=8 =8 =8 =08 -9_9_9_9_45_°9_-°9

The Content

Defining Leadership Need and importance of leadership
Changing Leadership requirements for today
Establishing a common vision

Leadership accountability

Leadership and dealing with conflict

Leadership and ethics

Leadership cycles

Leadership roles in an organization

Leadership self-assessment

Leadership styles, skills and qualities
Leadership’s relations with Management
Psychology of Leadership

Top ten attributes and skills of Good leaders
Characteristics of Effective Team Members

Guidelines for Effective Team Membership

High Performance / Effective Team Building

Seven propositions for successful change

Skills needed for teamwork

Team building for improvement through effective leadership
Team development

Team roles

Team work and team building essentials

Ten Ways to be Better at Team Building

Ten ways to kill leadership

Ways of influencing other people JHYACINT
. '-l( AlNINE

CUNBULTANTSE

=2 =0 =0-0-0_-9_9_9_9_9_9_9_9_9_9_9_-9_-9_-°9_-°_-°_-4°_-2°-_-2-2-°9




2011-2012

Problem Solving Skills and Decision Making

Much of what managers and supervisors do i s Anmmhymeus

Find Solutions to Meet Your Needs. Better problem solving skills equals better more informed decision-making
capability. Professionals must increase their problem solving skills, and approach problems with a holistic
attitude by identifying, and analyzing the situation before moving to solutions and solution development.

Aims and Objectives:
By the end of this program, the participants will be able to:
1 Understand the need and importance of using problem solving skills in their workplace
1 Identify, and develop an understanding of problem solving and decision making skills needed in
their professional and personal lives
9 Utilize a variety of techniques to develop problem solving and decision making skills whenever

required
1 Explain the problem solving process to their colleagues
1 Practically implement problem-solving strategies in their workplace
1 Develop a Decision making attitude
9 Discuss the Decision Making Process
1 Demonstrate Attributes of an effective Decision Maker
1 Make ethical decisions during problem solving
Contents
T Defining “Problem”
1 Problem or Solution?
1 Problem solving
1 Decision making
I The Four Step Basic Problem-Solving Model
I The Seven Step Problem Solving Model
1 Principles of Decision Making
1 Methods of Decision Making
1 Creative Decision Making — SM-14 Method
1 A Short Formula for Problem Solving and Decision Making
I Brainstorming
1 The Decision Tree
I Pareto's Principle - The 80-20 Rule
1 The Delphi Method
I Cause & Effect Diagram: Discover underlying causes
1 SCAMPER Model
1 The Factor Analysis Matrix
I Operations Research
1 Simulation and Model Building
1 Stochastic Simulation
1 Waiting Line and Queuing Theory
1 Gaming and Game Theory
1 The Scientific Method & their Equivalents in Management Decision
1 Your intuitive base or brain skKill
1 Decision-Making Styles
1 Who makes Decisions
1 Attributes of an Effective Decision Maker
1 Ethical Decision Making
9 Decision Making and Stress
9 Barriers to Effective Decision-Making JHYACINT -
-
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Conflict and Anger Management

Every means that produces war must be checked and the causes that prevent the occurrence of war be
advanced; so that physical conflict may become an impossibilityé . . Bahg862 Writin

Conflictsarei nevi tAd bl er.gani zati ons have conflict.doing n

Aims and objectives:
By the end of this program the participants will be able to:
1 Explain the difference between Conflict, Anger and Aggression
1 Understand and explain to their peers, the need and importance of managing Conflict and Anger in our
lives
Realize the affect of anger on their health and lifestyles
Identify the causes of anger
Build up strategies to deal with negative situations
Develop the basic skills needed for Conflict Resolution and Anger Management
Apply the skills learnt in their practical lives
Be aware of interpersonal conflict & anger as barriers to professional and personal growth

E R EEEE]

Content

1 Defining conflict

T Not all conflict is bad

1 Common misconceptions

1 Types of conflict behavior

1 Reasons for conflicts

o Personal

0 Interrelationship

o0 Organizational structure
Sources and root cause of conflict
Basics of conflict management
The cost of workplace conflict
Managing workplace conflict
Defining anger
Symptoms of anger
Difference between anger and aggression
Ways to keep cool
Steps to taming anger
Proven techniques for managing anger
Anger management tips
Manage and reduce conflict
Understanding the four levels of conflict
The implications and cost of taking no action
Restorative and preventive strategies
Current and future challenges
Conflict management processes (RMEPAIIA, BATNA, ARCI)
Matching strategies to issues

= =8 -4_-0_-0_-9_9_9_9_9_92_-92_-92_-42_--42_>4.--°_-2
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Employee Empowerment

Nothing creates more self-respect among employees than being included in the process of making
decisions
Judith M. Bardwick

Empowering employees is one of the major functions of managers and leaders in any organization. Employee
empowerment is a concept that gives power to the individual at the workplace. As employees are empowered,
they become more proactive and self sufficient, unleashing human potential to the maximum. Such employees
are happier as they are offered choices and participation, and feel responsible towards the organizational
success.

Aims and Objectives

By the end of the program, the participants will be able to:

Recognize the need for employee empowerment in their organization

Experience the dynamics involved in interpersonal communication with employees
Practice giving and receiving feedback developing a personal communication style
Enable their employees to plan their careers for a better future

Make decisions based on the business skills that empowerment affects

Articulate the behavior attributes associated with sharing power

Be aware of human responses and create a safety net for critical discussions

Guide employees in decision making based on: risk assessment, unintended consequence, cost and
timeliness

1 Seek feedback to ensure actions coincide with employee empowerment expectations

=2 =8 =8 -84 -4-9-1

The Content

Defining empowerment

How to empower people?

Helping employees with career planning

Effective interpersonal skills

Individuals must take responsibility for their own future
Employee engagement in the workplace

Accountability for behavior

Attribution style

Principles of employee employment

The empowering manager

Building decision making teams

Trust and valuing employees

Effective delegation of authority

Rewarding and recognizing employees for empowered behavior
Respect at work

Enhance workplace performance

Engaging employees to boost performance needs leadership from the top
Possible barriers in employee empowerment

A psychological safety net to enable team members to grow
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Managing the Boss!

The traditional secretarial support structure no longer meets the needs of many firms. There are many reasons
for this change; Boss and secretary/ assistant expectations, as well as customer-organization relationship
requirements have changed. With administrative assistance, information management and customer liaison
getting more importance and the incorporation of the information technology, a global 24/7 work environment
exceeds a secretary's/ assistant’s traditional 9 to 5 work schedule... hence changing its role!!!!

Aims and Objectives
By the end of this workshop, the participants will be able to:

1 Communicate using all media forms
91 Deal with difficult people at work
= f Discuss the importance of the secretarial/ assistal
9 Establish rapport with their boss for higher productivity
T Explain the boss’s needs as the boss requires
1 Identify methods of working efficiently with the boss
1 Know how to manage the work as well as the boss effectively
1 Recognize the changes occurring in their roles at the workplace in the new millennium
f Understand the concept of the assistant’s role goil
Content

1 End of the line for the traditional secretary
0 The changing boss-secretary/ assistant relationship
0 The elements of secretary/ assistant/ subordinate productivity
1 Relationship building
o Establishing rapport with your boss means less stressful days and higher productivity
1 Managing your boss
0 The different names of bosses
0 Types of bosses
0 Understand what the boss expects of you
A Understanding your boss's needs - a boss's perspective
o Know your boss's style
A Recognizing different leadership styles can solve communications or team problems
o Working for expatriates
A Overcoming cross-cultural barriers
A Dos and don’ts
o Keeping up with your boss's changing roles and responsibilities
A Assisting the boss in decision making
o Establish trust and develop trustworthiness
A Five levels of trust
o Staying ahead of your boss - what the boss wants you to do to help him/her keep things on
track
0 Qualities of a true professional
1 Communication
0 Giving and receiving feedback
A Handling criticism with honesty and grace
o Techno etiquettes
o0 Meetings
A Writing minutes
A ltinerary and Travel planning for the boss
o Dealing with difficult people at work
o Importance of time management
Myths about managing upwards
Valuing the secretary/assistant JHYACINT M
Career growth of the secretary/ assistant @: S D ERATGE LSS
A day in the life of a secretary/ assistant
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Hyacinth Training Consultants

Training Manager

Plot 122, 10™ Comm Street
Phase 4, DHA

Karachi, Pakistan 75000
www.hyacinthtraining.com

E: training@hyacinthtraining.com
P: +92-213-547-6585
M: +92-333-2357476
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