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Communication Courses  
 

Coaching to Resolve Conflict  
Links to:  
Executive Needs Assessment, Feedback 

This workshop focuses on how to mediate a dispute between others 
and how to resolve a conflict you might be directly involved in 
yourself.  The three key skills are to break the conflict spiral, gain co-
operation, and be creative in identifying a win-win solution. 

Competencies: Conflict management; Conflict resolution; 
Performance management 

Learning Objectives: Communicate performance expectations; 
Resolve workplace conflict 

How Participants Will Benefit:  Decrease miscommunication in 
performance reviews; De-escalate conflict situations; Improve 
employee morale 

Trainer:  Internal 

Frequency: 1x/yr 

Course Length: 3.5 hrs  

Credit Earned: Eligible for CSP 

Audience: Managers and supervisors 

Requirements: None 

Delivery: Lecture, small group exercises, 
video, pair exercises 

 Return to Top 

Personal Registrar 

  

  

Dealing with Difficult and Angry People Links to:  
Executive Needs Assessment,  Communication 

Want to learn how to interact with all types of personalities and 
receive the respect and appreciation you deserve? Come to this class 
and learn how to deal with difficult behaviors to achieve win-win 
solutions. 

Competencies: Listening; Effective communication; Negotiation 

Learning Objectives: Demonstrate active listening; Detect stages of 
rage and ways to cope with each stage; Recognize phrases that 
escalate conflict 

How Participants Will Benefit: Learn skills that can be used in all types 
of relationships; Hear how others have experienced success in 
handling difficult situations; Master the art of communicating in tough 
circumstances 

Trainer: External 

Frequency: 4x/yr 

Course Length: 7.0 hrs  

Credit Earned: .7 CEUs, eligible for CSP 

Audience: Open to all  

Requirements: None 

Delivery: Video, discussion, role play 

 

 Return to Top 

Personal Registrar 

 

 

  

  

Grammar, Spelling, and Punctuation Review Links to:  
Executive Needs Assessment, Communication 

Participants review spelling, grammar, and punctuation for effective 
written communication. 

Competencies: Grammar, spelling, and punctuation usage; 
Professional impact; Written communication 

Learning Objectives: Develop an awareness of the need for a review in 

Trainer: External 

Frequency: 1x/yr 

Course Length: 9.0 hrs (three 3.0 hr sessions)  

Credit Earned: .9 CEUs, eligible for CSP 

Audience: Open to all  

http://registrarcls/stc/employee/psciis.dll?linkid=762362&mainmenu=EMPLOYEE&top_frame=1
http://registrarcls/stc/employee/psciis.dll?linkid=762362&mainmenu=EMPLOYEE&top_frame=1
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business English usage; Recognize the need for updating and reviewing 
business English 

How Participants Will Benefit: Ability to evaluate the correctness of 
English they use; Awareness of the types of errors that computer 
spelling and grammar software miss;  Review of important English 
usage that may have been forgotten 

 

Requirements: None  

Delivery: Lecture, demonstration, practice  

 

 Return to Top 

Personal Registrar 

Feedback Solutions: Advanced Skills Links to:  
Executive Needs Assessment, Feedback 

Have you ever avoided giving feedback for fear of conflict or 
defensiveness?  This seminar will help you structure giving feedback so 
it is timely, specific, and balanced. You will learn four quick tips to use 
when the other individual “just doesn’t want to hear it.” 

Competencies: Oral communication; Persuasiveness; Sensitivity 

Learning Objectives: Structure feedback so it is timely, specific, and 
balanced; Identify four skills needed to provide constructive feedback; 
Use the “burger” technique for giving feedback; Deal with giving 
feedback during the four most difficult situations 

How Participants Will Benefit: Reduce workplace conflict; Improve 
communicating job expectations; Enhance constructive feedback 
methods to increase performance 

Trainer: External 

Frequency: 2x/yr 

Course Length: 3.5 hrs  

Credit Earned: .35 CEUs, eligible for CSP 

Audience: Managers, supervisors 

Requirements: None 

Delivery: Video, lecture, small group/pair 
exercises 

 

 Return to Top 

Personal Registrar 

Managing and Resolving Conflict Links to:  
Executive Needs Assessment, Communication 

Learn and practice how to address conflict in ways that will lead to 
positive outcomes for the involved parties. This course will focus on 
ingredients that contribute to win-win resolutions of conflict. 

Competencies: Conflict management; Effective communication; 
Interpersonal skills; Problem solving 

Learning Objectives: Recognize conflict; Understand conflicts as 
natural and inevitable; Identify conflict management styles and skills; 
Practice conflict resolution skills 

How Participants Will Benefit: Increased awareness of self and others; 
Improved communication, problem solving, and conflict management 
skills 

 

Trainer: Internal 

Frequency: 4x/yr 

Course Length: 7.0 hrs  

Credit Earned: Eligible for CSP 

Audience: Open to all  

Requirements: Openness to personal 
improvement  

Delivery: Lectures, self-assessment, exercises, 
discussion, skills practice  

 Return to Top 

Personal Registrar 

Managing Feedback: An Essential Skill Links to:  
Executive Needs Assessment, Feedback 

Gracefully accepting constructive criticism is a talent that does not 
come easily!  This program will not only help you to accept feedback 
but also teach you how to implement a change to improve job 
performance. 

Competencies: Listening skills; Adaptability; Customer service 
orientation 

Learning Objectives: Request feedback from others; Identify four basic 

Trainer: Internal 

Frequency: 1x/yr 

Course Length: 7.0 hrs  

Credit Earned: None 

Audience: Open to all 

Requirements: None  

http://registrarcls/stc/employee/psciis.dll?linkid=762362&mainmenu=EMPLOYEE&top_frame=1
http://registrarcls/stc/employee/psciis.dll?linkid=762362&mainmenu=EMPLOYEE&top_frame=1
http://registrarcls/stc/employee/psciis.dll?linkid=762362&mainmenu=EMPLOYEE&top_frame=1


FY 09 Classes by Category Page 4 of 28 

skills needed to manage feedback; Use questioning skills when 
feedback is not provided; Receive feedback during five difficult 
situations 

How Participants Will Benefit: Reduction in workplace conflict; 
Enhance adaptability and flexibility on the job; Apply constructive 
feedback to increase performance 

 

Delivery: Lecture, small group exercises, 
video, pair exercises 

 

 Return to Top 

Personal Registrar 

Put It In Writing Links to:  
Executive Needs Assessment, Communication 

Participants learn principles of clear writing and review techniques of 
powerful communication. 

Competencies: Organizing; Planning; Professional impact; Written 
communication 

Learning Objectives: Develop necessary writing skills for effective 
communication; Practice organizing ideas; Write ideas into strong 
sentences 

How Participants Will Benefit: Improve written communication; 
Increase confidence and professionalism; Receive a copy of The Gregg 
Reference Manual 

 

Trainer: External 

Frequency: 2x/yr 

Course Length: 18.0 hrs (six 3.0 hr sessions)  

Credit Earned: 1.8 CEUs, eligible for CSP 

Audience: Open to all  

Requirements: None  

Delivery: Lecture, demonstration, practice  

 

 Return to Top 

Personal Registrar 
  

http://registrarcls/stc/employee/psciis.dll?linkid=762362&mainmenu=EMPLOYEE&top_frame=1
http://registrarcls/stc/employee/psciis.dll?linkid=762362&mainmenu=EMPLOYEE&top_frame=1
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The Write Way 
Links to:  
Executive Needs Assessment, Communication 

Solid writing skills are essential in communicating effectively in the 
workplace. Learn an easy, 10-step process which helps you create and 
organize your ideas into professional business communications. 

Competencies: Organizational policies; Planning; Written 
communication 

Learning Objectives: Identify the 10 keys to effective writing; Practice 
planning/organizing ideas; Practice writing clearly, specifically, and 
positively; Discuss electronic mail “Do’s and Don’ts” 

How Participants Will Benefit: Improved writing skills; Improved idea 
generation/organization; Faster writing with fewer rewrites 

 

Trainer: Internal 

Frequency: 2x/yr 

Course Length: 3.5 hrs  

Credit Earned: Eligible for CSP  

Audience: Open to all  

Requirements: None  

Delivery: Lecture, individual/group exercises  
 
 Return to Top 

Personal Registrar 

  

  
  

http://registrarcls/stc/employee/psciis.dll?linkid=762362&mainmenu=EMPLOYEE&top_frame=1
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Writing with Reader Respect™ Links to:  
Executive Needs Assessment, Communication 

Is written communication becoming your most critical skill?  Do you 
find yourself writing an email before picking up the phone?  If you 
answered yes to any of these questions, chances are you are writing A 
LOT and your skills may need some polishing.  Whether it is informal 
or formal written communication, Writing with Reader Respect™ is 
guaranteed to help you write more effectively.  Learn how to best 
organize your message and avoid the top 10 common errors made 
when writing.  You will receive informative job aids that will bring you 
value long after the class is over.  Incorporating the Three Guiding 
Principles™ in your communications will help you create respectful, 
effective communications.    

Competencies: Written communication; Interpersonal relationships; 
Organizing; Planning; Professional impact 

Learning Objectives: Integrate the Three Guiding Principles™ 
throughout formal and informal written communications; Replace the 
top 10 mistakes in workplace writing with techniques that get results; 
Use the R.I.T.E. process to generate effective written correspondence; 
Increase email efficiency and effectiveness  

How Participants Will Benefit: Improve writing skills; Improve idea 
generation/organization; Write faster with fewer rewrites; Increase 
confidence and professionalism 

Trainer: External 

Frequency: 2x/yr 

Course Length: 3.5 hrs  

Credit Earned: .35 CEUs, eligible for CSP 

Audience: Open to all  

Requirements: Bring three business writing 
samples (emails, articles, reports, etc.) to class  

Delivery: individual exercises, small/large 
group activities, discussion, skills practice, job 
aids 
 
 Return to Top 

Personal Registrar 

 
 

http://registrarcls/stc/employee/psciis.dll?linkid=762362&mainmenu=EMPLOYEE&top_frame=1
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Customer Focus Courses    

Communicating SUNsationally  Links to: 
Sterling Customer Focus  

This interactive high-energy class is designed to build on three of the 
10 Standards of Customer Service Excellence as taught in SUNsational® 
Service. You will learn to look at the customer from a different angle. If 
you have ever wondered how you can say “yes” when you have to say 
“no,” this is the class for you! 

Competencies: Customer service; Effective communication; Conflict 
management 

Learning Objectives: Learn delivery techniques to handle negative 
situations in a positive manner; Understand the importance of acting 
as a TouchPoint in a customer’s overall experience; Identify your 
internal customers and ways in which their needs differ from external 
customers 

How Participants Will Benefit: Enhanced ability to handle a negative 
customer situation positively; Advanced knowledge and understanding 
of the TouchPoint concept; Improved internal communication 
between employees. 

 

Trainer: External 

Frequency: 2x/yr 

Course Length: 3.5 hrs  

Credit Earned: .35 CEUs, eligible for CSP 

Audience: Open to all  

Requirements: Participants must have 
completed SUNsational® Service 

Delivery: Lecture, video, large group 
discussion, small group interaction, activities  
 
 Return to Top 

Personal Registrar 

  

  

 
 
 

http://registrarcls/stc/employee/psciis.dll?linkid=762362&mainmenu=EMPLOYEE&top_frame=1
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Empowerment Courses  

The Workplace Coach Links to: 
Executive Needs Assessment, Empowerment 

Explore and experience the components of successful coaching; how 
to guide, teach, motivate, and mentor. This program will guide you 
through how to empower and develop skills in others. 

Competencies: Effective communication; Feedback skills; Initiative; 
Motivational fit 

Learning Objectives: Identify the roles of guide, teacher, motivator, 
and mentor;  Deliver credible feedback; Practice effective listening 
techniques for focus, feedback, and filtering;  Determine the SCORE 
(scope, consequences, outcomes, roles, evaluation) in coaching 
relationships 

How Participants Will Benefit: Create a collaborative learning 
environment; Transfer knowledge on a just-in-time basis; Improve 
coaching and mentoring skills 

 

Trainer: Internal 

Frequency: 1x/yr 

Course Length: 3.5 hrs  

Credit Earned: None  

Audience: Managers and supervisors  

Requirements: None  

Delivery: Lecture, discussion, exercises, group 
discussion  
 
 Return to Top 

Personal Registrar 

  

  

 

 

  

http://registrarcls/stc/employee/psciis.dll?linkid=762362&mainmenu=EMPLOYEE&top_frame=1


FY 09 Classes by Category Page 9 of 28 

 
 

  

Empowerment: More than a Class 
 

Links to: 
Executive Needs Assessment, Empowerment 

If you believe empowerment can work, and don’t understand why it 
hasn’t happened yet, join us to learn the three essential keys to 
achieving empowerment in the workplace. 

Competencies: Empowerment; Oral communication; Teamwork 

Learning Objectives: Define empowerment and the empowering 
manager; Explain the three keys to empowerment success; Develop a 
game plan toward building an empowered organization 

How Participants Will Benefit: Learn strategies to cultivate an 
empowered workforce; Recognize the realities of empowerment 
barriers; Discover the next steps to make empowerment work 

 

Trainer: Internal 

Frequency: 2x/yr 

Course Length: 3.5 hrs  

Credit Earned: None 

Audience: Managers and supervisors  

Requirements: None 

Delivery: Lecture, small group exercises, pair 
exercises 

 Return to Top 

Personal Registrar 

 

 
 
 

http://registrarcls/stc/employee/psciis.dll?linkid=762362&mainmenu=EMPLOYEE&top_frame=1
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Leadership Courses   

A Practical Approach to Performance Management for Supervisors 
 

Links to: 
Sterling Leadership 

This program will assist managers/supervisors in conducting effective 
performance appraisals. 

Competencies: Collaboration, Decisiveness, Judgment, Oral 
communication, Written communication 

Learning Objectives: Describe the components of an effective 
performance management system; Determine essential job functions 
and develop specific performance standards for each; Evaluate 
performance accurately and fairly based on a quantitative/qualitative 
performance plan 

How Participants Will Benefit: Gain an objective basis to appraise 
performance; Communicate clear expectations regularly; Increase 
commitment of subordinates through involvement 

 

Trainer: External 

Frequency: 2x/yr 

Course Length: 7.0 hrs (two 3.5 hr sessions)  

Credit Earned: .7 CEUs, eligible for CSP 

Audience: All levels of management and 
Positive Start graduates  

Requirements: Bring a subordinate’s job 
description  

Delivery: Lecture, discussion, exercises 
 
 Return to Top 

Personal Registrar 

 
 

  
  

http://registrarcls/stc/employee/psciis.dll?linkid=762362&mainmenu=EMPLOYEE&top_frame=1


FY 09 Classes by Category Page 11 of 28 

The Leadership Equation 
 

Links to: 
Sterling Leadership 

The job of a manager is many things.  Easy isn’t one of them.  You have 
to create results across heavily defended boundaries and with 
complex teams.  You have to hire, train, and motivate the best talent 
when they’re not around to be hired, you don’t have the time to train 
them, and you don’t have the tools to motivate them.  You have to 
explain strategies to your people when those strategies haven’t been 
completely explained to your, and then represent those strategies 
with your own good name when they come and go without coherent 
explanation.  This workshop will explain a great deal of how to be a 
leader, and will also show you why to be a leader.  It focuses on tactics 
that work immediately to get managers just like you the benefits that 
only leaders enjoy. 

Competencies: Leadership; Motivation 

Learning Objectives: Explain how to be a good leader 

How Participants Will Benefit: Learn tactics that are immediately 
applicable 

 

Trainer: External 

Frequency: 1x/yr 

Course Length: 3.5 hrs  

Credit Earned: .35 CEUs 

Audience: Managers and supervisors  

Requirements: None 

 Delivery: Discussion, activities  
 
 Return to Top 

Personal Registrar 

Dealing with Unacceptable Behavior Links to: 
Sterling Leadership 

The 80/20 rule is real. Managers spend 80% of their time dealing with 
20% of their employees. This workshop focuses on more effective 
ways of dealing with the 20%. It identifies specific employee behaviors 
and provides ways of dealing with them. 

Competencies: Effective communication; Interpersonal relationships; 
Performance improvement 

Learning Objectives: Provide insights into workplace behaviors; 
Differentiate between performance and personality issues; Develop 
strategies to deal with marginal performers 

How Participants Will Benefit: Ability to modify supervisory approach 
to successfully interact with others; Identify the difference between 
performance and personality issues 

 

Trainer: External 

Frequency: 2x/yr 

Course Length: 7.0 hrs  

Credit Earned: .7 CEUs, eligible for CSP 

Audience: Managers, supervisors  

Requirements: None  

Delivery: Lecture, group discussion, role plays, 
case studies  
 
 Return to Top 

Personal Registrar 

 
  

http://registrarcls/stc/employee/psciis.dll?linkid=762362&mainmenu=EMPLOYEE&top_frame=1
http://registrarcls/stc/employee/psciis.dll?linkid=762362&mainmenu=EMPLOYEE&top_frame=1
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Ethics: Do the Right Thing Links to: 
Sterling Leadership 

Have you ever been asked to do something that may not be illegal, but 
makes you uncomfortable? Have you and a colleague argued about 
the rightness or wrongness of a workplace situation? This workshop 
will offer a variety of frameworks for ethical decision making and 
provide you with an opportunity to work on realistic situations that we 
face in the public sector. 

Competencies: Ethics; Judgment; Leadership 

Learning Objectives: Learn to identify the stakeholders in any ethical 
decision; Demonstrate awareness of the principles of ethical decision 
making; Learn to weigh options and outcomes; Identify your personal 
values 

How Participants Will Benefit: Increased awareness of ethical 
behavior; Greater understanding of conflicts of interest; Ability to 
apply Broward County’s ethics policy to everyday situations 

 

Trainer: Internal 

Frequency: 2x/yr 

Course Length: 3.5 hrs  

Credit Earned: Eligible for CSP 

Audience: Open to all  

Requirements: None 

Delivery: Lecture, video, discussion, exercises 
 
 Return to Top 

Personal Registrar 

The Leadership Challenge Links to: 
Sterling Leadership 

Research done by Jim Kouzes and Barry Posner shows that successful 
leaders occur in all shapes, sizes, genders, nationalities, and roles 
within organizations – the only requirement for success is the use of 
certain exemplary leadership practices, which are addressed in this 
workshop.  

Competencies: Value clarification; Organizational vision; Leadership 

Learning Objectives: Name 5 practices and 10 commitments of 
exemplary leadership that Kouzes and Posner identify from their 
research; Outline specific actions that  can be taken in line with these 
practices and commitments to move current projects forward 

How Participants Will Benefit: Fine tune leadership skills: make them 
more consistent, more tangible, and more intentional; Examine how 
these practices can strengthen your approach and progress on current 
projects and activities 

 

Trainer: Internal 

Frequency: 1x/yr 

Course Length: 3.5 hrs  

Credit Earned: None 

Audience: Open to all  

Requirements: None 

Delivery: Video, discussion, action plans  
 
 Return to Top 

Personal Registrar 

  

http://registrarcls/stc/employee/psciis.dll?linkid=762362&mainmenu=EMPLOYEE&top_frame=1
http://registrarcls/stc/employee/psciis.dll?linkid=762362&mainmenu=EMPLOYEE&top_frame=1
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Leadership Style Inventory and Action Planning Links to: 
Sterling Leadership 

Leaders are the most powerful force for improving organizational 
functioning, as they create the management environment and 
standards which prevail. Examine how your style effects the 
organization and receive confidential, individual feedback and action 
planning around critical issues to enhance your effectiveness. 

Competencies: Leadership; Organizational vision; Performance 
management 

Learning Objectives: Facilitate success in achieving specific objectives; 
Identify gaps in skills; Create an individual learning plan; Prepare 
management to address obstacles to overall organizational 
effectiveness 

How Participants Will Benefit: Receive an in-depth feedback report 
analyzing interpersonal skills; Develop strategies to maximize 
performance and productivity; Develop realistic action plans to ensure 
further development of self and others 

Trainer: External 

Frequency: 1x/yr 

Course Length: 8.0 hrs (one 7.0 hr session and 
one 1.0 hr coaching session)  

Credit Earned: .8 CEUs 

Audience: Directors, assistant directors, and 
section managers only; must have at least four 
direct reports to participate  

Requirements: Participants must register no 
later than two months before the class and 
complete multiple assessments no later than 
one month before the class date 

Delivery: 360o assessments, self-assessments, 
lecture, discussion, individual coaching  
 
 Return to Top 

Personal Registrar 
 

Time Management Workshop Links to: 
Sterling Leadership 

This workshop is designed to improve the personal productivity of 
management employees. It shows participants how to improve their 
time management techniques in a variety of areas. The program 
provides practical solutions for day-to-day problems that eat up 
managers’ time. 

Competencies: Efficiency/productivity; Initiative; Planning 

Learning Objectives: Better planning and prioritization of work; Better 
management of time wasters; Better utilization of resources 

How Participants Will Benefit: Increase personal productivity; Exercise 
better control over workload 

Trainer: Internal 

Frequency: 2x/yr 

Course Length: 3.5 hrs  

Credit Earned: None 

Audience: Open to All  

Requirements: None  

Delivery: Personal profile, lecture, discussion, 
exercises 

 Return to Top 

Personal Registrar 

 

 

http://registrarcls/stc/employee/psciis.dll?linkid=762362&mainmenu=EMPLOYEE&top_frame=1
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Managing Change Courses  

 
 

  

Managing Change: Critical Skills for Non-Supervisory Staff 
 

Links to: Executive Needs Assessment, 
Managing Change 

Work in government is not what it used to be. Learn practical ways to 
survive and thrive in a changing environment. 

Competencies: Change management; Continuous learning; 
Communication 

Learning Objectives: Understand the current workplace changes; 
Learn practical skills for coping in a changing environment; Learn 
practical tips for staying employable 

How Participants Will Benefit: Learn coping skills for a changing 
workplace; Learn practical skills for staying employable; Learn how to 
positively contribute to the change process 

 

Trainer: External 

Frequency: 1x/yr 

Course Length: 7.0 hrs  

Credit Earned: .7 CEUs, eligible for CSP 

Audience: Non-supervisory staff  

Requirements: None  

Delivery: Lecture, video, discussion, exercises  

 

 Return to Top 

Personal Registrar 

The Positivity Puzzle 
  

Links to: Executive Needs Assessment, 
Managing Change 

By replacing old, ineffective reactions to events that occur in the 
workplace with adaptable, productive responses, we can create an 
atmosphere of positivity in the workplace. 

Competencies: Self-confidence; Resilience; Stress management 

Learning Objectives: Understand how a poor attitude can quickly 
spread through the workplace; Take responsibility for your attitude 
and its consequences; Help team members clarify their feelings and 
relate them to team goals 

How Participants Will Benefit: Improve relationships with co-workers 
and customers; Become better focused on goals; Improve 
communication and productivity 

Trainer: External 

Frequency: 1x/yr 

Course Length: 3.5 hrs  

Credit Earned: Eligible for CSP 

Audience: Open to all  

Requirements: None  

Delivery: Lecture, video, discussion, exercises  
 
 Return to Top 

Personal Registrar 

Problem Solving Courses  
 

 

  

De-Stressing Yourself at Work 
 

Links to: Executive Needs Assessment, 
Problem Solving 

Participants will learn skills for relaxation and stressor identification. 
Tips for planning and implementing stress reduction solutions will also 
be practiced. 

Competencies: Adaptability; Planning; Effective communication 

Learning Objectives: Understand the components of stress; Identify 

Trainer: Internal 

Frequency: 4x/yr 

Course Length: 7.0 hrs  

Credit Earned: Eligible for CSP 

http://registrarcls/stc/employee/psciis.dll?linkid=762362&mainmenu=EMPLOYEE&top_frame=1
http://registrarcls/stc/employee/psciis.dll?linkid=762362&mainmenu=EMPLOYEE&top_frame=1
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specific work and home stressors; Plan stress reducing solutions 

How Participants Will Benefit: Increase stress management skills; 
Improve problem solving skills; Experience stress reduction 

Audience: Open to all  

Requirements: None  

Delivery: Lectures, discussion, video, exercises  

 

 Return to Top 

Personal Registrar 
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Process Management Courses  

Facilitation Skills Training Program 
 

Links to:  
Sterling Process Management 

Participants will learn to assess agency client needs, design facilitated 
meetings using appropriate methods, and facilitate groups in 
delivering clear plans with measurable results. 

Competencies: Understand the role of a Broward County Facilitator; 
Conduct internal client interviews to assess facilitation needs; Develop 
a meeting design in a consultant role; Facilitate groups utilizing tools 
and methods such as team visions, strategic planning, 
problem/solution planning; Guide groups using sensitive group 
facilitation techniques to keep a team on track for success; Use 
collaboration skills to work effectively with co-facilitators and peers; 
Utilize reporting and evaluation forms to communicate facilitation 
results 

How Participants Will Benefit: Obtain confidence in designing and 
leading challenging facilitation projects;  Use basic facilitation skills to 
bring groups to a consensus and build effective team work;  Deliver 
outcome-based meetings that support group implementation, such as 
strategic planning, program reviews with enhancement 
recommendations, group consensus on prioritizing projects, problem 
identification and solution planning, effective communication plans, 
and time sensitive project/program implementation plans 

Trainer: Internal 

Frequency: 2x/yr    

Course Length:  45.0 hrs (six 7.5 hr sessions)  

Credit Earned:  4.5 CEUs 

Audience: Open to all employees through 
application process supported by individual’s 
supervisors 

Registration: Participants must complete an 
online application signed by their supervisor 
to be considered for the program.  
Applications are accepted from July 15th – 
August 30, 2008, and can be found under the 
Forms section of the BC-Net.   Up to 15 
participants will be selected by Learning and 
Organizational Development to participate in 
the program.   

Requirements: Prior experience in training, 
facilitation and/or group meeting leadership is 
preferred.  Participants should feel 
comfortable speaking in front of groups of 
people, and will spend time outside of class 
preparing for facilitation delivery.  Upon 
program completion, participants become 
members of Broward County Facilitators and 
are expected to co-facilitate two times each 
year for County agencies.  

Delivery: Interactive lectures, discussion, 
method modeling, skill practice, field work, 
peer evaluation, individual coaching, 
individual exercises, team activities, self-
assessments  
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Process Improvement for Managers and Supervisors 
 

Links to:  
Sterling Process Management 

Learn simple tools and techniques for analyzing and improving work 
processes. Identify system-level improvement opportunities that 
typically are beyond the control of individual employees and require 
management or supervisory leadership to implement. Prior to class, 
you will need to select a process that you control to study during the 
class. In class, you will create a flowchart for your process, analyze it, 
and develop an action plan for increasing efficiency and effectiveness. 

Competencies: Efficiency/productivity; Analysis; Organizing; 
Flowcharting; Selecting appropriate improvement strategies 

Learning Objectives: Create a visual representation of the tasks 
required to create your primary work output(s); Develop meaningful 
measures of your work processes; Assess where time and effort can be 
saved; Identify effective strategies for improving outputs and 
outcomes 

How Participants Will Benefit: Increase understanding of the complex 
interrelationships in your process; Identify specific opportunities for 
measurable improvements to your operation; Take back a plan for 
increasing efficiency and effectiveness; Take back a visual tool that can 
motivate and empower staff and serve as a training resource and an   
alternative to written procedures; Gain a ‘bigger picture’ view of the 
work in your office 

 

Trainer: Internal 

Frequency: 1x/yr 

Course Length: 12.0 hrs (two 6.0 hr sessions)  

Credit Earned: None  

Audience: Managers and Positive Start 
graduates  

Requirements: Select a process that you 
control to study during the class  

Delivery: Lecture, group activities, homework, 
video  
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Project Management for Professionals 
 

Links to:  
Sterling Process Management 

This workshop, designed for high-beginner/intermediate level project 
managers, provides participants with a hands-on approach for 
managing projects.  A five-phased process for managing projects will 
be discussed. The course is built around the five phases of project 
management: initiating, planning, executing, controlling, and closing. 

Competencies: Planning; Project management 

Learning Objectives: Define key project management concepts and 
terms; Start a project properly; Develop a work breakdown structure; 
Prepare project schedule and cost estimate; Learn important 
management techniques 

How Participants Will Benefit: Increase confidence in managing a 
project; Ability to estimate time, cost, and materials; Ability to 
communicate project status to stakeholders 

Trainer: External 

Frequency: 2x/yr 

Course Length: 7.0 hrs. 

Credit Earned: .7 CEUs 

Audience: Managers, Positive Start graduates, 
and anyone who needs to understand the 
fundamentals of project management 

Requirements: Participants are expected to 
actively participate in the instructor's blog 
before the class 

Delivery: Dialogue, small group exercises, 
table top exercises, minimal lecture 
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Proofamatics 
 

Links to:  
Sterling Process Management 

Increase the accuracy of your written communication through 
improved proofreading skills. Learn which types of errors are most 
commonly made and develop a system for finding them. 

Competencies: Efficiency/productivity; Professional impact; 
Proofreading 

Learning Objectives: Proofread with specific techniques; Catch errors 
in daily communications; Increase the accuracy of written 
communications 

How Participants Will Benefit: Ability to create and/or review written 
communications; Improve proofreading skills; Increase productivity 
and reduce the cost of correcting mistakes 

Trainer: Internal 

Frequency: 1x/yr 

Course Length: 10.5 hrs (three 3.5 hr sessions)  

Credit Earned: Eligible for CSP  

Audience: Any employee who generates or   
processes written communications 

Requirements: None 

Delivery: Lecture, video, discussion  
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Retraining Courses  
 

 

  

Plan and Implement Effective Cross Training 
 

Links to: Executive Needs Assessment,  
Training and Retraining Employees 

As the County looks for ways to increase its employee potential, 
managers and supervisors are finding cross training as a viable 
solution.  This program will provide a model for an effective cross 
training program. 

Competencies: Technical/professional knowledge; Developing 
organizational talent; Planning and organizing 

Learning Objectives: Determine the job functions targeted for cross 
training; Identify training goals, objectives, participants, and resources; 
Apply a cross training plan to a specific job function; Evaluate and 
follow up a cross training program 

How Participants Will Benefit: Enhance employees’ job skills; Develop 
a plan for implementing job specific training  

 

Trainer: External 

Frequency: 1x/yr 

Course Length: 7.0 hrs  

Credit Earned: .7 CEUs 

Audience: Managers, supervisors, team 
leaders  

Requirements: None  

Delivery: Lecture, small group exercises, pair 
exercises 
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Succession Management Courses  
 

 

  

FastForward: Gateway to County Management 
 

Links to: Executive Needs Assessment, 
Developing the Next Generation of Leaders 

FastForward is designed to empower managers with knowledge and 
equip them to make the best use of all the resources available to 
them, resulting in a more effective organization.  It's a manager's 
orientation to Broward County culture, policies, and management 
practices – critical whether you have been promoted from within or 
hired from outside the organization.   

Competencies: Leadership; Organizational knowledge; Effective 
communication; Developing organizational talent; Conflict 
management; Performance management 

Learning Objectives: Evaluate individual leadership skills and abilities 
utilizing a targeted assessment tool; Utilize the three basic 
components of an effective time management system to prioritize and 
schedule workloads; Navigate the organization's chain of 
communication by understanding positions, "ranks," and lines of 
authority; Utilize the five key concepts of critical thinking skills to 
create positive outcomes in difficult on-the-job situations; Interact 
tactfully with others when managing internal conflicts among co-
workers and external complaints 

How Participants Will Benefit:  Effectively handle third-party conflict 
resolution; Work with collective bargaining positions; Positively 
represent our government through public communications 

 

Trainer: Internal 

Frequency: 2x/yr 

Course Length:  37.5 hrs (five 7.5 hr sessions) 

Credit Earned: 3.75 CEUs 

Audience: Managers 

Requirements: This series has an attendance 
and make-up work requirement   

Delivery: Self-assessment, small group and 
pair activities, large group discussion, lecture, 
skill practice, role play 
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Goal Setting: Strategic Planning for Personal and Professional Success Links to: Executive Needs Assessment, 
Developing the Next Generation of Leaders 

Ready, aim, success!  Wouldn’t it be easier to get there if you knew 
where you were going?  This program is designed to assist County 
employees in aligning their personal and professional lives with 
organizational goals and growth.  Participants will assess where they 
are today and strategically plan for their future. These goal setting 
strategies will be applied to all aspects of one’s total work/life. 

Competencies: Initiative; Motivational fit; Planning 

Learning Objectives: Assess values, values driven work, and 
professional interests; Define the components of effective goal 
setting; Identify critical situations where goal setting is a necessity for 
success; List barriers to obtaining goals and identify resources; Utilize 
goal setting skills to increase productivity 

How Participants Will Benefit: Align personal goals and organizational 
goals; Develop an action plan to implement proactive strategies; 
Obtain a clear understanding of what makes goals really work 

Trainer: Internal 

Frequency: 1x/yr 

Course Length: 7.0 hrs  

Credit Earned: Eligible for CSP 

Audience: Open to all 

Requirements: None 

Delivery: Lecture, small group interaction; 
large group discussion, individual assessment 
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Management Basics: Soft Skills 101 Links to: Executive Needs Assessment, 
Developing the Next Generation of Leaders 

Successful management requires proficiency in managing both the job 
and the people; yet, historically, “soft skills” have taken the back seat 
to planning, organization, time management, budgeting, delegation, 
etc. This class focuses on developing the behavioral soft skills. 

Competencies: Feedback skills; Influencing; Interpersonal 
communication 

Learning Objectives: Establish and maintain positive working 
relationships with direct reports; Focus on job performance; Establish 
expectations, monitor and evaluate performance, and correct 
performance problems; Create a positive work environment 

How Participants Will Benefit: Create a more positive work 
environment; Manage specific performance problems using 
techniques learned in class 

Trainer: Internal 

Frequency: 2x/yr 

Course Length: 7.0 hrs  

Credit Earned: Eligible for CSP 

Audience: Managers and Positive Start 
graduates  

Requirements: None  

Delivery: Lecture, skill practice, discussion, 
video 
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Strategic Positioning for Your Future Links to: Executive Needs Assessment, 
Developing the Next Generation of Leaders 

Do you want to be in the right place at the right time?  Strategize!  This 
program will equip you with informational interviewing and 
networking skills needed for a successful career plan 

Competencies: Initiative; Oral communication; Influence 

Learning Objectives: Describe the difference between informational 
interviewing and networking; Identify network sources and interview 
targets; Conduct an informational interview; Develop methods to 
maintain and build your professional network  

How Participants Will Benefit: Improve skills used during a 
networking setting; Increase your network resources; Target and 
schedule informational interviews 

Trainer: Internal 

Frequency: 2x/yr 

Course Length: 3.5 hrs  

Credit Earned: Eligible for CSP  

Audience: Open to all  

Requirements: None  

Delivery: Lecture, small group and pair 
exercises, role play 
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The Manager’s Journey™: Skills for Today’s Leaders Links to: Executive Needs Assessment, 
Developing the Next Generation of Leaders 

This two-day program is targeted to experienced supervisors and new 
managers and provides practical learning methodologies designed for 
the advanced learner.  The scenario-based design introduces advanced 
skills related to political astuteness, creative performance plans, 
ethical decision making, individual motivational strategies, and more! 

Competencies: Leadership, Managing new expectations; Performance 
planning; Time mgmt; Delegation; Political astuteness; Written/oral 
communication;  Coaching to influence; Avoiding discrimination; 
Workplace safety/privacy; Ethics; Motivating employees 

Learning Objectives: Identify employee and management 
expectations for new managers; Establish individual work habits to 
foster efficient and organized practices; Apply four fundamental 
written communication guidelines to everyday documentation; 
Consider differences among employees when supervising diverse 
populations; Apply business ethics to daily decision making; and more 

How Participants Will Benefit: Manage changing expectations within 
the work group; Delegate tasks with clarity to the appropriate 
individual to minimize rework; Demonstrate organizational sensitivity 
to avoid potential career damage; Give constructive feedback to 
colleagues effectively; Make decisions that are legal and in compliance 
with the organization’s policies; and more 

Trainer: External 

Frequency: 1x/yr 

Course Length: 14.0 hrs (two 7.0 hr sessions)  

Credit Earned: 1.4 CEUs, eligible for CSP 

Audience: Managers, supervisors, Positive 
Start graduates  

Requirements: None  

Delivery: Lecture, self-assessments, small and 
large group activities, role play, skill practice, 
discussion, peer evaluation, job aids  
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The Supervisor’s Apprenticeship®: Skills for Rising Leaders Links to:  
Executive Needs Assessment, Leadership 

Highly skilled workers are often promoted ‘up the ladder’ into semi-
supervisory positions in recognition of their hard work and technical 
expertise, without receiving an opportunity to develop specific talents 
that will be of strategic importance. This competency-based program 
is offered to individuals targeted as potential future supervisors and 
will prepare the novice leader for his or her current position and will 
position them for a move into a supervisory function.  The Supervisor’s 
Apprenticeship® is aligned with Positive Start supervisory training 
currently being offered. 

Competencies: Leadership, Managing expectations; Influencing; 
Controlling chaos; Delegating; Written and oral communications; 
Managing diversity; Managing conflict; Giving constructive feedback; 
Interviewing; Ethics; Public Records and Sunshine Law; Critical thinking 

Learning Objectives: Evaluate individual leadership skills; Establish 
efficient work habits; Follow a delegation process; Apply writing 
guidelines; Present ideas effectively; Provide constructive feedback; 
Use performance logs; Apply ethical decision making; and more 

How Participants Will Benefit: Apply specific strategies for 
improvement; Prioritize workloads; Minimize rework; Write with 
greater confidence; Enhance outcomes of conversations; Give 
feedback under difficult conditions; Create records of observed 
behavior; Make decisions in compliance with County policy; and more 

Trainer: Internal 

Frequency: 8x/yr 

Course Length:  30 hrs (six 3.5 hr sessions and 
9 hrs on-the-job application)  

Credit Earned: 3 CEUs 

Audience:  Office managers, lead workers, 
library in charges, administrative assistants, 
aspiring staff 

Requirements: Participants must complete 
job application assignments between class 
meetings, attend all modules, and achieve a 
satisfactory post-assessment score to receive 
a certificate of completion  

Delivery: Self-assessment, small group and 
pair activities, large group discussion, lecture,    
skill practice, role play, discussion, job aids  
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Workforce Focus Courses  

  

  

All Eyes on Safety 
 

Links to:  
Sterling Workforce Focus 

“All Eyes on Safety" is designed to develop supervisors' awareness of 
Safety and Occupational Health's (S&OH) services as well as your role 
in workplace safety. It was developed in recognition of the need for a 
streamlined approach to managing workplace safety. You will be 
actively engaged in the learning...get ready to share your perspective 
and knowledge, to be presented with new information, and to be 
provided with additional reference and resource materials. 

Competencies: Technical knowledge; Supervisory procedural 
knowledge 

Learning Objectives: Investigate incidents to determine root cause 
and provide complete, accurate investigation forms; Identify and 
minimize job hazards by completing Job Safety Analysis; Recognize 
your safety responsibilities as a supervisor, versus the organization's 
role in safety 

How Participants Will Benefit: Prevent accidents and injuries by 
recognizing potential hazards and controlling them; Improve morale 
and motivation through a safe work environment and reduced on-the-
job injuries; Enhance the safety record and employees' well being 

 

Trainer: Internal 

Frequency: 4x/yr 

Course Length: 7.0 hrs  

Credit Earned: Eligible for CSP  

Audience: Managers, supervisors  

Requirements: None  

Delivery: Group discussion, small 
group/partner activities, individual activities 
and self-assessment/action planning, guided 
note taking, case study, role play, lecture 
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CPR/First Aid/AED 
 

Links to:  
Sterling Workforce Focus 

Participants will learn techniques for performing adult CPR, child CPR, 
Automated External Defibrillation, and first aid. 

Competencies: Cardiopulmonary resuscitation/first aid; Professional 
knowledge; Technical knowledge 

Learning Objectives: Recognize/assist in an emergency situation 
requiring CPR or first aid; Understand healthy living 

How Participants Will Benefit: Be prepared to provide assistance in 
first aid/CPR/AED when required; Two-year first aid/CPR certification 
issued upon completion 

Trainer: External 

Frequency: 2x/yr 

Course Length: 7.5 hrs  

Credit Earned: Eligible for CSP 

Audience: Open to all  

Requirements: Attendance at entire session is 
mandatory to earn certificate  

Delivery: Lecture, video, discussion, exercises 

Location: American Red Cross Headquarters 
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The Encouraging Leader 
 

Links to:  
Sterling Workforce Focus 

This workshop, based on the book "Encouraging the Heart: A Leader's 
Guide to Rewarding and Recognizing Others" by best-selling authors 
and management experts James M. Kouzes and Barry Z. Posner, 
illustrates the importance of employee recognition and presents 
examples of the types of rewards leaders can give to truly motivate 
top performance.  Many people assume that money is the way to 
motivate others but Kouzes and Posner teach us that appreciation is 
the ultimate motivator. This workshop is filled with real-life examples 
of managers helping others believe in themselves, celebrate their 
uniqueness, and discover their own value. 

Competencies: Performance management; Initiative 

Learning Objectives: Learn why it is important to find time for 
employee recognition; Learn how appreciation mobilizes people to 
excel; Learn the benefits of celebrating both individual and group 
achievements; Learn The Seven Principles of Encouraging the Heart:  

How Participants Will Benefit: Discover why it is important to find 
time for employee recognition; Understand how appreciation 
mobilizes people to excel; Learn the benefits of celebrating both 
individual and group achievements; Practice the Seven Principles of  
Encouraging the Heart 

 

Trainer: Internal 

Frequency: 1x/yr 

Course Length: 3.5 hrs  

Credit Earned: None 

Audience: Managers and supervisors  

Requirements: None 

Delivery: Lecture, video, small group 
exercises, discussion 
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Starring in an Interview 
 

Links to:  
Sterling Workforce Focus 

As more and more Broward County managers and supervisors adopt 
behavioral interviewing as their preferred style, employees will need 
to know how to prepare for, and participate in a behavior-based 
interview. This streamlined course will assist employees in 
understanding the STAR concept in answering questions as well as 
learn the most current strategies for effective interviewing. 

Competencies: Oral presentation; Oral communication; Professional 
impact 

Learning Objectives: Identify the components of the interview 
process; Prepare for a behavior-based interview; Apply effective 
interviewing techniques; Prepare responses to the most difficult 
questions; Identify interview follow-up strategies 

How Participants Will Benefit: Highlight professional 
accomplishments and expertise; Increase self-confidence during the 
behavioral interviews; Recognize the need for immediate follow up  

 

Trainer: Internal 

Frequency: 1x/yr 

Course Length: 3.5 hrs  

Credit Earned: None 

Audience: Open to all  

Requirements: None  

Delivery: Lecture, small group exercises, pair 
exercises, role play  
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Retaining a Quality Workforce 
 

Links to:  
Sterling Workforce Focus 

 As the County continues to change the way it does business, so do 
employees.  Employee turnover can have a major effect on the work 
unit.  It’s almost impossible to achieve quality performance in an 
organization with a high turnover rate.  This program is designed to 
provide strategies and skills to help supervisors connect with 
employees and keep the good employees! 

Competencies: Individual leadership; Listening; Innovation 

Learning Objectives: Identify the primary reasons employees leave 
their jobs; Explain what motivates employees to stay; Define four 
methods of feedback; Apply these strategies to connect supervisors 
with their employees 

How Participants Will Benefit: Increase coaching skills; Reduce 
turnover in the work unit; Develop creative incentives for employee 
retention 

 

Trainer: External 

Frequency: 1x/yr 

Course Length: 3.5 hrs  

Credit Earned: .35 CEUs 

Audience: Managers and supervisors  

Requirements: None  

Delivery: Lecture, video, case studies 
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The Recognition Revolution 
 

Links to:  
Sterling Workforce Focus 

Everyone likes to be recognized and appreciated, yet how many 
managers consider "appreciating others" part of their job description?  
Recognition and performance are closely linked.  A primary reason for 
the use of recognition is that it is a low cost approach with a 
measurable positive effect on employees’ performance.   

Competencies: Motivation; Feedback skills; Performance 
enhancement 

Learning Objectives: Define effective recognition and how it benefits 
managers, supervisors, employees and customers; Identify differences 
between types of recognition; Apply guidelines for giving effective 
praise; Practice proven motivational strategies; Manage recognition 
issues and challenges 

How Participants Will Benefit: Improve morale; Increase productivity; 
Decrease stress;  Decrease turnover and lower related costs 

 

Trainer: External 

Frequency: 1x/yr 

Course Length: 3.5 hrs. 

Credit Earned: .35 CEUs 

Audience: Managers and Positive Start 
graduates 

Requirements: None 

Delivery: Discussion, group and individual 
exercises, lecture, role play 
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Taking the Pain Out of Workers’ Compensation 
 

Links to:  
Sterling Workforce Focus 

It’s bad enough when an employee has an accident on the job – then 
you have to deal with all of that paperwork! If you supervise others or 
function as a workers’ compensation claim representative for your 
agency, this class will help you understand the how’s and why’s of 
reporting and following up on claims. 

Competencies: Technical knowledge; Supervisory procedural 
knowledge 

Learning Objectives: Learn when and how to file workers’ 
compensation claims; Understand the supervisor’s role and 
responsibilities when dealing with work injuries; Identify resources 
available throughout the claim process 

How Participants Will Benefit: Respond quickly and appropriately 
when workplace injuries occur; Feel confident that workers’ 
compensation claims have been completed accurately; Appreciate the 
support systems available to the supervisor and employee with regard 
to managing and preventing workplace injuries 

 

Trainer: Internal 

Frequency: 4x/yr 

Course Length: 3.5 hrs  

Credit Earned: None  

Audience: Managers, Positive Start graduates, 
and division claims representatives  

Requirements: None  

Delivery: Lecture, discussion, skill practice  
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The Art of Effective Delegation 
 

Links to:  
Sterling Workforce Focus 

Let go...and yes, the job can be done right the first time. This program 
will provide a clear process to delegate successfully to increase 
productivity and decrease re-work. Learn how to assess employee skill 
level with the appropriate job, while monitoring without 
micromanaging. 

Competencies: Delegation; Judgment; Organizing; Planning 

Learning Objectives: Identify opportunities to use delegation skills; 
Select the right person for the task you want to delegate; Recognize 
common delegation mistakes; Plan and conduct an effective 
delegation discussion; Monitor delegated tasks without 
micromanaging 

How Participants Will Benefit: Develop coaching skills; Avoid common 
delegation mistakes; Increase staff potential 

 

Trainer: External 

Frequency: 2x/yr 

Course Length: 3.5 hrs  

Credit Earned: .35 CEUs, eligible for CSP 

Audience: Managers, supervisors  

Requirements: None  

Delivery: Lecture, self-assessments, peer 
coaching, case studies, action planning  
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