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Using E-mail and Instant Messaging Effectively

[bookmark: Overview][bookmark: Target][bookmark: Duration][bookmark: Objectives]Overview/Description
In today's fast-paced world, information is sent and received more rapidly than ever before. But how do you ensure that the messages you are sending are effective, acceptable, and will be taken seriously? The use of proper e-mail etiquette is the cornerstone for ensuring your message gets across quickly, appropriately, and concisely. This course covers the basic requirements for using e-mail to communicate effectively. Specifically, you will be introduced to tried-and-true guidelines for e-mailing effectively, fundamental elements every e-mail should contain, and the importance of keeping e-mails concise. The course also covers the etiquette associated with using instant messaging programs as an extension of e-mail.

Target Audience
All levels of employees, and any individual who wishes to refresh and refine their e-mail skills

Expected Duration (hours)
1.0

Lesson Objectives
Using E-mail and Instant Messaging Effectively 
  recognize appropriate usage of basic rules of etiquette for writing e-mail
  recognize various ways each element of an e-mail message might be handled for a given scenario
  recognize which guidelines to use to keep e-mail concise, given an example
  recognize appropriate usage of basic rules of IM etiquette










Essential Skills for Professional Telephone Calls

Overview/Description
Virtually every single company in the global economy uses the telephone for at least a part of their business. For many organizations, the telephone is the primary form of communication with customers, clients, and colleagues. And with virtual work environments established as a modern business practice, business telephone etiquette is more important than ever to your success as an employee and the success of your organization. This course introduces the essential skills for professional telephone usage. It covers best practices for making and receiving telephone calls, recording and leaving voice mail messages, and the etiquette guidelines for using cell phones.

Target Audience
All levels of employees and any individuals wishing to refine their telephone skills

Expected Duration (hours)
1.0

Lesson Objectives
Essential Skills for Professional Telephone Calls 
  recognize why the telephone is such an important business tool in projecting a positive image
  recognize best practices for using the telephone in a given scenario
  identify examples of best practices for using a cell phone
  recognize examples of appropriate recorded voice mail greetings
  recognize appropriate examples of leaving voice mail messages










Interpersonal Communication: Communicating with Confidence

Overview/Description
Are you reluctant to voice your opinions to your colleagues for fear they'll be judged negatively? Do you find yourself avoiding awkward communication situations? Confident interpersonal communication skills are essential for healthy and successful relationships, whether personal or professional. Once you've learned how to apply them, these skills enhance your influence and help you achieve your goals. Communicators have an enormous advantage if their relationships are based on rapport-building trust and credibility. But trust and credibility are not the only essentials. You also need to use specific communication behaviors to project confidence in all your verbal and nonverbal interactions. The course shows you how the essential elements of trust, credibility, and specific confident communication behaviors bring about confident communication and enhance your influence. It highlights the advantages of communicating with confidence, explores the construction of trust and credibility, and clarifies how trust and credibility result in confident communications. Materials designed to support blended learning activities aligned with this course are available from the Resources Page.

Target Audience
Individuals who want to develop or refresh their interpersonal communication skills

Expected Duration (hours)
1.0

Lesson Objectives
Interpersonal Communication: Communicating with Confidence 
  identify expressions of the essential elements of confident communication
  recognize how trust and credibility enhance confidence in interpersonal communication
  recognize the use and impact of confident communication behaviors in a given communication scenario






Interpersonal Communication: Listening Essentials

Overview/Description
Sir Winston Churchill said 'Courage is what it takes to stand up and speak; courage is also what it takes to sit down and listen.' Effective listening takes more than just courage; it also takes constant learning and practice. To prepare for effective listening, you need to identify and overcome the barriers that stand in the way of effective listening. You also need to be an attentive, empathetic, and active listener. When you engage in the technique of active listening, you focus your attention completely on the speaker, listen carefully for meaning, then use feedback to verify that you've correctly understood the communication. This course explores the benefits and challenges of effective listening and demonstrates how active listening techniques enhance the effectiveness of your listening skills. It takes you through the various levels of listening and outlines behaviors and thought patterns that demonstrate active listening techniques. Finally, it highlights the important skill of providing listener feedback to demonstrate or clarify understanding of the speaker's communication. Materials designed to support blended learning activities aligned with this course are available from the Resources Page.

Target Audience
Individuals who want to develop or refresh their interpersonal communication skills

Expected Duration (hours)
1.0

Lesson Objectives
Interpersonal Communication: Listening Essentials 
  recognize how to overcome the listening barriers exhibited in a given scenario
  recognize behaviors and thought patterns that demonstrate key active listening techniques
  distinguish between examples of the four levels of listening 
  provide appropriate verbal feedback to demonstrate or clarify understanding in a given scenario






Workplace Conflict: Recognizing and Responding to Conflict


Overview/Description
Conflict can have many causes – disagreements about who does what, or about how things are done, as well as disagreements related to personality and style. And inevitably, conflicts will arise in the workplace, so it's critical to be able to deal with them successfully. If you avoid conflict that requires quick, decisive action, or if you take an aggressive approach when you need to gain the commitment of the other person, you may make the situation worse. Unresolved conflict can intensify and hinder your productivity as you spend more time worrying about the conflict than achieving your goals. And remember, the costs of prolonged conflict can be high – negative emotions, blocked communication, and stress. But choosing the appropriate response based on the type of conflict is important. When you address conflict properly, you will experience a number of benefits: it can enhance your creativity and it can strengthen your relationships, for example. This course describes these and other benefits of conflict. It also explains the types of conflict situations you're likely to face in the workplace and describes appropriate responses depending on the outcome you want. Materials designed to support blended learning activities aligned with this course are available from the Resources Page.

Target Audience
Individuals who want to develop or refresh their skills at recognizing and responding to workplace conflict

Expected Duration (hours)
1.0

Lesson Objectives
Workplace Conflict: Recognizing and Responding to Conflict 
  classify a given conflict situation based on its type and severity
  respond appropriately to a given conflict situation
  recognize positive effects of conflict in the workplace






Listening Essentials: The Basics of Listening

Overview/Description
Do you feel the need to better understand the basic meaning of a conversation, or a presentation given at the workplace? What about the need to identify what is being said to you in a more effective manner? Although relatively straightforward in theory, the process that transforms effective listening into successful communication requires great skill, awareness, and practice. This course will review the various types of listeners and the benefits of being able to listen effectively when communicating. The course also reviews some popular misconceptions about listening. Active listening techniques for improving your listening and maximizing your understanding are also covered. Materials designed to support blended learning activities aligned with this course are available from the Resources Page.

Target Audience
Individuals who want to develop or improve their skills for listening effectively within the workplace

Expected Duration (hours)
1.0

Lesson Objectives
Listening Essentials: The Basics of Listening 
  recognize examples of types of listeners
  recognize examples of the techniques for active listening
  apply the techniques for active listening










Basic Presentation Skills: Planning a Presentation

Overview/Description
Even the most seasoned public speakers can experience nerves before a major presentation. The successful ones, however, have learned how to make those nerves work for them. Positive concern about the impact of a presentation can spur presenters to raise their game, enabling them to get the desired results. For example, a presentation can be immeasurably improved if you devote sufficient time and attention to three key steps - analyzing your audience, organizing your ideas, and selecting an appropriate presentation method. This course describes how to plan effectively for a presentation by carrying out these steps. 

Target Audience
Individuals who want to improve their presentation skills

Expected Duration (hours)
1.0

Lesson Objectives
Basic Presentation Skills: Planning a Presentation 
  recognize how to analyze the audience for a presentation
  identify the value of knowing the audience for a presentation
  determine whether the steps in organizing ideas for a presentation have been carried out appropriately in a given scenario
  match common types of presentations with descriptions










Communicating Across Cultures

Overview/Description
Communicating effectively across cultures can be very difficult. Not only must you pay attention to the cultural distinctions of your audience and adjust your style to them, but you also need to adjust your style to different forms of communication. This course offers guidelines and best practices for speaking and writing across cultures. The course also highlights the importance of keeping your audience's cultural expectations in mind when creating presentations and how to make your presentations effective in a variety of cross-cultural settings. Finally, the course provides a chance to practice communicating effectively through scenarios involving high- and low-context cultures.

Target Audience
Individuals who want to develop and refine their cross-cultural communication skills

Expected Duration (hours)
1.0

Lesson Objectives
Communicating Across Cultures 
  recognize strategies for effective verbal communication in both high- and low-context cultures
  classify guidelines for effective presentations as being reflective of high- and low-context approaches
  communicate effectively in a high- and low-context setting










Improving Your Emotional Intelligence Skills: Self-awareness and Self-management

Overview/Description
Emotional intelligence is the ability to recognize and deal with emotions in a healthy and productive manner. Many people don't realize that their emotions are determined by what they think, and that concrete self-management techniques exist for gaining control of feelings. Emotional intelligence involves being aware of and managing emotions within your relationships with others. But before you can recognize others' emotions and manage your relationships, you must have a firm sense and control of your own feelings. Through this course you'll learn how to build your emotional intelligence through appropriate actions and techniques for managing your emotions. You'll focus on the competency areas of`self-awareness and self-management. You'll learn how to identify and regulate your own emotions through self-awareness techniques, including understanding the value of emotional self-awareness and recognizing typical behavioral and physical expressions of key emotions. And you'll explore how to move from self-awareness to self-management and how self-management functions as a component of emotional intelligence. Materials designed to support blended learning activities aligned with this course are available from the Resources Page.

Target Audience
Individuals at all levels who want to understand and develop their emotional intelligence skills

Expected Duration (hours)
1.0

Lesson Objectives
Improving Your Emotional Intelligence Skills: Self-awareness and Self-management 
  recognize the value of emotional self-awareness
  recognize techniques for building self-awareness
  recognize how self-management functions as a component of emotional intelligence
  choose appropriate actions for managing the emotions demonstrated in a given scenario




Receiving Feedback and Criticism

Overview/Description
We all need feedback so that we can learn and improve. Sometimes feedback is on target, and its usefulness is apparent. Other times it may not be as easy to receive. Being able to receive feedback and criticism appropriately without getting your emotions involved is an essential skill for success in the business world. People in an organization need to be able to receive corrective feedback effectively, whether from someone in authority, a direct report, or a peer. Doing so allows you to better understand your colleagues' concerns, calm potentially heated exchanges, and solve issues efficiently. This course starts by exploring the reactions that typically occur when a person receives corrective feedback or criticism. You will also learn an approach that you can use to help you receive feedback in a productive manner and then have a chance to practice receiving feedback using that approach. Materials designed to support blended learning activities aligned with this course are available from the Resources Page.

Target Audience
Anyone who wants to learn more about receiving feedback from managers, reports, and peers

Expected Duration (hours)
1.0

Lesson Objectives
Receiving Feedback and Criticism 
  recognize the relationship between people's reactions to feedback and their ability to use it to effect change in their performance or behavior
  identify the types of statements one might make to negotiate a resolution
  receive corrective feedback effectively







Working with Difficult People: Identifying Difficult People

Overview/Description
Inevitably, we all encounter difficult people in the workplace. Dealing with difficult people can lead to feelings of frustration or even intimidation. If you know the right techniques, though, dealing with even the most difficult person is possible. In order to deal with difficult people, first you need to know what kind of difficult person you're dealing with so you can use the right technique for the right 'difficult' type. This course will provide you with methods to help you recognize the characteristics of some of the most common types of difficult people, better understand their motivations, and begin to deal with them more effectively.

Target Audience
Individuals who want to develop or refresh their communications skills when working with difficult people

Expected Duration (hours)
1.0

Lesson Objectives
Working with Difficult People: Identifying Difficult People 
  identify examples of people displaying difficult behavior
  recognize the benefit of being able to identify the types of difficult people in the workplace
  match examples of difficult behavior in the workplace to types of motivation
  identify which steps to deal with a difficult person have been performed correctly when given a scenario









Customer Service Fundamentals: Building Rapport in Customer Relationships

Overview/Description
Good customer service and strong customer relationships begin with building rapport. Building rapport requires knowing your customer, understanding their situation, and providing an empathetic ear for them to voice their concerns. Building rapport can lead to great customer relationships between individuals as well as the company they represent. This course covers how to build rapport with customers by being customer-focused. This includes being able to connect with your customers, being positive, paying close attention to the customers' needs, and understanding their feelings by empathizing with them. Materials designed to support blended learning activities aligned with this course are available from the Resources Page.

Target Audience
Individuals who want to develop or refresh their customer service skills

Expected Duration (hours)
1.0

Lesson Objectives
Customer Service Fundamentals: Building Rapport in Customer Relationships 
  recognize behavioral examples that demonstrate a customer-focused attitude
  recognize examples of statements that demonstrate empathy
  build rapport with a customer










Customer Service Confrontation and Conflict

Overview/Description
How do you handle angry and confrontational customers? One of the most challenging, and potentially uncomfortable responsibilities of a customer service person is dealing with angry customers. By following a few simple techniques such as letting the customer vent, and expressing empathy towards the customer's situation, you can usually defuse tense situations without incident. This course explores typical trouble spots in dealing with angry customers, including reasons for customer dissatisfaction and things customer service people should refrain from saying or doing to avoid adding to the customer's frustration. Materials designed to support blended learning activities aligned with this course are available from the Resources Page.

Target Audience
Anyone that wants to develop or refresh their customer service skills

Expected Duration (hours)
1.0

Lesson Objectives
Customer Service Confrontation and Conflict 
  match common complaint handling mistakes with things you can do to avoid them
  recognize how to defuse angry customers and handle their complaints
  handle a complaint from an angry customer











Developing Strong Customer Relationships

[bookmark: Prerequisites]Overview/Description
Developing strong customer relationships is essential for sustained sales success. Understanding your customers’ needs and what they value is arguably the most important aspect of successfully developing and nurturing these relationships. Building customer relationships, however, is not a simple task—it requires strong communication skills and an in-depth knowledge about how your customers operate, their strategic direction, and how you can help them get there. This course provides insight into how you can better understand your customers, build credibility, and position yourself for long-term success by building lasting and valuable business relationships.

Target Audience
Those who want to gain a foundation in basic sales techniques and anyone who wants to develop or refine their existing sales skills 

Prerequisites
None 

Expected Duration (hours)
1.0

Lesson Objectives
Developing Strong Customer Relationships 
  match types of customers to examples
  recognize statements that explain what customers value
  recognize examples of appropriate use of the guidelines for communicating effectively in a sales meeting
  recognize effective techniques for establishing credibility
  build credibility in sales meetings








Introduction to Workplace Ethics

Overview/Description
Ethics don't just apply to senior executives. While upper management does have a responsibility to set the ethical tone for an organization, employees at every level also have a responsibility to conduct themselves in an ethical manner. This course will prepare you to approach your job with an awareness of the importance of ethics in the work setting and an understanding of what constitutes ethical behavior. You will learn the thinking behind ethical behavior and be able to recognize some of the common myths about business ethics.

Target Audience
Individuals at all levels of an organization who should understand the impact of ethical and unethical behavior in the workplace

Expected Duration (hours)
1.0

Lesson Objectives
Introduction to Workplace Ethics 
  recognize the factors that influence ethical dilemmas
  define workplace ethics
  identify personal benefits of acting ethically
  recognize the importance of ethical conduct at the corporate level
  recognize common myths about business ethics
  recognize employee beliefs that foster ethical workplace behavior
  match ethical approaches to their corresponding definitions









Workplace Harassment Prevention for Employees

Overview/Description
Harassment at work can have a corrosive effect on an organization's culture and can lead to low employee morale, reduced productivity, and even criminal liability. Focusing on the forms of harassment prohibited by federal law, this course will provide an overview of the types of behaviors that can give rise to harassment claims, including those based on sex, race, color, national origin, religion, age, and disability. It will also discuss the benefits of and strategies for promoting a respectful work environment that is free of all forms of harassment, intimidation, and discrimination. If you have questions about harassment either during or after this course, please contact the designated human resources professional at your company who is trained in this area. This course was developed with subject matter support provided by the Labor and Employment Practice Group of the law firm of Burr & Forman LLP. Please note, however, that the course materials and content are for informational purposes only and do not constitute legal advice. Nothing herein, or in the course materials, shall be construed as professional advice as to any particular situation or constitute a legal opinion with respect to compliance with any federal, state, or local laws. Transmission of the information is not intended to create, and receipt does not constitute, an attorney-client relationship. Readers should not act upon this information without seeking professional counsel. The information contained herein is provided only as general information that may or may not reflect the most current legal developments. This information is not provided in the course of an attorney-client relationship and is not intended to constitute legal advice or to substitute for obtaining legal advice from an attorney licensed in your state.

Target Audience
All employees

Expected Duration (hours)
0.5

Lesson Objectives
Workplace Harassment Prevention for Employees 
  recognize examples of the classes that are protected from unlawful discriminatory harassment under various federal and state laws
  match each federal law that forms the legal basis for preventing harassment in the workplace with the group or class it protects
  identify examples of behaviors that may constitute harassment
  identify appropriate actions to take if you are harassed at work

Workplace Harassment Prevention for Managers – Multi-State Edition

Overview/Description
Harassment of any type can have a very negative impact on an organization's work environment. Managers and supervisors have a responsibility to both their employees and their company to know their role in preventing and responding to all forms of workplace harassment, including sexual harassment. This two-hour course is intended to help develop a set of values in managerial and supervisory employees that will assist them in preventing and effectively responding to incidents of workplace harassment. This course is designed specifically to address the sexual harassment training requirements under California, Connecticut, and Maine law, but is applicable for supervisor and manager training in all states. Additional customization is required in order to fully address the state requirements. This course was developed with subject matter support provided by the Employment Law Group of the law firm of Wilson Sonsini Goodrich & Rosati. Please note, however, that the course materials and content are for informational purposes only and do not constitute legal advice. Nothing herein, or in the course materials, shall be construed as professional advice as to any particular situation or constitute a legal opinion with respect to compliance with any federal, state, or local laws. Transmission of the information is not intended to create, and receipt does not constitute, an attorney-client relationship. Readers should not act upon this information without seeking professional counsel. The information contained herein is provided only as general information that may or may not reflect the most current legal developments. This information is not provided in the course of an attorney-client relationship and is not intended to constitute legal advice or to substitute for obtaining legal advice from an attorney licensed in your state.

Target Audience
Managers and supervisors in any company, including those in CA, CT, and ME

Expected Duration (hours)
2.0

Lesson Objectives
Workplace Harassment Prevention for Managers – Multi-State Edition 
  identify the characteristics that are protected by federal law
  define terms associated with the legal definitions of workplace harassment 
  determine whether a situation involves potential sexual harassment and why
  determine whether a situation has the potential to be considered unlawful workplace harassment 
  recognize types of legal sanctions and costs that can apply to companies that do not take steps to prevent or address sexual harassment
  recognize an employer's responsibilities with regard to protecting employees from harassment


  deal effectively with harassing conduct by an employee before it escalates
  handle a complaint of harassment following basic guidelines and your company's policy
  identify what actions to take if you are accused of harassment
  recognize actions that would be considered retaliation if taken by a manager in response to a harassment claim 
  identify what actions to take if an employee files a complaint with an external agency






















Privacy and Information Security

Overview/Description
Information about individuals is used by businesses to provide customers with a huge array of targeted goods and personalized services that consumers have come to expect. If it lands in the wrong hands, this same information can result in harm to the very individuals it was meant to serve. The protection of an individual's personal information has business implications that extend beyond the privacy of any one individual. Private information relative to certain businesses and industries is protected by various laws. At present, there is no broad, general federal law protecting the privacy of customer information; most protections are aimed at particular types of information (such as medical or student records, for example) or particular types of businesses (such as healthcare and financial services providers, for example). Customers and consumers expect their information to be protected; businesses that recognize the need to make privacy part of their business strategy, are ahead of the game. However, the ability of a business to protect private information it collects as part of its business is only as strong as its weakest link – the human factor – something that technology can't easily overcome. This course is aimed at helping individuals who work with private information understand the ways that this information can be disclosed inadvertently, with an aim to ensure that private information doesn't fall into the wrong hands. SkillSoft's Legal Compliance courses are developed and maintained with subject matter support provided by the Labor, Employment, and Employee Benefits Law Group of the law firm of Baker Donelson.

Target Audience
All employees, especially those who have access to private information

Expected Duration (hours)
1.0

Lesson Objectives
Privacy and Information Security 
  match laws that govern the protection of specific types of information for individuals with the types of information they regulate and the industries/sectors most affected
  recognize examples of personal information that might be considered private 
  identify the potential avenues of exposure businesses must overcome in order to protect private individual information from being disclosed
  identify the characteristics/tendencies social engineers capitalize on to get the information they want
  recognize examples of social engineering
  identify guidelines for ensuring that private information is protected

Code of Conduct Awareness

Overview/Description
A company's Code of Conduct is a key part of its ethical framework. Outlining an organization's key ethical principles and providing guidance on the expected standards of behavior for employees, the Code serves as an important resource for employees as they navigate the sometimes challenging waters of the workplace. This course will introduce employees to the uses and benefits of their organization's Code of Conduct, and offer practical advice on how to apply the Code to ethical dilemmas they may encounter in the business environment. The course materials and content are for informational purposes only and do not constitute legal advice. Nothing herein, or in the course materials, shall be construed as professional advice as to any particular situation or constitute a legal opinion with respect to compliance with any federal, state, or local laws. Transmission of the information is not intended to create, and receipt does not constitute, an attorney-client relationship. Readers should not act upon this information without seeking professional counsel. The information contained herein is provided only as general information that may or may not reflect the most current legal developments. This information is not provided in the course of an attorney-client relationship and is not intended to constitute legal advice or to substitute for obtaining legal advice from an attorney licensed in your state.

Target Audience
All employees

Expected Duration (hours)
0.5

Lesson Objectives
Code of Conduct Awareness 
  recognize the impact and benefits a Code of Conduct has on an organization








HIPAA Privacy Essentials

Overview/Description
This course presents an overview of HIPAA (the Health Insurance Portability and Accountability Act), outlining the main components and identifying who is covered by the Act. It examines the privacy provisions under HIPAA as they relate to protected health information (PHI). This course helps employees and business associates of covered entities recognize the key provisions of HIPAA, how their organizations are affected by HIPAA, and how the privacy rules impact them. This course was developed with subject matter support provided by the Labor & Employment Law Group of the law firm of Baker, Donelson, Bearman, Caldwell & Berkowitz, PC. Please note, however, that the course materials and content are for informational purposes only and do not constitute legal advice. Nothing herein, or in the course materials, shall be construed as professional advice as to any particular situation or constitute a legal opinion with respect to compliance with any federal, state, or local laws. Transmission of the information is not intended to create, and receipt does not constitute, an attorney-client relationship. Readers should not act upon this information without seeking professional counsel. The information contained herein is provided only as general information that may or may not reflect the most current legal developments. This information is not provided in the course of an attorney-client relationship and is not intended to constitute legal advice or to substitute for obtaining legal advice from an attorney licensed in your state.

Target Audience
Employees and business associates of covered entities

Expected Duration (hours)
1.0

Lesson Objectives
HIPAA Privacy Essentials 
  identify key areas of concern addressed under the HIPAA Administrative Simplification provision
  recognize examples of covered entities using the HIPAA rules
  recognize examples of the types of companies or organizations that would be considered business associates of a covered entity
  identify how the Privacy Rule safeguards protected health information (PHI)
  describe what deidentification of PHI involves and why it's important
  identify the types of requests individuals may ask of a covered entity or its business associates, relative to their PHI 
  identify the responsibilities of a covered entity and its business associates under HIPAA's Privacy Rule
  recognize how certain standards within the Privacy Rule affect various situations
  recognize how the "minimum necessary" concept applies to the use and disclosure of PHI
  identify the main purpose of the Breach Notification rule
  recognize the types of consequences an organization may face for failures to comply with its obligations under the Privacy Rule
  recognize the impact of HIPAA penalties upon covered entities who do not comply























Leadership Essentials: Motivating Employees

Overview/Description
Imagine what your organization would be like if you and your colleagues were not motivated. Motivation is what drives people to accomplish things, whether it be small tasks or large undertakings. Without motivation, things simply would not get done. The ability to create an environment that encourages motivation takes both practice and skill as it's not a quality inherent in most people. As a leader, your capacity for motivating plays a key element in the success of your organization. This course provides you with an understanding of why motivating strategies are important as a leader. It also provides you with practical techniques for encouraging motivation among employees in your organization. Materials designed to support blended learning activities aligned with this course are available from the Resources Page.

Target Audience
Supervisors, managers, directors, and individuals who want to develop their leadership skills

Expected Duration (hours)
1.0

Lesson Objectives
Leadership Essentials: Motivating Employees 
  recognize the definition of motivation
  recognize tactics that encourage intrinsic motivation by addressing higher-order needs in the workplace
  recognize how to involve, validate, and develop employees
  recognize actions that encourage motivation by enlisting the support of workplace systems 
  take steps to encourage motivation in an individual employee, in a given scenario








Leadership Essentials: Building Your Influence as a Leader

Overview/Description
Why is it so hard to get people to agree to a good idea? Why are some leaders constantly faced with challenges and objections? Reaching agreement as a leader does not mean you should manipulate or force people to accept your ideas and accomplish your objectives; there are ethical ways for leaders to successfully build influence. Leaders attempting to influence and persuade others are faced with the challenges of navigating through organizational politics. An effective leader recognizes that organizational politics can provide positive ways to influence others in order to accomplish goals. In this course, you will be guided through numerous methods and strategies for effectively influencing a team to accept your ideas. You'll be introduced to the importance of political awareness and the essential skills involved in using positive politics and avoiding negative politics when persuading others. You'll also have an opportunity to practice methods for influencing effectively and ethically. Materials designed to support blended learning activities aligned with this course are available from the Resources Page.

Target Audience
Supervisors, managers, directors, and individuals wanting to develop their leadership skills

Expected Duration (hours)
1.0

Lesson Objectives
Leadership Essentials: Building Your Influence as a Leader 
  recognize and classify examples of techniques for influencing people
  recognize actions that use politics to influence others in a positive way
  use influence techniques to persuade others while avoiding the negative use of politics, in a given scenario







First Time Manager: Understanding a Manager's Role

Overview/Description
Most new managers don't realize how much their new role differs from that of an individual contributor. Often, they have misconceptions about what managing entails, and they may be surprised to learn that the skills and methods required for success as an individual contributor and those needed for success as a manager are very different. This course describes some of the myths about management and their corresponding truths in order to clarify what managers really do. It also points to the typical demands and constraints of a manager's job. Finally, it describes strategies for dealing with common mistakes of first-time managers. Materials designed to support blended learning activities aligned with this course are available from the Resources Page.

Target Audience
Anyone who is exploring a career move into management, or who has been promoted or hired into a management role for the first time

Expected Duration (hours)
1.0

Lesson Objectives
First Time Manager: Understanding a Manager's Role 
  distinguish between myths and truths about management
  recognize the typical constraints and demands that a manager must deal with
  determine the best strategies for dealing with common mistakes of a first-time manager, in a given scenario










Business Coaching: Getting Ready to Coach

Overview/Description
Coaching offers organizations a win-win method for developing their employees. It not only helps individuals reach their potential but also helps the organization improve its productivity and competitiveness. In a rapidly changing business world, coaching can also help employees adjust and adapt their skill sets. Coaching is about encouraging, confronting, challenging, questioning, as well as consistently respecting and supporting coachees in developing and achieving their goals. This course introduces the skills you need to be an effective coach, including listening and observing, providing feedback, questioning, and setting goals. It also covers how to identify which coaching role is most appropriate for a given individual or situation. The course also details the importance of selling the idea of coaching to those you feel need it. Materials designed to support blended learning activities aligned with this course are available from the Resources Page.

Target Audience
Managers who want to develop their business coaching skills

Expected Duration (hours)
1.0

Lesson Objectives
Business Coaching: Getting Ready to Coach 
  recognize examples of actions that demonstrate skills a coach needs to be successful
  recognize which coaching role is most appropriate for a given individual
  recognize how to effectively explain the need for coaching









Diversity on the Job: Diversity and You


Overview/Description
Just as organizations must respond to demographic and social changes that introduce new languages, cultures, values, and attitudes to the workplace, so must you as an individual. To understand and appreciate diversity, you must develop an understanding of yourself and the ways in which you and others view the world. Your ability to use a variety of strategies to effectively deal with diverse situations in and out of the workplace is very important. Equally important is the ability to share these effective strategies openly, to leverage the diversity that exists within the organization. This course identifies strategies to help you become aware of your attitudes toward diversity; increase your acceptance of diverse cultures, people, and ideas; and become an advocate for diversity within the workplace. Materials designed to support blended learning activities aligned with this course are available from the Resources Page.

Target Audience
Anyone who has an interest in cultivating their understanding of diversity in the workplace

Expected Duration (hours)
1.0

Lesson Objectives
Diversity on the Job: Diversity and You 
  recognize what you can do to become aware of your values, beliefs, and biases
  recognize how to adjust your self-talk to manage your reactions in challenging situations involving diversity
  recognize guidelines for embracing social and cultural diversity in the workplace
  identify strategies to communicate effectively in a diverse setting and their implications







Time Management: Analyzing Your Use of Time

Overview/Description
Do you have too much time on your hands? With all of the pressures of modern life, so few people today do. In order to preserve your time, you have to know how to manage it. And the first step in learning how to manage time well is to understand how you make use of it now. This will help you determine where can you be more efficient. This course focuses on ways to analyze your current use of time. It covers how to use a time log to document and then assess your time use. It also describes how your energy levels and personality affect how you manage time, and outlines ways to better manage time in accordance with your personality type and energy cycle. Materials designed to support blended learning activities aligned with this course are available from the Resources Page.

Target Audience
Individuals who want to develop or refresh their time management skills 

Expected Duration (hours)
1.0

Lesson Objectives
Time Management: Analyzing Your Use of Time 
  interpret the information in a given time log to determine the main time wasters
  match tasks to the best time of day to schedule them to take advantage of natural energy cycles
  recognize how different personality preferences affect your approach to time










Problem Solving: The Fundamentals

Overview/Description
'The problem,' says author and psychiatrist Theodore Rubin, 'is not that there are problems. The problem is expecting otherwise and thinking that having problems is a problem.' A problem is a question or situation that presents doubt, perplexity, or difficulty. It's an issue that needs to be corrected or overcome in order to achieve a desired state. Problem solving involves goal-oriented thinking and action in situations for which no ready-made solutions exist. Whether consciously or unconsciously, everybody solves problems relating to their personal or work life every day. However, you can greatly improve your problem-solving effectiveness by gaining a better understanding of the problem-solving process, essential skills, and required competencies, as well as an awareness of the mind traps and pitfalls that impair the process. This course takes you through the essentials of problem solving and explores some of its challenges. Materials designed to support blended learning activities aligned with this course are available from the Resources Page.

Target Audience
Individuals who want to develop or improve their problem-solving and decision-making skills

Expected Duration (hours)
1.0

Lesson Objectives
Problem Solving: The Fundamentals 
  sequence key activities performed in the six-step problem-solving model
  recognize the effects of five types of mind traps
  determine how to counteract the effects of problem-solving traps exhibited in a given scenario
  recognize activities that demonstrate the type of skills best suited to resolve a given type of problem
  match problem-solving competencies to their descriptions






Decision Making: The Fundamentals

Overview/Description
To emphasize the need of a formal decision-making process, C. Wright Mills, an American sociologist and author, once said, 'Freedom is not merely the opportunity to do as one pleases; neither is it merely the opportunity to choose between set alternatives. Freedom is, first of all, the chance to formulate the available choices, to argue over them – and then the opportunity to choose.' It's been estimated that most human beings make thousands of decisions in the course of an average day, many of which are unconscious decisions. It is important for your personal and professional success that you become an effective decision maker. This involves following an established decision-making process and adapting your decision-making style to suit different situations. This course introduces you to the fundamentals of decision making and illustrates techniques to help you become an effective decision maker. The course first walks you through the steps of a widely accepted decision-making process. Then it leads to a description of the factors influencing your decision-making style and shows how to adapt that style to suit a given situation. So you'll have everything you need to start on the road to becoming an effective decision maker. Materials designed to support blended learning activities aligned with this course are available from the Resources Page.

Target Audience
Individuals who want to develop or improve their problem-solving and decision-making skills

Expected Duration (hours)
1.0

Lesson Objectives
Decision Making: The Fundamentals 
  sequence examples of the steps in the decision-making process
  match each example with the decision-making style it best exemplifies
  adapt your decision-making style to suit a given situation






Goals and Setting Goals

Overview/Description
Most achievements, great or small, begin with an important first step: setting a goal. A clearly defined, attainable goal embodies a vision of what is possible. It's a guide star for those who navigate a course through obstacles to a desired accomplishment. However, the process of setting appropriate goals is often oversimplified or overlooked entirely. A well-constructed goal is challenging, yet achievable. It takes into account the abilities and resources available and requires the goal seeker to make the best use of both. In this course, you'll examine the types of goals you can use to advance your career and personal life, learn to construct goals that are both challenging and achievable, discover how to embed the seeds of success within your goals, and explore ways to align your goals with your own priorities and the priorities of others who influence the way you use your time.

Target Audience
Members of business organizations who want to increase their effectiveness at work while exercising more control over their own day-to-day activities and improving their ability to meet long-term personal career goals

Expected Duration (hours)
2.0

Lesson Objectives
Goals and Setting Goals 
  identify the benefits of defining achievable goals.
  differentiate between performance goals and development goals.
  differentiate between achievable and unachievable goals in a scenario.
  identify the benefits of using strategic thinking to set goals.
  assess the amount of risk in a set of proposed goals in a scenario.
  propose a collaborative goal in a given scenario.
  identify the benefits of aligning personal priorities with goals.
  prioritize goals in a scenario.
  select examples of appropriate strategies for setting alternative goals in a scenario.





Project Management Fundamentals

Overview/Description
The evolution of business strategies has increased the importance of management having a thorough understanding of the products they produce. More and more employees are getting promoted from within to become project managers as they fully understand what they are producing and how best to meet the quality and quantity requirements set out by executive management. Project management, as a process, is the supervision and control of the work required to complete the project deliverable. Using established processes, coupled with the experience and skills of experienced workers, employers are able to develop project management skills from within. This course will enable individuals who are not professional project managers to learn the fundamentals of project management so they will be able to manage projects related to their area of responsibility within the organization. 

Target Audience
This course is targeted toward a diverse range of managers and staff members who wish to acquire the necessary skills to successfully manage small to medium sized projects.

Expected Duration (hours)
2.5

Lesson Objectives
Project Management Fundamentals 
  identify the importance of effective project management to an organization
  identify project management objectives and activities
  match project roles and interested parties to their responsibilities 
  identify examples of the activities that take place during each phase of the project management process
  match project manager roles with examples 
  identify the value of the project manager in an organization
  determine the right amount of project management in given scenarios
  match "bad manager" types to examples of their behaviors
  identify examples of micromanagement
  identify the management challenges posed by small to medium projects in given scenarios



Being an Effective Team Member

Overview/Description
A truly effective team is equal to more than the sum of its parts. And it takes the dedication of every member of the team. Effective team members go beyond themselves and their personal desires and goals. If you want to be an effective team member, your challenge is to put the team first, which means maximizing your contributions to help the team accomplish its purpose. This course covers strategies and techniques to help you become an effective and valued member of your team. Specifically, you'll explore ways for adopting a positive approach to being on a team, like recognizing the benefits of working on a team and learning to tolerate team member differences. You'll also learn how to work proactively and collaboratively with members of your team as you achieve your team's goals.

Target Audience
All levels of employees; anyone who participates on any type of team

Expected Duration (hours)
1.0

Lesson Objectives
Being an Effective Team Member 
  identify the strategies for adopting a positive mind-set about working on a team
  recognize how to be a proactive team member
  recognize strategies for demonstrating tolerance of teammates
  use strategies for being an effective team member
  recognize examples of the strategies for working collaboratively with others









Creating Workbooks, Worksheets, and Data in Excel 2013

Overview/Description
Excel 2013 allows you to create worksheets and workbooks to manage and manipulate data easily. You can cut, copy, and paste data. You can also navigate within data cells, and worksheets. Not only can you manage the data at this level, you can group, color-code, and organize the worksheets within the workbook. This course will cover creating and opening workbooks, moving around in Excel 2013, moving data, and organizing worksheets. This course will help prepare learners for the Microsoft Certification Exam 77-420: Excel 2013 which certifies individuals as Microsoft Office Specialist (MOS): Excel 2013.

Target Audience
Personnel at all levels of the enterprise; end-users seeking to attain competency in Microsoft Excel 2013; end-users seeking to obtain Microsoft Office Specialist (MOS) certification at Core level in the use of Microsoft Excel 2013; end-users seeking a basic IT certification

Prerequisites
n/a

Expected Duration (hours)
1.0

Lesson Objectives
Creating Workbooks, Worksheets, and Data in Excel 2013 
  create a new workbook and open a workbook in Excel 2013
  decide how to create a new workbook in Excel 2013
  move around Excel and enter data
  cut, copy, and paste in Excel 2013
  edit data in Excel 2013
  delete or hide a worksheet
  organize and modify worksheets in Excel 2013
  choose the best way to organize and modify worksheets in Excel 2013





Formatting Cells and Worksheets in Excel 2013

Overview/Description
Excel 2013 provides a number of tools and features that allow you to visually enhance the appearance of worksheets and workbooks. Data and cells can be manipulated and customized using various positioning and formatting features. This course explores formatting cells and text, using tools such as the Format Painter. It shows how to change the way text is presented to make it more visually appealing, including formatting fonts, and applying borders and fills. This course also covers aligning and orienting data, and merging and splitting cells. This course will help prepare learners for the Microsoft Certification Exam 77-420: Excel 2013 which certifies individuals as Microsoft Office Specialist (MOS): Excel 2013.

Target Audience
Personnel at all levels of the enterprise; end-users seeking to attain competency in Microsoft Excel 2013; end-users seeking to obtain Microsoft Office Specialist (MOS) certification at Core level in the use of Microsoft Excel 2013; end-users seeking a basic IT certification

Expected Duration (hours)
1.0

Lesson Objectives
Formatting Cells and Worksheets in Excel 2013 
  change font formatting in Excel 2013
  apply borders and fills and create a cell style
  copy formatting with Format Painter in Excel 2013
  choose how to format data in Excel 2013
  change the alignment, indentation, and orientation of data in Excel 2013
  merge cells and wrap text in Excel 2013
  decide how to align data in Excel 2013







Formatting Data in Excel 2013


Overview/Description
Excel 2013 provides a number of tools and features that allow you to visually enhance the appearance of data, automatically fill data, and create hyperlinks to various places. This course covers formatting numbers in currency, date, and percentage formats. It also covers ways of automatically filling data through Auto Fill and Flash Fill. Finally, this course covers creating hyperlinks to a web site, another place in the workbook, a new document, and e-mail. This course will help prepare learners for the Microsoft Certification Exam 77-420: Excel 2013 which certifies individuals as Microsoft Office Specialist (MOS): Excel 2013.

Target Audience
Personnel at all levels of the enterprise; end-users seeking to attain competency in Microsoft Excel 2013; end-users seeking to obtain Microsoft Office Specialist (MOS) certification at Core level in the use of Microsoft Excel 2013; end-users seeking a basic IT certification

Expected Duration (hours)
1.0

Lesson Objectives
Formatting Data in Excel 2013 
  format numbers in Excel 2013
  decide how to format numbers in Excel 2013.
  use Auto Fill to copy and fill a series in Excel 2013
  extract or add data using Flash Fill in Excel 2013
  choose how to automatically populate cells in Excel 2013
  create and modify a hyperlink in an Excel 2013 workbook
  decide how to add hyperlinks to a worksheet in Excel 2013







Using PivotTables, Pivot Charts, and Advanced Charts in Excel 2013

Overview/Description
One of the most powerful tools that Excel 2013 provides is the collection of PivotTables, Pivot Charts, and PowerPivot. These tools allow you to dynamically reorganize and display your data. They can summarize huge amounts of data by category without the need to input complex formulas or spend long hours manually reorganizing your spreadsheet. You can choose and change what you want to summarize. In addition to these benefits, PowerPivot has the ability to handle huge amounts of data, quickly and easily. The course also shows how to create advanced chart elements, such as trend lines and dual axis. This course will help prepare learners for the Microsoft Certification Exam 77-427: Excel 2013 Expert Part One, and Exam 77-428: Excel 2013 Expert Part Two, which certifies individuals as Microsoft Office Specialist (MOS): Excel Expert 2013.

Target Audience
Personnel at all levels of the enterprise; end-users seeking to attain competency in Microsoft Excel 2013; end-users seeking to obtain Microsoft Office Specialist (MOS) certification at Expert level in the use of Microsoft Excel 2013; end-users seeking a basic IT certification

Expected Duration (hours)
1.0

Lesson Objectives
Using PivotTables, PivotCharts, and Advanced Charts in Excel 2013 
  create a PivotTable in Excel 2013
  edit a PivotTable in Excel 2013
  decide how to create a PivotTable in Excel 2013
  create a PivotChart in Excel 2013
  decide how to create a PivotChart in Excel 2013
  use PowerPivot to create a PivotTable in Excel 2013
  decide how to use PowerPivot in Excel 2013
  use advanced chart features in Excel 2013
  choose advanced elements to apply to charts in Excel 2013





Working with E-mail in Outlook 2013

Overview/Description
Outlook 2013 is the latest release of Microsoft's primary messaging client. Outlook provides all of the tools necessary for managing e-mail, scheduling tasks, and communication. This course addresses the basic features and functionality of Outlook 2013 - how to navigate Outlook 2013, view and reply to incoming e-mails, and create new mail messages. This course will help prepare learners for the Microsoft Certification Exam 77-423: Outlook 2013 which certifies individuals as Microsoft Office Specialist (MOS): Outlook 2013.

Target Audience
Personnel at all levels of the enterprise; end-users seeking to attain competency in Microsoft Outlook 2013; end-users seeking to obtain Microsoft Office Specialist (MOS) certification at Core level in the use of Microsoft Outlook 2013; end-users seeking a basic IT certification

Prerequisites
None

Expected Duration (hours)
1.0

Lesson Objectives
Working with E-mail in Outlook 2013 
  access messages in Outlook 2013
  open and read a message in Outlook 2013
  reply to e-mail in Outlook 2013
  create replies to Outlook 2013 messages
  address new mail in Outlook 2013
  create, address, and send an Outlook 2013 message
  sorting inbox items by Conversation in Outlook 2013
  access mail through the People Pane in Outlook 2013
  access mail using the conversation feature in Outlook 2013





Managing E-mail in Outlook 2013

Overview/Description
This course discusses working with attachments and adding signatures to your messages in Outlook 2013. Managing your e-mail by sorting, filter, printing and deleting messages is also covered. This course also covers ways to personalize your inbox in Outlook 2013, such as changing message preview settings, and adjusting the reading pane and people pane. This course will help prepare learners for the Microsoft Certification Exam 77-423: Outlook 2013 which certifies individuals as Microsoft Office Specialist (MOS): Outlook 2013.

Target Audience
Personnel at all levels of the enterprise; end-users seeking to attain competency in Microsoft Outlook 2013; end-users seeking to obtain Microsoft Office Specialist (MOS) certification at Core level in the use of Microsoft Outlook 2013; end-users seeking a basic IT certification.

Expected Duration (hours)
1.0

Lesson Objectives
Managing E-mail in Outlook 2013 
  attach items to messages and view attached items in Outlook 2013
  manage attachments in Outlook 2013
  create and add a signature in Outlook 2013
  include signatures in Outlook 2013 messages
  sort, filter, delete, restore, and print messages in Outlook 2013
  sort, filter, delete, restore, and print messages in Outlook 2013
  personalize your content pane in Outlook 2013
  change message preview settings to personalize your inbox in Outlook 2013







Creating Presentations in PowerPoint 2013

Overview/Description
Microsoft PowerPoint 2013 allows you to create professional-looking slide-show presentations on PCs, tablets, and phones. This course provides an introduction to the main components of the PowerPoint 2013 interface, covering opening and saving a presentation, working with slides, formatting text and text boxes, and using templates and themes variations to create professional looking presentations. You will also learn how to insert images, clip art, and shapes, as well as how to format your images so that they provide the maximum impact for your presentation. This course will help prepare learners for the Microsoft Certification Exam 77-422: PowerPoint 2013 which certifies individuals as Microsoft Office Specialist (MOS): PowerPoint 2013.

Target Audience
Personnel at all levels of the enterprise; end-users seeking to attain competency in Microsoft PowerPoint 2013; end-users seeking to obtain Microsoft Office Specialist (MOS) certification at Core level in the use of Microsoft PowerPoint 2013; end-users seeking a basic IT certification.

Expected Duration (hours)
1.0

Lesson Objectives
Creating Presentations in PowerPoint 2013 
  create and view a PowerPoint 2013 presentation
  decide how to open PowerPoint 2013 presentations and apply themes to existing presentations
  add text to a PowerPoint 2013 presentation and format it
  add an image to a PowerPoint 2013 presentation and format it
  enhance a PowerPoint 2013 presentation with text and images
  arrange slides in a presentation
  determine the best saving option and save a presentation
  organize and save a presentation






Performing Basic Tasks in Word 2013

Overview/Description
Microsoft Word 2013, the latest offering of Microsoft's popular word-processing software, offers a variety of features that enable you to create well organized, visually appealing, and professional documents. This course introduces and demonstrates commonly used Word tasks, such as creating documents, entering and editing text, cutting, copying, and pasting, and saving and printing documents. This course will help prepare learners for the Microsoft Certification Exam 77-418: Word 2013 which certifies individuals as Microsoft Office Specialist (MOS): Word 2013.

Target Audience
Individuals and business users with basic computer literacy

Expected Duration (hours)
1.0

Lesson Objectives
Performing Basic Tasks in Word 2013 
  create a new document and open an existing document in Word 2013
  decide the best way to create a new document in Word 2013
  cut, paste, and copy text in Word 2013
  determine the best way to rearrange text in Word 2013
  save a document in Word 2013
  print a document in Word 2013
  determine appropriate saving and printing options in Word 2013










Navigating, Lists, Libraries, Alerts, and Document Sets in SharePoint 2013

Overview/Description
SharePoint 2013, the new release of Microsoft's popular file storage and collaboration platform, offers a number of new and enhanced features to increase efficiency and organization across users and locations. SharePoint lists allow you to keep track of important workplace elements, such as tasks and contacts, and are fully customizable to suit the needs of your organization. Organize, track, and share files across users and locations by storing them in document libraries, or organize related files further into document sets. Stay in tune with the pulse of your organization by creating alerts on SharePoint items and getting e-mail or text alerts when they change. This course covers how to navigate within the SharePoint 2013 interface using the Quick Launch and top link bar, as well as the Settings menu and the Newsfeed, SkyDrive, and Sites tabs. It also explores list and library management, including adding new items, adjusting item properties, and removing items. It demonstrates how to set alerts on list and libraries, as well as how to set an alert on search query results. Creating and adding files to document sets is also covered. This course will help prepare learners for the Microsoft Certification Exam 77-419: SharePoint 2013 which certifies individuals as Microsoft Office Specialist (MOS): SharePoint 2013.

Target Audience
Personnel at all levels of the enterprise; end-users seeking to attain competency in Microsoft SharePoint 2013; end-users seeking to obtain Microsoft Office Specialist (MOS) certification at Core level in the use of Microsoft SharePoint 2013; end-users seeking a basic IT certification 

Expected Duration (hours)
1.0

Lesson Objectives
Navigating, Lists, Libraries, Alerts, and Document Sets in SharePoint 2013 
  navigate the SharePoint 2013 interface
  navigate in SharePoint 2013 to access content
  create, edit, view, and delete a list item in SharePoint 2013
  add, edit, check in and out, and delete documents in SharePoint 2013
  add and edit list items, and edit and delete documents from the document library in SharePoint 2013
  create and manage alerts in SharePoint 2013
  add an alert to a library and set an alert on search results in SharePoint 2013
  create and manage document sets in SharePoint 2013
  create a document set and add a document to it in SharePoint 2013

Tools for Tracking Project Performance in Project 2013

Overview/Description
An essential part of managing a project is keeping project work on track and aligned with budget, resource, and time allocations. Microsoft Project provides tools for tracking project progress, identifying any potential issues, and making adjustments as necessary. This course covers tools that allow you to easily set baselines and update project progress with percent complete and actual work complete information. This course also includes information on how to reschedule incomplete project work in Project 2013. Finally, it covers analysis tools that allow you to compare planned versus actual project progress, view critical path information, and automatically inspect all tasks to identify potential schedule conflicts.

Target Audience
Personnel at all levels of the enterprise; end-users seeking to attain competency in Microsoft Project 2013; end-users seeking to attain working knowledge of Microsoft Project 2013 

Expected Duration (hours)
1.0

Lesson Objectives
Tools for Tracking Project Performance in Project 2013 
  set a baseline in Project 2013
  update the progress of a task in Project 2013
  update progress and set the baseline at the end of a phase in Project 2013
  identify performance variances using a Gantt chart in Project 2013
  view a critical path in Project 2013
  use tools to view schedule issues in Project 2013
  use tools for identifying and assessing schedule issues in Project 2013
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