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 24 Core Leadership Topics             
 Setting and Achieving Visionary 

Goals x x  x    x x x x x 

 Practicing and Encouraging 
Honesty and Fairness x x x      x x x  

 Maintaining Objectivity x x       x  x  
 Connecting Goals to Actions  x  x   x  x x x x 
 Encouraging Multi-Level 

Communication  x       x x x  

 Encouraging Team Member 
Contributions  x       x x x  

 Communicating Visionary Goals 
to Team Members  x x      x x x  

 Living Core Values on the Team x  x      x x x  
 Coaching for Performance 

Improvement  x x    x  x x x  

 Identifying Opportunities and 
Threats   x x      x  x 

 Conducting a Force Field Analysis   x x      x  x 
 Integrating Team Actions with 

Other Organizational 
Stakeholders 

   x x  x   x x x 

 Applying Core Values to Service 
Goals   x   x    x x x 

High Performance Leadership Series:
Skill-Based Topics 
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 Interpersonal Listening Skills  x x  x x   x  x x 
 Building Relationships with 

Diverse Internal Customers  x  x  x   x  x  

 Building On Team Member 
Strengths    x  x     x x x 

 Adapting to Change   x  x     x x x 
 Acting in the Role of Change 

Agent   x x x     x x x 

 Acquiring Conceptual Knowledge x      x     x 
 Sharing Conceptual Knowledge   x    x   x x x 
 Transforming Knowledge into 

Team Action    x x  x    x x 

 Problem Solving and Decision 
Making    x x   x   x x 

 Creating New Strategies    x x   x  x x x 
 Encouraging Creative Solutions    x x   x   x x 
              
 Trust             
 Using Power Appropriately x x       x x x  
 Building Interpersonal Trust x x       x x x  
 Improving Team Trust  x x       x x  
 Improving Team dynamics  x  x x    x x x  
 Recovering from a Trust 

Breakdown x x       x    

 Trust Building Skills/Activities x x   x      x x 
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 Communication             
 Understanding Communication 

Styles  x   x    x   x 

 Adaptive Communication Matrix: 
Self-Assessment x x       x    

 Building Rapport: Understanding 
Communication Behaviors  x    x   x   x 

 Adapting to Different 
Communication Styles x x    x   x   x 

 Communications Skills for New 
Supervisors  x       x   x 

 Communications Skills for Team 
Leaders x x       x  x x 

 Communications Skills for Team 
Members x x   x    x   x 

 Communications Skills for Conflict 
Situations x x       x   x 

 Communications Skills for 
Mediators  x x       x  x 

 Using Communication Styles to 
Improve Communications with 
Co-workers 

 x     x  x   x 

 Using Communication Styles to 
Improve Communications with 
Supervisors 

 x     x  x   x 
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 Using Communication Styles to 
Improve Communications with 
Patients/Customers 

 x     x  x   x 

 Communications Skills for 
Customer Service 
Representatives 

 x    x   x   x 

 Eight Communication Skills to 
Improve Communication x x       x   x 

 Providing and Receiving 
Feedback x x       x  x x 

              
 Conflict Resolution             
 Four Causes of Team Conflict  x   x    x   x 
 Determining Your Conflict 

Resolution Preferences/Strengths x x       x    

 Applying the Five Conflict 
Resolution Strategies x x    x   x   x 

 Dealing with Conflict on Teams  x       x    
 Storming: Getting the Team Back 

on Track  x       x x x x 

 Dealing With Difficult People x x   x x   x  x  
              
 Change & Transitions             
 Change and Transitions x x   x     x x  
 Change Management for Leaders    x x     x x  
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 Change Management Strategies 
for Team Members x    x    x    

 Now What?: What to Do When a 
Project/Team Ends   x  x     x x  

              
 Time Management              
 Basic Time Management Skills x    x    x   x 
 Effective Delegation for Team 

Leaders  x  x   x    x x 

 Personal Evaluation Packet (Time 
Management/Personal Goal 
Setting) 

x   x     x   x 

 Time Management for the New 
Supervisor x    x    x   x 

 Confronting Procrastination x        x   x 
 Goal Planning and Action 

Planning for the Team Leader   x x       x x 

 Project Planning and 
Management     x   x     x 

 Integrating Collateral 
Responsibilities with Regular 
Responsibilities  

x    x   x x    

 Balancing Work and Non-Work 
Priorities x    x       x 
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 Problem Solving & Decision 

Making             

 Collaborative Problem Solving x x  x x   x   x x 
 Problem Solving Tools    x   x x    x 
 Decision Making Tools    x   x x    x 
 Creative Thinking Skills x    x   x x   x 
 Mind Mapping: Using Maps to 

Problem Solve   x x     x x  x 

 Mind Mapping: Using Maps to 
Improve Facilitation    x       x x 

 Mind Mapping: Using Maps to 
Make/Plan Presentations  x x  x    x x   x 

              
 Motivation             
 Motivating Team Members  x   x    x x x  
 Rewarding and Recognizing 

Employees  x   x     x x  

 Having Fun at Work  x   x   x  x x  
              
 Work Environment             
 Maintaining a Bias-Free 

Workplace   x       x x  

 Ensuring Workplace Fairness   x       x x  
 Harassment-Free Workplace   x       x x  
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 Coaching/Mentoring             
 Coaching the Willing Employee  x x       x x  
 Coaching the Unwilling Employee  x x       x x  
 Constructive Engagement: 

Guiding Behavior Change  x x       x x x 

 Coaching for Performance 
Improvement  x x       x x x 

 Receiving and Benefiting from 
Coaching x x   x    x    

 Mentoring Skills for Leaders   x x      x x   
 Being Mentored: Benefiting from 

Mentoring x x   x    x    

              
 Customer Service             
 Basics of Customer Service  x    x   x   x 
 Building Customer Rapport: 

Utilizing Communication Styles  x    x   x   x 

 Face-To-Face Customer Service  x    x   x   x 
 Customer Service Telephone 

Skills  x    x   x   x 

 Advanced Telephone Response 
Techniques   x    x x  x   x 

 Handling Conflicts with Customers  x    x   x   x 
 Identifying and Solving Customer 

Problems  x    x x  x   x 
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 Additional Team Topics             
 Qualities of Effective Team 

Leaders x x       x  x  

 Qualities of Effective Team 
Members x x       x    

 Five Stages of team Development  x  x x    x  x  
 Providing Effective Feedback x x       x  x  
 Receiving Constructive Feedback x x       x    
 Understanding Your Feedback 

Behaviors x x       x    

 Improving Trust Among Team 
Members  x       x  x x 

 Recovering from a Trust 
Breakdown: Five Steps x x       x   x 

 Improving the Team Through 
Partnering Behaviors  x  x x   x x x x x 

 What Kind of Team Do we Have?    x x      x  x 
 Shared-Responsibility Teams  x  x     x  x x 
 High Performance Teams  x  x     x  x x 
 
 


