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D C HUMAN CAPACITY DEVELOPMENT CONSULTANTS

INTRODUCTION

Job seekers need to have soft, people, management,
organizational, marketing and other skills to deliver
performance. No matter how good your processes,
systems or equipment are, the key decisions and
interactions between your business ane thutside
world are made by people.

,l%'
O ¢

We recognize as you do that the quality and expertise of your people impacts your business outcomes directly.
Businesses are constantly seeking ways to improve performance, build capacity and ingrain the right skills
(technical and behavioral) in the workforce to ensure competitive advantage.

The training and development service of HCDC exists to meet this need. We have partnered with many
organizations, large and small in all the major industries; Banking, FMCG, Gi| Br@f@ssional Services to name

a few over the years to design and deliver value enhancing learning experiences that translate into demonstrable
improvements in workplace performance.

We offer both organization specific training and generalized courses for a variety of job skills, including training for
Human Resources Management, Soft Skills Management and functional business knowledge in 3 main formats:

A In-house Training
A Open EnrolmehCourses
A Development Programs

The techniques used to deliver our trainings are anchored on accelerated learning, cognitive training methods,
practical demonstrations, tests and learning evaluation. This combination of techniques is based @leptir in
understanding of adult learning techniques. Our focus in developing these programs has been rapid translation of
knowledge gained into the workplace.

We have a robust faculty of facilitators experienced in learning facilitation and technical areas.hss tea
comprised of both internal (consultants at HCDC) and external (Subject Matter Experts we work with on a
regular basis) resource people.

This directory defines HCDG Training Courses and their accompanying modules.
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OUR APPROACH

Our approach to training is based on the facilitation of active learning and reinforcement for better retention and
effectiveness.

The courses are delivered in workshop format; desigteete highly practical, and facilitated through interactive and
adaptive learning techniques which differ substantially from traditional instraodemted, class roorbased teaching.

We work with an understanding of each learnrer p ar t i c u litaraining eoatensmote apprapriately, even
in the open courses.

This combined with our use of active and accelerated learning, as well cognitive learning methods in training delivery &
design, means that we can, and do offerr@ay interventions that are more impactful than many alternatives available
as external training support in Nigeria today.

I n addition, we | ay a strong e mpdnang Angin allcouses,me ensuceithat! real
participah s ¢ a how 8kdlelearnt transfer to the workplace right away.

Some techniques we apply:

A P-Caurse Needs Assessments
ATrainer input

A S-arlalsis questionnaires

APre & Post Tests
Al ndividual and sy
AVi deos & Role Pl a
AGroup Work
AAction planning
APost course reinfo
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OUR PROMISE

We are committed to delivering training interventions that are based on your specific learning needs, generate
team motivation, commitment and result in tangible value for your business.

Our facilitaors are as enjoyable as they are experienced. Tieegxpert at delivering valuable insights in colorful,
interactive learning experiences.
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THE HCDC CREATING SUPER-

ACHIEVERS! SERIES

AResponsive Management & L ACustomer Focused Selling
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HUMAN CAPACITY DEVELOPMENT CONSULTANTS

TOTAL
COMMUNICATION

ABusiness English

ACommunication Skills for E
ACommunication Skills for T
Alnterpersonal Communicatiao
APresentation Skills
APersuasion Skills
AEffective Communication
ATotal Communication Skills

HUMAN RESOURCE
MANAGEMENT

AHR for Non HR Managers
Astrategic HR Management
AHuman Resources Essential
AHR Compliance

ALegal 1ssues in HR Manage
AHire Right

AManaging the Training Fur
APerformance Management
AKeeping your best Talent
AFut ur e proodifuity wieghplanmedi n g
succession

ABehavioral I nterviewing 1
AKnowl edge Management

PRODUCTIVITY &
EFFECTIVNESS

APr of e s svanagemdnt& Breductivity
ATi me Management

APersonal | mpact

AResults Orientation: Ge:
AStressenManage
ACreativity & I nnovation
ACreative Problem Solvin:
ADecision Making
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MANAGEMENT & LEADERSHIP




D C HUMAN CAPACITY DEVELOPMENT CONSULTANTS

Responsive Management and Leadership

3 Days

This course teaches more effective leadership and management by highlighting the value of enhancing
current skills through understanding and applying behavioral techniques.

First, understanding our own patterns of behavior and learning how this impacts leadership/management
style and how to o0flexo6 this for better effectivenes
behavioral tendencies in diverse members of aarh and how to manage different personality types.

Learnlng ObAectlves

Individual Teadership styles.

Personality differences and how they impact our teams.

On a more individual approach towards communicating with and managing team performance.
Ways to motivate, coach and manage different personality styles.

A more interactive style to the leadership and management task.

Steps to building a personal leadership brand.

E R R E E )

Target Audience

9 Professionals, Business Owners, Managers, Supervisors & Team Leaders



HUMAN CAPACITY DEVELOPMENT CONSULTANTS

Discovering Management
2 Days

Moving into the role of a new manager can be a particularly daunting task for even the most seasoned
professional. This comprehensive new manager training provides invaluable knowledge for not only the new
manager but also for existing managers wishingtaesh their knowledge and skills.

Learning ObjreCtIVES

Management and The Organization

Management Functions and Roles

The Modern Managed current trends in management

High Performance Competencies

Understanding the transformational and transactional divide
The leader as facilitator

Motivation Theories applied to leadership

Coaching and mentoring

e

Target Audience

T Newly hired or promoted Managers, Supervisors & other professionals in grooming faxgearent roles.




D € HUMAN CAPACITY DEVELOPMENT CONSULTANTS

Creating and Building High PerformanceTeams
3 Days

Success as a manager depends on how well your team opekiesare their problemsolving skills? Are
they enthusiastic and motivated to do their best? Do they work well together? There have been hundreds of
studies demonstrating that human beings function and learn better in groups.

If you want to develop yourdam leadership skills and unleash the talent of your individual team members, this
three-day workshop will provide you a practical look at current leadership practices that work.

Learning Objectives

Identify different types of teams.

Recognize and tap into the twelve characteristics of an effective team.

Promote trust and rapport by exploring your team player style.

Recognize the key elements that move a team from involvement to empowerment.
Develop strategies for dealing with team ¢lisct and common situations.

Understand how action planning and analysis tools can help your team perform better.

E

Target Audience

9 Supervisors, Managers, Senior Team members, Team Leaders



HUMAN CAPACITY DEVELOPMENT CONSULTANTS D C

Moving From Technical
Professional to Manager

1 Day

This course introduces participants to the basics of moving from technical professional to manager.

Participants will learn management fundamentals, the role altalrskjuired of the IT manager, and the basics
of management planning and recruiting. Course activities also cover team building, team leadership and team
management, conflict management, and communication skills.

Finally, participants examine network igsulT infrastructure strategies &Eommerce.

Learning Objectives

Management and planning
Staffing an IT team
IT team leadership

Managing a team

E

Managing the IT department

Target Audience

9 New IT Supervisors and Managers



C  HUMAN CAPACITY DEVELOPMENT CONSULTANTS

Managing Managers

1 Day

Why is a program about managing managers necessary? What issues arise in senior management scenarios? This
course addresses 3 key issues:

1. Balancing daily tasks with letegm strategic thinking.

2. Direct reports may manage a wide variety of functions, and its difficult to create a sense of unity and
cohesiveness for an entire group.

3. Most midlevel managers (and of most people!), would just as soon ignore sticky situations such as dealing
with difficult people. In fact, many may even back away.

Managing managers takes courage, and in this course, we give participants a sirefiéstive twopronged
approach focusing on developing business strategy, while also improving leadership skKills.

Learning Objectives

Participants learn to:

9 Understand middle managemesntole as liaison between executive management and-fioetmanaers.
1 Identify the special challenges facing first level managers.

9 Help front line managers recognize their dual focus between-teng planning and daily performance.
9 Inspire a shared vision.

9 Adjust leadership style to meet managemseds.

9 Use delegation to empower frontline managers.

Target Audience

9 For mid to senior level managers with responsibility to manage multiple teams



HUMAN CAPACITY DEVELOPMENT CONSULTANTS

Positive Approaches to
Resolving Performance Problems

2 Days

The manages job is to build partnerships and create the environment for employees to succeed as
individuals and as a group.

Treating individuals as responsible partners in the success of gaation means that you earn the right
to expect them to act as responsible partners.

The positive approach to performance management helps manager s deliver results through building and
sustaining strong working relationships basedhe understanding that everyone is responsible for
performing their jobs in a way that helps the organization achieve results.

A proactive but firm appr oac forpbriarmande isessentiaht@buidandat i on of
sustain a work environment that attracts quality talent who appreciate the opportunity to succeed.

Learning Objectives

Define and identify problem employees or nonperformers.

Assess and confrd problem behaviors before more drastic measures need to be taken.

Conduct a successful confrontation session.

Develop and communicate standards that will ensure high quality performance.

Create a pl an -ifnoor aenmip | doeyteeer noi blrueynployeest hel ps mot
Carry out disciplinary sessions that work for all parties.

Identify the four stages of the coaching cycle (Understanding, Assessing, Implementing and
monitoring).

Identify natural coaching style.

See how communication and learning stylesiogmact on the coaching process.

E R

Target Audience

T For Managers, Supervisors & Team Leaders



D C  HUMAN CAPACITY DEVELOPMENT CONSULTANTS

Leadership Skills for Supervisors
1 Day

Supervisors and Managers have a serious effect on the productivity of the people who refuehto
They are the crucial interface between the employee on the shop floor or the sedask and the
leaders of the organization. Although usually technieadperienced than themployees they supervise,
many do not have the leadership and people managemardrience needed to effectively achieve resu
through people.

This oneday course equips participants with the skills in communication, coachingpafiidtthat they
need to be successful.

Learning Objectives

Understandindgeadership and different leadership styles
SelfManagemend balancing time for productivity

The commitment curve

Employeedevelopment models

Dealingwith conflict and difficult issues

o Do To To o Do

Strategiedor successful leadership

Target Audience

A For New andntermediate levelleam Leaders &Supervisors



HUMAN CAPACITY DEVELOPMENT CONSULTANTS

Advanced LeadershipSkills

1 Day

Advanced Leadership Skills is ideal for those who have had some experience in managing or supervising
people and want to improve their skills further. The course follows from Leadership Skills and it is
assumed that delegates aakeady familiar with the concepts discussed in that course.

This training program addresses various practical issues that managers encounter every day and provides
strategies to deal with them. Issues addressed includeision making, delegation skilinanaging people

and resources, managing brainstorming sessions, crisis management and so on. In addition, delegates get
to practice giving short talks to their team or clients in order to improve their public speaking skills.

The training exercises, exgles and case studies ensure that delegates are constantly pushed to think and
re-examine their own attitudes when dealing with people. They learn numerous techniques that will help
them improve their interactions and to build trust.

Learning Objectives

9 Understand a tea® aspirations and set goals in a way to get them more committed and motivated to
achieve these goals
Systematically plan using thatgps planning technique to improve brainstorming and problem solving
meetings
Improve speeh and public speaking to express business vision more effectively to internal teams,
I clients and stakeholders
Analyze risks, draw contingency plans to prepare for a crisis and manage it as it unfolds
Improve communication skills to provide better feedba@duce misunderstandings and help people
grow and become more productive
Overcome fears and discomfort in forgiving people and learn how to forgive using a proven
stepby-step technique
f Delegate at the right level to the right people while formulatinguests in a way that motivates

people and get the most from them

= =

Target Audience

9 For experienced Managers
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FINANCIAL INTELLIGENCE




HUMAN CAPACITY DEVELOPMENT CONSULTANTS D C

Finance and Budgeting for

Non Finance Managers

3 Days

This training is for Managers wlimnd have training or a background in finances. It helps participants understand
the cycle ofihance to figure out where they fit in theaompanys financial structure.

This two-day budget and financial management workshop will familiarize participants with the key concepts of
finance and accounting and will equip them prepare budgets with maorfidence.

Learning Objectives

Assess the financial performance and health of their firm.
Integrate financial management concepts into their thinking.
Understand the budgeting process and forecasting techniques.
Be able to manageudget, inventory, and petty cash.

= =4 - =9

Target Audience

9 Managers, Team leaders, Supervisors and professionals from none finance backgrounds with budget or money
management responsibilities.
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Excel for Finance
Professionalst Level 1

1 Day

This course is an introduction to financial data analysis and modeling for finance professionals using Microsoft
Excel.

Learning Objectives

Data manipulation

Data presentation

Data entry and validation
Collaboration

Efficiency

e

Target Audience

9 For Managers and professionals with responsibility for financial data analysis & reporting.



HUMAN CAPACITY DEVELOPMENT CONSULTANTS C

Excel for Finance
Professionalsi Level 2

1 Day

This course is an advanced financial data analysis and modeling workshop for finance professionals using Microsoft
Excel.

Learning Objectives

=4 =8 =8 -9 -9 _-9_9_9_9_4_°2_-2._--

Building models

Masking

Range names and absolute references
Styles and themes
Number formatting

Dates and times

Array formulae

Cash flow calculations
Investment appraisal

IF and LOOKUP functions
Advanced lookup functions
Advanced formulae tricks
Other functions

Target Audience

9 For Managers and professionals with responsibility for financial data analysis & reporting.
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Financial Management Essentials

2 Days

This course provides a comprehensive introduction to financial management.

Day 1 covers the fundamentals of financial management. Participants will become familiar with basic accounting
concepts and terms, track business transactions, use uniasalinting tools. Course activities also cover the
purpose and how to use the four financial statemethissincome statement, the balance sheet, the cash flow
statement, and the statement of stockholders' equity. Finally, participants learn how to cneldafarce a

budget.

Day 2 builds on the fundamentals taught. Participants learn about reconciliation, cash management & reporting.
Course activities also cover the various tools available for analyzing financial statements. Participants will also
learn hav to calculate inventory value and depreciation, and why organizations use accounting methods when
reporting financial information on financial statements.

Learning Objectives

Basics of accounting
Accounting cycle

Income Statement

Balance Sheet

Other financial statements
Budgeting

Cash management

Analysis of financial statements
Analysis of Income Statements
Inventory and depreciation
Application of accounting methods
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Target Audience

1 Managers, Team leaders, Supervisors and professionals who need to understand and manage the company's
financial resources.
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Basic Accounting Principles for
Business Decisions

2 Days

This course looks into the fundamental principles and terminology employed in financial circles, the principles
used in basic accounting and the systems put in place to ensure financial control is maintained.

The main financial statements including the profit & loss accounts, the balance sheet and everyday accounting
adjustments are discussed in a simple yet comprehensive and practical manner so that participants get a good
understanding of both the conceptsdatheir practical applications.

The course helps participants deal with accounting terminology and important accounting terms and develop a
working knowledge of key accounting reports and instruments.

Learning Objectives

9 Undestanding accounting conventions and principles.
9 Understanding the accounting equation and its relationship with the Balance Sheet and Profit & loss account
E Balance sheet
E Profit & Loss
E Double Entry Principle
The Accounting Process
1 E Double Entry Accounting
E Extracting The Trial Balance
E Preparing The Balance Sheet And Profit & Loss Account
Understanding Adjustments in Accounting
= Accounting For Accruals & Prepayments
Accounting For Depreciation
Accounting For Bad & Doubtful Debts/Accounting For Provisions
Accounting For Inventory
Overview of Company Law requirements and Financial Statements
Overview of accounts of Financial Institutions.

b ITh b M
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Target Audience

9 Managers, Team leadgrSupervisors and professionals who need to understand and manage the company's
financial resources.

D C
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Foundations of Credit Risk
Analysis & Management

3 Days

This course provides an introductory learning experience designed to assist professional staff in developing
analysis, examination and management skills applicableatddcredit function. Revised to take into
consideration the impact of the global trds, this statef-the-art credit risk course is essential for every risk
management professional.

It is a practical guide to the latest developments within credit risk, participants learn with a combination
structured presentations, practitioners' expertise, practical exercises and market examples.

Learning Objectives

Overview of the entire Credit Process

Understanding the principles of Credit Risk and its management.
Overview of Macroeconomic and Industry Risk Analysis
Understanding the Pillars of Lending

Evaluating types of Borrowers and their characteristics
Overview of Credit Facility types and their dynamics

Basic techniques for assessing the Bwiing needs of an Obligor
Evaluating Loan Purpose

Incorporating Financial Analysis techniques in the Credit Decision making Process.
Overview of Company Risk Analysis.

Basic Loan Structuring & Management techniques.

Putting it all together in a Credit Apprval Memorandum (CAM).

E R ]

Target Audience

9 Finance professionals who need to understand and manage credit.



HUMAN CAPACITY DEVELOPMENT CONSULTANTS D C

Analyzing, Managing & Structuring
Credit for Corporate type Obligors

3 Days

As companies are increasingly finding it difficult to access cash in thetsimoror access capital for investment
and growth, today's credit and restructuring specialists are required to have the skills to evaluate the various loan
workout and restructuring options available.

This innovative, -8lay course will provide delegates with-tg-date information and refrestaeskills in order to
efficiently and effectively manage corporate loan workouts and financial restructuring to minimize market risk and
secure strong returns.

Learning Objectives

1
1
f

Overview of Macreeconomic Analysis and the implications for lending.
Overview of Industry Risk Analysis and impact for Credit Decision Making.
Business Risk Analysis
= Overview Of Financial Statement Analysis
Techniques For Cancelling The Effects Of Accrual Accounting In Evaluating A
Companys Cash Dynanais
Non-Financial Analysis
cial Projects
Preparing Projections (Balance Sheet, Income Statement, Cash Flow, Working
Capital, Profitability)
ReviewingBorrower& Projections
Assessing The Quality Of Financial Staterment
Loan Structuring Issues
Loan Management issues and early warning signals.
E PreDisbursement
E PostDisbursement
Case Studies in corporate lending
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Target Audience

|l

Finance professionals who need to understand and manage credit.
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Analyzing, Managing & Structuring
Credit for Commercial type Obligors

3 Days

This provides an overview of all aspects associated with the assessment, type and structure of commercial
credit management, as well as building relationships with new and existing clients. Participants will learn to use
a systematic framework for assessing loan suitability, structuring a loan and developing a sound lending
understanding upon which to buildwad commercial and business relationships.

Learning Objectives

1 Overview of Macreeconomic analysis and the implications for lending.
¢ Overview of Industry Risk Analysis and its impact for credit decision making
q Business Risk Analysis
Overview Of Finanial Statement Analysis
Techniques For Cancelling The Effects Of Accrual Accounting In Evaluating A Cosrpasly
A Dynamics

Non-Financial Analysis

Screening the Loan Proposal and Identifying borrowing causes

Estimating the Financial Condition of borrowers with unreliable financial statements.

Determining true loan purpose and assessing the financing needs of commercial borrowers.
tructuring

Working Investment Financing (Temporary And Parrant)

Seasonal Product Financing

Assessing Adequacy Of Transaction Cycle Cash Flow

Assessing Asset Conversion Cyéleéength, Value, Mitigants, Profitability

Pricing Issued Assessing Risk/Return Dynamics

MatchingBorrower® Business And Financing Need With The Appropriate Type Of Facility

Facility/Transaction And Obligor Rating Methodology

Repayment Source Analysis

Evaluating Suitability Of Product Programmes
q Loan Management Issues and eadyning signals

E re-Disbursement
E PostDisbursement

q Case Studies in commercial lending

Loan
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Target Audience

 Finance professionals who need to understand and manage credit
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Credit Management and Debt Recovery
2 Days

The granting of credit for many businesses is a fact of life; therefore, control and collection procedures adopted
must be designed to keemshflow positive and to limit the instances of slow receivables and potential bad debt.
This course focuses on the implementation of simple and proven credit control strategies and techniques to
streamline your organizatios processes, improve risk management, and maximize the effectiveness of debt
collection techniques. Participants also learn how to effectively collect outstanding debt without damaging the
suppliercustomer relationship.

The course also highlights ethiasdapersonal effectiveness within the debt recovery context, the application of
the legalities in the liquidation of debt, the management of debtor and credit grantor portfolios and the facilitation
of oral and written communications for the purposes of effectively administering debt recovery.

Learning Objectives

Overview of Credit assessment and Risk Evaluation

Overview of Financial Analysis techniques in Credit Evaluation.
Factors influencingredit decisions and the pitfalls involved.
Collections Systems and Procedures.

Collection tools and techniques.

Overview of key success factors in Debt Recovery.

Dealing with delay tactics and distressed debtors.

Legal perspectives in Debt Cadlion.

Negotiating for settlement.

Case Studies in Debt Recovery.

=2 =2-2-0_9_-9_9_9_°5_-2

Target Audience

Finance/Credit Controllers, Managers & Supervisors

Accounts Receivable Officers, Supervisors & Clerks

Anyone with accounts receivable and credit collection responsibility
Debt Managers

Accounting Officers

Financial Administrators

Office Managers
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Effective Budgeting and Cost
Control Techniques

Learning Objectives

il
il

E R

Understanding Business Planning and Strategy Formulation
Understanding the Budget Process
E Types of budgets
E Budgetary techniques
E Preparing and administering budgets
The Budget as a key financial Statement
Factors affecting the Budget Process
Linking Budgets to Strategic Plans.
The critical functions of management
Overview of forecasting methods
Variance Analysis techniques
Understanding Cost Control methods
Indicators of inadequate cost control
GeneralControl Mechanisms and approaches to Cost Control.

Target Audience

=2 =8 -8 -8 -8 _9_9_98_4._--°._-2-

Managers and professionals seeking promotion in the following areas:

Middle Management and Operations

Middle and Back Office

Financial and Product Control

Finance Business Partners

Planning and Budgeting

Management, Statutory and Regulatory Reporting
Auditors and Internal Control Risk

and Compliance Regulators

Accountants and Consultants

Graduate and Management Trainees

2 Days
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SELLING FOR RESULTS
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Customer Focused Selling

2 Days

This course is designed to hone the technical and peskiles of sales professionals and managers for higher
performance selling.

It offers participants the opportunity to learn about and practice appropriate customer focused sales and
negotiation strategies& tactics to achieve more sales and satisfied customers.

Learning Objectives

Learn and apply a resultsiented, consultative system of selling.

Understand and meet specific customer needs with your products and services.

Sharpen communication skills to present concepts, identify sales opportunities, and overcome objections.
Learn to close the sale effectively with the results you intended.

Gain a clear understanding of the similarities and differences between selling and negotiating.

Learn overall guidelines for handling effective sales negotiations with both internal and external clients and
customers.

Identify your own and otherspreferred negotiation style.

Identify various sales negotiating tactics and how to effectively deal with them.

Develop the communication skills required to negotiate effectidely. listening, questioning, and

clarifying.

Learn to plan and conduct effective néigtions through skill building & role play sessions

=4 =4 =4 -4 -8 -9
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Target Audience

q For Sales Professionals, Team Leaders & Managers
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Sales Management
1 Day

This course teaches participants the fundamentals of sales team management.

Participants will learn how to be successful sales managers, select sales professionals, build unity and trust in a
sales team, develop team members and manage performance.

Courseactivities also cover choosing a territory strategy & management, sales forecasting & target setting, goal
setting and monitoring.

Participants will also learn team motivation, compensation, incentives, and performance improvement.

Learning Objectives

Effective sales teams
Effective sales performance
Managing sales territories
Forecasting sales revenue
Motivating sales teams
Improving sales performance

= =8 =4 -a-a-"

Target Audience

9 For Sales Team Leaders & Managers
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Winning with Difficult Customers

1 Day

This workshop will help participants plan, prepare and execute proposals and presentations that address
customer concerns, reduce the number of objections encountered and improve sales close rates.

Learning Objectives

Identify the steps needed to build credibility.
Identify frequently encountered objections.
Develop appropriate responses and rebuttals.
Recognize buying signals.

Close sales more effectively.

= =4 -4 -8 -9

Target Audience

9 For Sales Team Leaders, Managers & Professionals
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The Fundamentals of Selling
1 Day

This comprehensive course, introduces traditional (influelased) and modern (facilitative and consultative
based selling techniques and prepares the delegates for a variety of sales environments from retail and customer
facing selling to sophisticated busines$usiness sales involving large projects.

The course emphasizes the concept of customer loyalty for tenm profitability and teaches the sales person
specific steps to engender develop and retain loyal customers.

Training techniques applied include instructor led sessions, group exercises focused on specific concepts, and
more comprehensive sales exer@dbat help the participants to put a series of smaller skills into practice and
learn how to approach selling.

Learning Objectives

Sell using a structured framework and have the right mentality to maximize sales conversion
Take advantage of modern sales techniques by understanding the difference between the
traditional and modern methods

Focus on the customes needs and pitch sales from the most efficient angle to get maximum
results

Phrase sentences efficiently when sgliarproduct or an idea

Sell by focusing on the customer using effective modern selling frameworks

Read and use body language effectively to enhance your communication skills

E R

Target Audience

q For Sales Team Leaders, Managers & Professionals
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Strategic Account Management

2 Days

Strategic account management has become accepted in international business practice. Based on the principle that
80% of current or potential revenues come from 20% of customers, the approach of differentiating customer
relationships by forming strategic partnerships that ensure long term value for all involved is fundamental to success
in business today.

Furthermore,increasing competition driven by globalization is leading companies to seek for ways to better
identify, recruit and retain high value customer relationships using the strategic sales and account management
approach.

The primary purpose of this training to improve participantsability to protect and grow the business with key
accounts. Skills and concepts in the course can also be used to develop other customers into key accounts for your
company.

This course provides a structured, easyapply approach to managing key accounts, emphasizing a practical
approach to help participants immediately apply skills taught to their sales practice.

Learning Objectives

Understanding Key Account Management

Customer Relationship Management for Key Account Managers
Customer Values Management for Key Account Managers
Account Evaluation and Portfolio Management

Selling strategy for key accounts

Time Management, Planning and Prioritizing for Key Account Managers
Communications Skills for Key Account Managers

Networking for Key Account Managers

Relationship Building for Key Account Managers

Influencing Skills for Key Account Managers

Negotiating fo Key Account Managers

Self, Team Management and Motivation for Key Account Managers
Case Studies in Strategic Account Management
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Target Audience

q For Sales Team Leaders, Managers & Professionals
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Value Driven Relationships for

Business Success
2 Days

Productive business to business sales performance is based on solid understanding and trust. Customers do not
appreciate bei ng tnreer aetleyd Ths shurse eghgeaparecipants how to identify,
approach, engage and partner with customers to build lasting, profitable business relationships.

We teach how to build genuine business relationships. Many sales people allow teemesago close a deal
lead them towards transactiongipe sales behaviors which focus on short term results. Relationship selling
takes a little longer to implement and if done correctly has long term benefits to all concerned.

Participants are taught peerful consultative, nomanipulative skills and strategies which enable them work
smarter and improve conversion ratios throughout the sales pipeline by developing professional relationships
and achieving wiwin solutions.

Learning Objectives

9 Understanding basic customer relationship management principles
§ Environmental scanning techniques
E Macro Analysis
E PEST Analysis
Techniques for articulating criteria for the selection of customers.
= Target Market Identification And Segmentation
Reviewing Customer Value Proposition
SWOT Analysis
Customer Prospecting Techniques
Developing Leads
Needs identification and product development strategies.
E Overview Of Industry Rik Analysis And The Impact On Your CustomeBusiness
f E Understanding The Customes Business
E Understanding Customer Buying Psychology And Decision Making Process
Market positioning techniques
Understanding the value chain concept as a tookwenue generation
Understanding the different relationship types
E Identifying relationship driven and transaction driven customers
E Converting a transaction customer into a relationship customer
Identifying and taking advantage of cross selfidgug selling opportunities
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Target Audience

9 For Sales Team Leaders, Managers & Professionals



HUMAN CAPACITY DEVELOPMENT CONSULTANTS C

Fundamentals of Marketing
2 Days

Marketing is fundamental to the success of every business. The ability to understand and anticipate the wants
and needs of your customers and then supply them with products and services at a profit is a crucial skill for
every manager and leader. This cseilis designed to develop the core marketing management skills and
competencies of participants. The core competencies include marketing knowledge, planning, control,
problemsolving and communication.

Participants learn how to identify and use insighta asurce of differentiation, a platform to build competitive
advantage and a basis for identifying, attracting and engaging the right customers for your business.

Learning Objectives
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Overview of the macro economy and the impact of government policies on the wealth creation
process.

Overview of Marketing Principles and Relationship Marketing

How to develop a Marketing Plan

Setting a Marketing Focus

Market Positioning and Repositionirechniques

Market Segmentation techniques

Competitor Analysis and Monitoring Competitor activities

Techniques for new business prospecting

Approaches to Customer Planning

Developing appropriate Marketing Communications techniques

Planning and preparing a marketing call

Product Development strategies

Using the value chain model in the Need Identification and Product Development process
Identifying and handling Decision Makers and Influencers

Resolving customer concerns and handbbggections

Building Customer Loyalty

Target Audience

1

For Business Owners, Managers & Professionals



D C HUMAN CAPACITY DEVELOPMENT CONSULTANTS

Strategic Business Planning
2 Days

A practical workshop for professionals and managers who are responsible for, or contribute in a significant way
to, the business planning process and who must take the strategic decisions which form the basis of the business.

This course deals with the petical aspects of business planmitfose one to three year plans that show what
the business is actually going to do. Using a range of proven tools and techniques to understand how to put
together a compelling plan, the workshop examines strategic éssipositioning, the priorities and SMART
objectives that turn business vision into reality. Other issues addressed indladget markets, the external
environment and appropriate marketing structures, processes and programs.

Learning Objectives

Determining strategic business direction

Research and analyze the individual components needed for a business plan

Apply skills to create a business plan for different audiences, including investors, banks, and
other stakeholders

Explain the purpose and future of your business in easy to understand terms

Use accounting terms to describe the future for your business

Describe t marketing, sales, and planning strategies
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Target Audience

9 For Business Owners, Managers & Professionals



HUMAN CAPACITY DEVELOPMENT CONSULTANTS D C

Mastering Marketing

1 Day

Everyone has heard of marketiddut what actually is it? This course will help participants understand the real
function and nature of marketing. We examine the principles of modeay marketing, covering key topics as
the marketing mix, marketing research and communication, pricing, marketing business services, designing a
marketing plan, mass advertising, salesnotion techniques and public relations, international marketing, and
current marketing issues.

Participants undertake an internal and an external analysis of their business and carry out practical application
exercises.

Learning Objectives

9 The Marketing Mix

¢ Marketing Plan

E Marketing Objectives

E Communication Objectives
Communication Strategy

Branding

Direct Marketing

Public Relations

Price Issues and Strategies

Sales Promotions

Selling effectively in a competitive environment
Responding to Client Objections
Attitude

Understanding Personality Types
Customer Relationship Management
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Target Audience

q For Business Owners, Managers & Professionals



C  HUMAN CAPACITY DEVELOPMENT CONSULTANTS

Getting to Yes 1 Effective
Negotiation Skills

1 Day

Negotiation is key to everyday business and the ability to negotiate effectively in a wide range of business contexts
is crucial. It involves securing the best outcome for both parties and protecting valued relationships.

Many customers get more practice in negotiations skills than the sales person; some customers tend to use
a wilose negotiation tactics. This means ewen higher level of skill is required by the sales person to ensure a
win-win outcome. The difference between profit and loss on a deal often lies in the detail. Minor clauses
negotiated have given rise to suppliers having major problems with delivelyr gmdfitability.

This is a practical and intensive course where participants are given the key techniques and skills required to
enable and facilitate decisions that achieve WIMIN outcomes. Participants learn to conduct negotiations
faceto-face, asvell as on the telephone, with internal clients and team members, brokers, prospects and
customers.

Learning Objectives
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Gain a clear understanding of the similarities and differences between selling and negotiating.
Learn overall guidelines for handling effective sales negotiations with both internal and external clients and
customers.

Preparationd A key for success

Identify your own anab t h epreferfed negotiation styles

Identify various sales negotiating tactics and how to effectively deal with them

Develop the communication skills required to negotiate effectidedyg. listening, questioning, and
clarifying

Negotiating on the Phone

Learn to plan and conduct effectivegotiations through skill building exercises and role play
Negotiation action plan

Target Audience

1

This course is aimed at individuals who are looking to improve their negotiation skills.
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HUMAN CAPACITY DEVELOPMENT CONSULTANTS C

Service Leadership

1 Day

In an increasingly competitive business environment, organizations need to work even harder to retain customers
and win new ones.

This course trains frontine staff to deliver a great customer experience, giving participants the skills and
knowledge to déver excellent customer service that build your business reputation and increase repeat
patronage.

Through this interactive program, participants will learn to understand and appreciate why their role has such an
impact on your customersexperience, antearn vital communication and listening skills that will equip them up
for success.

Learning Objectives

Successful completion of this course will increpagticipan knowledge and ability to:
9 the concepts and benefits of extraordinary customer ssgv
9 extraordinary customer service standards for your area
T ways of building customer rapport
9 your listening skills
9 control of every call
fonodé in a positive way
9 calm when the customer is upset
9 down a hot customer
1 strategies to avoid burnout

Target Audience

9 Professionals and Managers with client facing functions



D C HUMAN CAPACITY DEVELOPMENT CONSULTANTS

Customer Service Essentials

2 Days

Everyone serving internal or externalu s t omaeds fandamental customer service skillseRergize your staff
with the required skills for excellent customer service. This course covers the skills and awareness necessary to
delight internal and external customers.

Learning Objectives

=2 =8 =8 8 -8 -9 _9_9_9_9_95_49_-°2_-49_-29_-2°_-49._-2-°_-2-

Understanding Service

Developing a customer focused attitude

Vision and Mission alignment

The Service Slogan

Customer expectation turnaround time

Factors affecting turnaround time

The ambience supportive of service level delivery

Basics of business service and process flow

Moments of truth

Understanding the three tier framework of customer profiling (self, internal, external)
Managing onen-one cortacts

Proactive customer servicgsunderstanding the service delivery chain
Techniques for handling customer needs and complaints

Ways to improve customer servicé developing customer value proposition
Implementing a customer relations program

Planning the service strategyJnderstanding the selling process
Measuring customer satisfaction

Building a feedback strategy for measuring customer satisfaction

Effects of technology on excellent service delivery

Target Audience

1

Professionals and Mareag in client facing functions



HUMAN CAPACITY DEVELOPMENT CONSULTAN D C

Managing Customer Service

1 Day

The needto lead, model, and promote the organizational values within a customer service environment is
essential for business success. A custes®wice team is only as good as its manager. When leadership at the
top fails, the team usually follows.

This programis designed to give service leaders the tools they need to effectively manage a service team. It shows
participants how to develop an effective customer service strategy and lead the team to focus on meeting
customer needs.

Learning Objectives

Identify ways to establish links between excellence in customer service and your business
practices and policies.

Develop the skills and practices that are essential elements of a customer seciced
manager.

Recognize what employees are lookingtb be truly engaged.

Recognize who the customers are and what they are looking for.

Develop strategies for creating engaged employees and satisfied customers in whatever
business units you manage.
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Target Audience

1 Managers in client facing functions.



TOTAL COMMUNICATION



HUMAN CAPACITY DEVELOPMENT CONSULTANTS

Business English
1 Day

Professionals need a good grasp of the English language to effectively interact with colleagues, prospects,
customers and partners. Good language skills enhance our ability to irdldenisions and conduct business
negotiations. By speaking better English, professionals more effectively attract and build trust with local and
international customers.

This full day course offers a comprehensive revision of English grammar, with arfidtesuse of English for
business. It examines spelling, grammar and punctuation including commas, colons, adverbs and prepositions.

Learning Objectives

The importance of grammar

Pronouns, adjectives and adverbs
Prepositions, conjunctions, and interjections
Effective sentences

Agreement rules

Improving sentence structure

Word choice

Punctuation and mechanics

Synonyms, antonyms, and homonyms
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Target Audience

9 This course is ideal for anyone looking to improve their written and spoken English






