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INTRODUCTION

Both leadership and management in the 21st Century are 
becoming increasingly more complex. Typically organisations in 
private sectors are facing changes driven by political, economic, 
sociological, technological, legal and environmental issues.

In order to successfully meet these challenges organisations 
need to ensure that their leaders and managers at all levels have 
a comprehensive understanding of their roles, goals and 
required competencies. 

This program able to help you develop and refine the skills you 
need to manage people more effectively—and be ready for 
unexpected change.

Those completing Part III will develop techniques 
for thriving in times of organizational change, 
supervising teams, and managing conflict. 

Part IV participants will gain an understanding of 
dealing with employee safety and the legal issues 
of management as well as insights into customer 
service and continuous improvement. 

Part V is enable the participant know the way to 
conduct an effective performance appraisal 
through using the simple yet sound techniques. 

Part VI will assist quality practitioner and company 
managers in developing right KPIs for their 
organization.

Explore topics critical to developing effective 
management skills such as performance management, 
motivation, team development, interpersonal and 
communication skills, supervisory skills training and 
time management skills—everything you need to manage 
people effectively.

Part I includes communication, relationship building, 
leadership, and coaching. 

Those completing Part II will develop personal 
effectiveness skills in the areas of time management and 
planning for continuous learning. Problem-solving skills 
useful for both individual and team applications will also 
be developed. 

At the end of program, the participants able 
to:
• Know the importance of character in 

management
• Identify Core Competencies of effective 

managers
• Discover techniques for improving their 

personal performance as a team leader
• Devise a strategy to manage the team 

through the stages of development
• Consider methods of dealing with 

conflicts between team members
• Review strategies for handling difficult 

people

Objectives



Management I (2 Days)

Module 1: Roles, Expectations and 

Responsibilities

• Span of control and sphere of influence

• The multiple roles of a manager

• Organizational trends in the new 

millennium

• The transition to supervising

• Key competencies of success

Module 2: Effective Managerial 

Communication

• The elements of communication

• Perception: looking through the lens

• Verbal and non-verbal communication

• Listening styles

• Why communication breaks down

Module 3: Establishing Effective Workplace 

Relationship

• Getting the job done through others

• Components of healthy relationships

• Payoffs of healthy relationships

• Nine spheres of influence

• The value of introspection

• Do you “walk your talk”?

Module 4: Performance Driven Leadership

• Effective leadership skills assessment

• The four traits of leadership

• Situational leadership 

• Employee readiness analysis

• Giving away power

• Traits on an innovative leader

Management II (2 Days)

Module 5: The Manager’s Role in Impacting 

Performance

• Why focus on performance

• Creating a motivational climate

• How employees assess management 

effectiveness

• Leader’s impact on performance

• The performance management cycle

Module 6: Supervising for Success

• Coaching and counseling

• Measurement and accountability

• Training effectiveness

• Getting the most from your performance 

evaluation process

Module 7: Managing Time and Successful 

Delegation

• Time management and reality

• Delegation tips and guidelines

• Four phases of delegation

• Conducting better meetings

Module 8: Real World: Risk Taking, Decision 

Making, Problem Solving

• Problem-solving principles

• Seven steps to solving problems

• Resource and barrier analysis

COURSE CONTENT



Management III (2 Days)

Module 9: The Manager’s Role in a Changing 

Environment

• Change leadership

• The change cycle

• Our capabilities vs. Our challenges

• Eight reasons change efforts fail

• Fourteen principals of productive change

• The change wheel

Module 10: Managing and Leading Teams

• What is a team

• The four stages of team development

• Pitfalls and progress

• Goal setting

Module 11: Successful Conflict Resolution

• Effective decision making

• Definition of workplace conflict

• Strategies and styles in resolving conflicts 

and negotiating

• Diffusing the hostile employee

• The conflict resolution process

Module 12: Mutual Interest & Negotiation 

Skills Stepping to their side

• The stages of negotiation 

• Common mistakes in negotiations

• Becoming anticipatory

• Communicating into resistance

• Negotiation commandments

Management IV (2 Days)

Module 13: Creating and Maintaining an 

Ethical Workplace

• Why ethics

• The ethical traps

• Your ethical orientation

• Examining the ethics of a business decision

• Separating perception from reality

Module 14: Organizational Well-Being

• What is a “safe environment”

• Creating a safe workplace

• Coping with stress

• Sexual harassment

• Workplace violence

• Developing an action plan

Module 15: Delivering Exceptional Customer 

Service

• Would you do business with yourself

• What do customers want?

• Your customers: the big picture

• Hiring customer-service focused people 

• Practical tips for improving customer 

service

Module 16: The Manager’s Role in Continuous 

Improvement

• Continuous improvement: background

• Key principles

• TQM

• The theory of constraints

• The role of benchmarking 

COURSE CONTENT



Management V (1 Day)

Module 17: Overview of Performance 

Appraisals

• Purpose and benefits of performance 

appraisals

• How performance appraisals related to 

performance management

• The performance management cycle

• The “dos” and don’ts” in performance 

appraisals

• The win-win mentality

Module 18: Setting Performance Objectives

• Setting “SMARTER” objectives to strive 

staff to excel in performance

Module 19: Assessing Staff’s Performance 

and Completing the Performance Appraisal 

Report

• Appraisals on attitudes and performance

• Pitfalls to avoid

• Rating and writing comments

Module 20: Conducting Performance 

Appraisal Interviews

• The preparation

• Attitude for the interview

• The agenda

• Opening the interview

• Giving and receiving feedback 

constructively 

• The essential communication skills 

required in the process

• Staff’s personal growth and development

• Closing the interview

Module 21: Dealing with Difficult Reactions and 

Remarks

• Typical difficult reactions and remarks

• Ways to overcome

Module 22: Following up 

• Record and document

• Following the agreed actions

Management VI (1 Day)
Module 22: Basic Concepts in KPI 
Development
• Setting the scene
• What are KPIs?
• Why measure performance?
• KPIs – what is the simplest way to develop 

them?
• Activity, efficiency, effectiveness - what is 

being measured 
• Properties of good KPIs
• Performance stories

Module 23: The Roles of KPIs in the 
Performance Management
• Technical Vs. Management Issues 

Surrounding KPIs
• The Roles of KPIs
• Two factor describing the roles of KPIs
• Guiding principles for determining 

strategies drivers

Module 24: The Core Processes 
• Core processes
• Why bother with core processes?
• Private sector – core processes
• Designing management reports around 

core processes

Module 25: Applying Measurement
• Practical issues with measurement
• KPI hierarchy
• Guiding principles for KPIs
• Lead and lag indicators & Targets
• Performance evaluation

COURSE CONTENT
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