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Change For Success
Introduction

How We Operate

Organisations that succeed are changing more
frequently than ever before. Restructures, new
services, acquisitions, mergers and growth provide
challenges and opportunities for your people. That’s
why it is so important to provide them with the skills
to drive the changes through your organisation.

We have been providing high quality training and coaching since 2002. You can
see what our clients say by visiting our website:

Changes, large and small will only succeed when
organisations provide the appropriate support to
their staff to make a success of the change.

Bespoke

Our Reputation

We only work in company which
means every training course or
coaching session is developed in
partnership with you. We will always
reﬂect your values and culture which
is how we can guarantee that every
intervention will have a positive
impact on performance, achieving
business objectives and the customer
experience.

Feedback tells us that people are
energised by our interactive, dynamic
and engaging delivery. We address
real situations and give people the
tools and techniques which they can
put into practice immediately.

www.empathy-transformation.co.uk
Our success is built on our key principles;

Flexibility
We can offer our training as full day,
half day or bite size sessions. We
also provide one to one coaching.
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Value
We always come to you. This means
that there is no wasted travelling
time or expensive venues to pay
for. Our fees are highly competitive
ensuring that we provide exceptional
value for money.

Programmes
Manager and Team Leader Programmes

Communications Skills Programmes

•
•
•
•
•
•
•
•

•
•
•
•
•
•
•
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Managing Performance
Team Leader Boot Camp (ILM)
Leading During Change
Motivational Appraisals & PDRs
Coaching Skills
Leading & Developing People
Building a High Performing Team
Values Led Recruitment
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Assertiveness
Influencing with Empathy
Communicating with Impact
Vital Conversations
Facilitation Skills
High Impact Presentations
Media Interview Skills

Personal Development Programmes

Corporate Programmes

•
•
•
•
•
•
•
•
•
•
•

•
•
•
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Personal Effectiveness & Managing Time
Dealing Positively with Difficult Situations
Customer Service Masterclass
Resolving Conflict Positively
Personal Resiliance
Commercial Awareness
Building Confidence & Self-Esteem
Preparing for Promotion
Networking Successfully
Creative Thinking & Problem Solving
Valuing Diversity
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Building a Customer Centred Culture
Leadership Development Programmes (ILM)
Leading Through Coaching
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Manager and Team Leader Programmes 1
Managing Performance

Leading During Change

Team Leader Boot Camp (ILM)

Imagine being able to improve the performance
of your team members by 10%. Visualise
what it would be like to know that you have
contributed to each team member achieving
their full potential. Sounds great doesn’t it?
We can help you to do it with our performance
management process.

Change is a constant now. And often the
changes are relentless. Change can have
a devastating effect on our mindset and
commitment; if we let it!

There are certain ingredients that simply make
things better. They bring depth, substance and
lift life out of the ordinary. In organisations,
great team leaders can make that magic
difference. And never before has it been so
important.

We help managers to focus on ensuring that
they create clarity of their expectations of each
individual as soon as they join their team. We
will explore the performance management
process from recruiting the right people
through to the day they leave the team. We will
give you the tools and techniques to develop
the performance of the rising stars right
through to the dead wood!
If you’re genuinely committed to a culture of
performance excellence, this will give you a
ﬂying start!

The experts tell us that the main cause of
change failing is that we forget about people.
Emotions run wild at times of change and that’s
why you need to take a systematic approach
before, during and after change.
Our workshop uses Kotters 8 step change
model, and will help you to put consultation,
commitment and communication at the heart
of your change leadership.
It’s important that we proactively lead and
manage the change throughout the process.
This workshop will show you how to do it whilst
maintaining the motivation levels which enable
your team to maintain peak performance.

So what is the recipe for a brilliant team leader?
We believe it’s a unique combination of skills
and self conﬁdence and this ILM recognised
programme concentrates on developing both.
It’s for you if you’re a new team leader or it will
give your skills a real polish if you’re established
in the role.
We focus on key issues like the power of
empowering people and the fundamentals
of motivation. It is an energising look at
managing the management, the team, the
work, relationships, communication and
performance.
We will shape it to exactly meet your needs and
aspirations, and that will help you to get peak
performance from your team.
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Manager and Team Leader Programmes 2
Motivational Appraisals & PDRs

Coaching Skills

Leading & Developing People

A PDR or appraisal review should be one of
the most satisfying conversations you have all
year. It should give you a chance to encourage
personal development and motivate high
performance. Yet all too often it feels like an
ordeal for both parties during the review and
the sense of a missed opportunity afterwards.

How often do you feel like Google? Question
after question as your staff expect you to know
everything. The problem is the more you
answer their questions, the more they will ask
you. It’s a vicious circle.

Are you a manager or a leader? What are
the differences? What’s the best way? How
can you facilitate the high performance and
development of your team?

Our highly interactive workshop puts PDRs and
appraisals back where they should be. And
that’s as a baseline for enhancing performance.
We equip you with the skills you need to
facilitate motivational forward focused
meetings. As a result both you and the team
member will walk away feeling positive and
motivated.
It’s highly interactive and challenging, because
sometimes that’s what can happen. The golden
rule is no surprises, however you may well be
surprised about your renewed enthusiasm
after this course!

And that’s where coaching can help. It is using
a series of techniques which enables people
to ﬁnd their solutions based on the principles
of “ask, don’t tell”. This means you are
empowering people to ﬁnd their own solutions
to their problems, challenges, aspirations or
decisions. And the more you coach, the fewer
questions you get asked.
Of course there’s more to it than that; and it
can be used in many situations. Come to the
workshop and discover how you can enhance
your team member’s performance, conﬁdence
and independence.

The truth is that you are likely to fulﬁl both
roles. The manager in you will want to get
things done, whilst the leader will want
to be visionary, inspiring your people and
empowering them to success. So imagine if
you could strike the right balance!
This programme will focus on task delivery,
team building and developing individuals.
We will introduce you to the principles of
situational leadership, empowering your
team, motivation and enabling them to be less
dependent on you. All this means that they will
realise their potential and raise performance
levels.
Join us at this workshop and you will be
planning your leadership legacy – whatever you
would like it to be.
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Manager and Team Leader Programmes 3
Building a High Performing
Team

Values Led Recruitment

You know a fantastic team when you see one.
The buzz, the energy, the fun, the ability to
get things done and make it seem absolutely
effortless. But a lot of hard work goes into
making something look that easy. Great teams
are developed and built over time and our
innovative and interactive approach will show
you how to do it.

Words that sum up recruitment: frustrating,
time consuming, expensive, uncertain? Or how
about structured, stimulating, stress-free and
successful?

We focus on shared goals, ambitions,
participation, team spirit and communication,
all the elements that take performance from
ordinary to extraordinary.
It is a powerful package that makes teams
brilliantly successful together by being
committed as individuals to ensure the team
thrives.

With the right recruitment process and a CV
full of selection skills and knowledge you will
ﬁnd that attracting and retaining spot-on talent
becomes far easier and more costeffective than
you thought possible. You might even enjoy it!
Our programme takes you from the moment
you reach for the job description to that
inspiring induction programme for your new
joiners and offers a whole range of ideas, tips
and techniques for each stage in between.
We will help you to focus on values and
competencies through completely focused
interviewing. So say goodbye to the dreaded
“where do you see yourself in 5 years”
questioning.
Enhance your ability to ﬁnd the perfect person
every time.
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Personal Development Programmes 1
Personal Effectiveness &
Managing Time

Dealing Positively with Difﬁcult
Situations

Customer Service Masterclass

Everyone would love more time, it is becoming
the ultimate modern luxury. Time to do more,
time to do less, or time to do things differently.
And yet we waste precious time as though it’s
going out of fashion. Inadequate planning,
confused priorities, inefﬁcient ways of working,
not delegating and plain old procrastination are
all extravagances that nobody can afford.
If you want to manage time more effectively
you need to start with managing yourself.

We all know what it’s like when something
happens which we feel is outside of our control.
The situations which give us butterﬂies in our
stomachs or make us feel angry or upset. The
neighbour who continuously parks his car over
our drive, people saying unpleasant things to us
or just being landed in a situation we’ve never
been in before.

What makes a great customer experience? It is
simple. It is ensuring that your customer feels
like they are the most important person to your
company. Sound cheesy? Maybe, but it is true.

Investing a day in this programme will equip
you with greater self awareness, the tools and
disciplines for a pro active approach, smarter
ways of working for yourself and clever ideas
for working more efﬁciently with other people.
You will feel back in control of the most hectic
schedule with all the satisfaction and stress
busting beneﬁts that can bring.

And in the workplace with colleagues or bosses,
the pressure is even more intense because the
stakes are higher.
This programme will give you a set of tools
and techniques to overcome these situations,
avoiding escalation, managing your emotions
and leading to a positive outcome. We’ll put
you in possible scenarios and help you to
respond in a positive way, being able to walk
away having achieved your goals with a smile
on your face!

With customer expectations higher than ever,
and the customer experience driving growth,
it is critical that your people display the right
attitude, commitment and dedication to ensure
that customers voluntarily sing your praises.
We take a ﬂexible approach to this training.
We look at every part of the customer journey
and challenge people to reﬂect on how they
can build relationships with their customers
through empathy. We look at hot spots, touch
points and those critical moments of truth. We
introduce them to the psychology of service
and a series of techniques which will ensure
your company reputation is enhanced.
All of this is delivered with an understanding
of your company, your customers, your values
and your services.
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Manager and Team Leader Programmes 2
Resolving Conﬂict Positively

Commercial Awareness

Personal Resilience

You’ve just cleared the air (and possibly the
room) with a right royal row. Disaster? It
doesn’t have to be. Managed well, conﬂict can
be the beginning of a beautiful relationship.
It can lead to better understanding, clearer
communication and powerful insights into
yourself and other people. Not to mention
great ideas.

How commercially minded are you? You may
be thinking that you don’t need to be because
you are a solicitor, accountant, housing
ofﬁcer or one of many other professionally
or technically driven roles. That’s not the case
now. Whatever your role, you need to be
commercially aware, but what does that mean?

Resilience is arguably one of the most
important personal attributes for coping well
during challenging times. There are ever
increasing pressures in the workplace with
constant change, increasing demands and
unexpected adversity.

The problem is that when faced with potential
conﬂict - we can react emotionally. And
emotions can lead to anything from avoidance
to confrontation. We can show you a better
way.
We look at the whole picture from the
symptoms of conﬂict to handling confrontation
successfully and beyond that to building
positive solutions that work for everybody
involved. You’ll emerge in ﬁghting form.
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It can mean many different things. For some
it is about efﬁciency and value for money; for
others it’s about having an understanding of
the wider landscape in which they operate;
for some it’s about marketing, sales and
understanding the competition.
The truth is it means all of those things and
more, and that’s why you will beneﬁt from
our one day training programme. We’ll
put commerciality into the context of your
organisation, the services that you offer and
the business sector in which you operate. By
the end of it, you’ll be able to make a positive
contribution to the growth and proﬁtability of
your organisation.

The major challenge is the ability to continually
bounce back. The key is to recognise that there
are no inherent meaning to most situations.
It is the view we take which inﬂuences our
ability to cope. In simple terms a resilient
person is someone who will view situations as
opportunities whilst others may look at them as
threats.
This highly interactive one day training course
will equip you with a renewed perspective
through introducing the skills to use your
strengths to take a more ﬂexible, adaptable
approach to adversity and change. It will
explore how personal relationships, challenging
your emotions and overcoming self-limiting
beliefs can equip you with the conﬁdence to
overcome the perceived threats.
It will provide you with a series of tools and
techniques to ensure that when the going gets
tough, you get going!

Manager and Team Leader Programmes 3
Building Conﬁdence & Self
Esteem

Preparing for Promotion

Networking Successfully

Conﬁdent people are successful people. The
ability to speak up at meetings, walk into a
packed room or even ask that person of your
dreams to go out for a drink!

Are you at the point in your career when
you believe it’s time that you looked for
promotion within your company or sought out
opportunities elsewhere? So what’s stopping
you?

Admit it; you know you should be doing it,
everybody tells you they are but the thought
of walking into that room and making small
talk with people who don’t really want to speak
to you ﬁlls you with dread. Because that’s
networking isn’t it? It’s just business speed
dating. Wrong! Networking is a about building
relationships through a common interest.

This highly interactive programme will
encourage you to challenge your existing
perceptions of yourself, understanding how
your inner thoughts inﬂuence your outer
image!
You will recognise how your self-limiting beliefs
and fear of failure are distractions which are
stopping you realising your personal and
professional potential.
By the end of this workshop you will be more
in control of your thoughts, assertive, conﬁdent
in overcoming those uncomfortable situations
and will be amazed at what you’ll be able to
achieve!

There are many reasons why so many people
fail to realise their professional ambitions.
Lack of conﬁdence or belief, fear of failure or a
reluctance to start that vital conversation with
your manager are common contributory factors
to failing to realise your potential.
Our workshop will provide you with a unique
opportunity to reﬂect. You will recognise your
strengths and what you have to offer. You will
identify what you need to develop to progress.
And most importantly you will leave with the
motivation and enthusiasm to develop and
apply your personal action plan for promotion.

Join us on our networking training programme
and we will help you to build your conﬁdence
to make connections with the right people.
You’ll learn how to break the ice, lead the
conversation and begin to build relationships
that last. We’ll demonstrate vital techniques
which will enable you to subtly work the room.
We’ll also show you how to politely end non
productive conversations.
So join us and make networking the ﬁrst step to
a long term business relationship!
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Manager and Team Leader Programmes 4
Creative Thinking and Problem
Solving

Valuing Diversity

They say if you always do what you always did,
then you’ll always get what you always got!

Valuing diversity makes sound business sense.
It creates opportunities for attracting talent, for
learning, for fresh perspectives, for customer
excellence. And for the lifeblood of competitive
organisations – innovation and creativity.

In today’s challenging world we need to be able
to, dare I say “think outside the box”, even take
risks! But how often do assumptions prevent
you from seeing the full picture?
And how about when it comes to solving
problems? We can all be guilty of repeating the
same mistakes or just simply working around
them.
This programme will free up your mind and
equip you with a series of tools and techniques
which will help you to see problems as
opportunities and be able to be creative,
imaginative and innovative.
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It’s simply too good to miss. Our unique multi
faceted programme will help your organisation
realise the sustainable beneﬁts that come from
getting it right.
The programme takes a holistic view, offering
you the chance to explore the issues from
commitment and culture to communication
and customer experience.
We know that every organisation has different
needs so the programme is ﬂexible: you choose
which parts are relevant to you – or enjoy the
whole experience. It’s an exciting approach to
one of the biggest business opportunities you
have.

Communications Skills Programmes 1
Assertiveness

Inﬂuencing with Empathy

Communicating with Impact

When was the last time you described someone
as assertive and meant it as a compliment?
In theory assertive behaviour is meant to be
the best option for getting to positive win-win
situations, no matter who you are working with.
In practice it can come across as bossy at best
and aggressive at worst.

How often do you leave a situation and think
“If only I had said that.” I didn’t get my point
across.” Or “Nobody listens to me.”

When you receive information, what has most
impact? Is it style or is it substance? Well in
truth they are equally important and yet sadly,
people often lose sight of the importance of
how as well as what they communicate. And
it’s oh too easy to get it wrong!

Often this is because we don’t understand
the really subtle skills of genuinely assertive
behaviour: Persuading by being open minded,
inﬂuencing by listening rather than talking and
disagreeing with people so effectively that they
feel good about it. Not to mention the power
of putting your point of view clearly whilst
respecting every other perspective in the room.
This course is all about the joys of real assertive
behaviour and the beneﬁts it brings: from being
the person who can make things happen to the
one that everyone wants on their side.

Inﬂuencing with empathy is about seeing the
situation from the other person’s point of view
and then developing and implementing a plan
which will ensure that they think, feel or do
something that you would like them to think
feel or do.
We will explore different inﬂuencing strategies
and techniques which will help you to gain the
upper hand when you need it most.
This course will encourage you to examine your
current behaviour, overcome your personal
barriers and go forth and inﬂuence!

We will focus on different communication
situations, from one to one through to larger
group situations.
This course will help you to understand the
communication cycle, the impact that your
verbal and non verbal skills will have and how
to make connections with people so that you
get your message across with conﬁdence and
belief.
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Communications Skills Programmes 2
Vital Conversations

Facilitation Skills

High Impact Presentations!

We all have difﬁcult situations to face. We’ve
got to discuss something, give some bad news
or face situations which we’d rather not have
to deal with. All of these situations can lead us
into a vital and often difﬁcult conversation. And
why does it worry us? Well often it’s because
we want to avoid potential conﬂict.

Great facilitation is one of the keys to unlocking
potential – in individuals, teams and situations.
A skillful facilitator will bring out the best in
everyone – even the silent, the awkward and
the cynical – in any setting. Facilitation skills
inspire creativity, new ideas, fresh solutions
and productive conversation. Yet the best
facilitators are the ones who say the least.

Putting on a great show doesn’t have to be
Moulin Rouge, but to make people sit up in
their seats you do need style, substance and a
star performance.

This workshop will give you the tools and
techniques to enable you to face these difﬁcult
situations with conﬁdence. It will show you a
fool proof planning phase, the TEA model and
how to manage the unexpected!
And then we will show you how to manage your
emotions - so important!
You’ll leave the course keen to deal positively
with those awkward situations that you’ve
probably been putting off!

So how do you do it – and enjoy the beneﬁts?
This programme will help you explore and
develop all the skills and techniques involved.
You will leave with the attitude and conﬁdence
you need and the tools and the techniques to
put it all into action.

Presentation skills are more important now
than ever. And you can be sure that everyone in
your audience is on the receiving end of more
information than they can possibly absorb.
So, how do you distinguish yourself, engage
people’s attention to absorb your message and
enjoy the challenge?
It is vital to ensure that you are formulating
your message to appeal to the audience’s
senses.
We will empower you to understand the
importance of planning and structure. You will
leave with an understanding of using stories,
contrasts and analogies.
And of course we’ll show you how to avoid
losing your audience through death by
PowerPoint!
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Communications Skills Programmes 3
Media Interview Skills
The media lives on a diet of news – but is a
very fussy eater. You need to know exactly
how to feed it. Public relations executives and
‘spokespeople’ may make tasty starters but
the real appetite is for the main course; the
direction-setters, the decision-makers. And that
means your directors, your key people and you.
With the right strategy, skills and knowledge in
place you can ensure that you stay in control in
front of the microphone and camera.
We can train you to the most skilful standard in
communication for radio, TV and webinar, from
the angles you choose to the interviews you
give.
We will show you how to respond to those most
difﬁcult questions with conﬁdence, structure
and authority.
You will leave prepared for the best grilling John
Humphries would give you!
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Corporate Programmes
Building a Customer Centred
Culture

Leadership Development
Programmes (ILM)

Leading Through Coaching
(ILM)

Here’s a simple truth. Happy customers make
good business sense. They cost you less, make
you more and build your reputation for you.

Your existing and emerging leaders are the
most powerful resources you have whatever
the scale, values and aspirations of your
organisation. Our programme gives a fresh
approach to the challenges of contemporary
leadership, based on a unique combination of
inside knowledge and thinking outside the box.

Coaching is undoubtedly the best way
to empower your people. Whether its
performance related, personal development
or building their conﬁdence to ﬁnd their own
solutions, this ILM accredited programme will
give you the tools and techniques to help you to
embed coaching within your culture, facilitating
your people achieving their full potential.

But of course the truth is never simple.
Developing an authentically customer focused
organisation needs in-depth work, with your
people, processes and the culture in which they
operate.
Our approach to customer service excellence
will give you a branded approach of your own!
We’ll work with your customers to ﬁnd out what
they really think. We’ll develop bespoke video
scenarios which will be the main focus of the
training.
We will equip your teams with the skills to
review and streamline processes, focusing on
what is critical to customers.
And we’ll make sure you sustain the
improvements through a range of follow on
activities.
If you’re genuinely committed to a culture of
excellence, this will give you a ﬂying start!
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Using the individual as our starting point we
explore the signiﬁcant impact of self belief and
self awareness, moving through role modelling,
powerful communication skills, creativity, team
building, performance management, difﬁcult
conversations, thriving in change and coaching
skills.
A stimulating combination of workshops,
coaching, teamwork and peer support makes
the most of every kind of learning and delivers
sustainable results. Recognised by the ILM,
we will help you to release the extra ordinary
potential of your current and future leaders.

It includes a blend of a two day workshop,
observed coaching practice, telephone support
and mentoring.
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