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LEADERSHIP SKILLS

When you have strong leaders, you have a strong company.
Communispond o�ers a series of interrelated workshops designed to develop a leader’s understanding of the 
impact that di�erent management styles have on team performance and strengthen abilities to diagnose causes of 
non-performance, take action to improve results, conduct successful individual and team coaching and 
development, and more e�ectively communicate in workplace conversations and formal performance assessment 
reviews. 

The “one size fits all” approach to performance coaching and feedback fits no one well and everyone poorly. 
Research confirms that performance coaching must vary with the individual and the situation in order to maximize 
performance levels and maintain strong manager/employee relationships. Coaching is the most critical activity for 
managers and supervisors to get a return on the investment of their time and influence – the two resources they 
have for managing the performance of others. The quality of this influence is dependent on the ability of the 
manager to be flexible in the way they coach performance, and that’s where Communispond comes in.
 

PROGRAMS

•   Permission to Manage™
•   Expectations, Measurement, and Accountability™
•   Coaching for Performance™
•   Coaching for Performance™ - Applications Lab
•   Coaching Communication Skills™
•   Coaching Communication Skills™ - Applications Lab
•   Operational Decision Making™
•   Leading Change™
•   Managing Service Performance™
•   Creating Exceptional Customer Experiences™

www.communispond.com

1 Source: Institute for Strategic Change, Harvard Business School – Odgers, Ray & Berndston
2 Source: Inc.com, 7 Habits of Remarkably Successful Leaders – Peter Economy
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Permission to Manage™
(1 day) Influencing the discretionary e�ort and 
loyalty of employees is highly dependent on the 
leadership and performance management skills of 
supervisors and managers. This requires a proactive 
strategy for exercising performance management 
practices. Today, many employees su�er from 
unclear expectations, vague priorities, inconsistent 
feedback and performance monitoring, unclear and 
unspecific direction, and untimely and ine�ective 
correction for performance errors. With the popular, 
but misguided approach, of avoiding 
micromanagement allegations and being an 
‘empowering’ manager, employees often receive a 
‘hands-o�’ approach. This interactive program 
provides critical skills for implementing routine 
tactics for managing performance. Participants learn 
to put structure into their management practices and 
put 7 pragmatic principles for effective performance 
management and execution into play in their daily 
routine.

Expectations, Measurement, & 
Accountability™
(1 day) A critical indicator of employee productivity 
and employee retention, according to the recent 
research regarding high performance, is, “knowledge 
of what is expected of me at work.” The manager’s 
first responsibility in performance management is to 
provide clarity regarding performance expectations. 
Yet, today many managers struggle with how to 
ensure clarity around outcome based performance 
expectations and priorities. This program will provide 
the framework and skills to ensure performance 
expectations are clear, understood, and measurable. 
Help managers put in place a performance 
measurement process that eliminates the unintended 
consequences of a poor measurement process. 

E�ective performance measurement is dependent 
on three critical variables…clarity on what is 
expected, clarity on acceptable standards of 
performance, and a method of measurement that 
clearly communicates the level of performance 
against the acceptable standard.

Coaching for Performance™
(1 day) Coaching is the most critical activity for 
managers and supervisors to get a return on the 
investment of their time and influence—the two 
resources they have for managing the performance 
of others. The quality of this influence is dependent 
on the ability of the manager to be flexible in the way 
they coach performance. This challenging and highly 
engaging program includes personal assessments, 
case studies, coaching simulations, and performance 
diagnostic activities. This innovative program is 
powerful and pragmatic and based on a simple 
model of how to adapt coaching behavior-why and 
when! Coaching for Performance™ teaches a process 
that organizes behavioral choices into a tactical 
model for e�ective performance coaching—and 
provides a framework that recognizes employee 
performance di�erences, instructing managers on 
how best to adapt their behavior accordingly. 
Without mastery of the influencing behavioral 
paradoxes managers are left with “reactive” 
approaches to performance management.

Coaching for Performance™ 
- Application Lab
(1/2 day) The Coaching for Performance™
- Application Lab is designed for participants who
have previously completed the Coaching for
Performance™ program. This session consists of three
major components. The first portion of the day will
provide an in depth review of the key concepts and
models that provide the foundation for e�ective
performance diagnosis and alignment of coaching
styles. The middle portion of the day will have a
series of interactive case studies during which the
participants will have to practice their skills and apply
the competencies that create e�ective performance
coaching. The third portion will use an “Action
Learning” process, having participants use current or
anticipated specific situations with their employees.
During this session participants will action plan and
practice how they will apply the skills and tools they
have mastered to address on-the-job situations.

Prerequisite: Coaching for Performance™
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Coaching Communication Skills™
(1 day) This program engages managers in an 
activity based session that will develop their 
interpersonal communication skills and provide a 
framework for holding e�ective performance and 
workplace conversations. It will enable managers to 
keep problem performance discussions focused on 
the performance problem, keep control of the 
discussion, and require future focused performance 
commitments from the employee. Participants will 
learn a framework for handling problem performance 
interventions that will be reliable and replicable and 
provide a higher return on their time and 
influence—the two resources they have to invest in 
their employees. 

Coaching Communication Skills™
- Application Lab
(1/2 day) The Coaching Communications Skills™ 
- Application Lab is designed for participants who 
have previously completed the Coaching 
Communications Skills™ program. This session 
consists of three major components. The first portion 
of the day will provide an in depth review of the key 
concepts and models that provide the foundation for 
e�ective workplace discussions. The middle portion 
of the day will have a series of interactive case 
studies during which the participants will have to 
practice their skills and apply the competencies that 
create e�ective performance management 
conversations. The third portion will use an “Action 
Learning” process, having participants use current or 
anticipated specific situations with their employees. 
During this session participants will action plan and 
practice how they will apply the skills and tools they 
have mastered to address on-the-job situations.

Prerequisite: Coaching Communications Skills™

Operational Decision Making™
(1 day) Traditional problem solving and decision 
making models require very rigid, complex 
processes, facilitated by expert consultants. The goal 
of this workshop is to eliminate the burden and 

overhead of these traditional models and provide a 
simple, flexible, powerful model, for day-to-day 
decision making. 

Despite the importance of decision making in our 
lives—both in business and personal situations, few of 
us ever receive training in how to make the wisest 
choices. Left to learn from experience, many times 
the lessons are costly and ine�cient. Research 
indicates that the correlation between the routine 
successes of decisions lies not in the content of the 
decisions themselves, but the process people use to 
arrive at decisions. The only way to really raise the 
odds of making a good decision is to learn to use a 
valid decision making process—one that gets the 
individual, team, or organization to the best 
solutions, with a minimal loss of time, energy, money, 
and composure. 

Leading Change™
(1 day) The workplace and economic characteristics 
we face today call for adaptive, in lieu of status quo, 
behaviors. Leading change is a way of life for 
management teams. That said, people aren’t about 
to give up what they believe in, what they are 
personally good at, what they are comfortable doing, 
by simply listening to motivational lectures. It is 
predictable they won’t merely focus on taking time to 
poke holes in your argument—while resisting 
change—to point out where you are wrong—they 
need to have you to be wrong in order to stay with 
the status quo. Mandating that people change rarely 
produces the commitment necessary to carry o� 
successful change. Also, training new behavior or 
skills—itself—rarely works. Change masters need to 
uncover a number of forces that either encourage or 
discourage the right actions and the forces that 
either enable or block the correct behaviors. 

Managing Service Performance™
(1 day) Leaders learn the unique performance 
management competencies to enable the service 
process to include the human dimension. Managers 
are taught how to listen to the “voice” of your 
customers, create customer scorecards, identify and 
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remove barriers to satisfying customers, make 
recovery practices strategic, provide the flexibility to 
meet various customer demands, and motivate, 
assess, and recognize appropriate human behavior in 
reliably meeting customer expectations.  As 
important as service quality is to business and personal 
success, many leaders do not understand their role and 
the critical importance in integrating the human touch 
in service performance.   
 



Coaching Communication Skills™
(1 day) This program engages managers in an 
activity based session that will develop their 
interpersonal communication skills and provide a 
framework for holding e�ective performance and 
workplace conversations. It will enable managers to 
keep problem performance discussions focused on 
the performance problem, keep control of the 
discussion, and require future focused performance 
commitments from the employee. Participants will 
learn a framework for handling problem performance 
interventions that will be reliable and replicable and 
provide a higher return on their time and 
influence—the two resources they have to invest in 
their employees. 

Coaching Communication Skills™
- Application Lab
(1/2 day) The Coaching Communications Skills™ 
- Application Lab is designed for participants who 
have previously completed the Coaching 
Communications Skills™ program. This session 
consists of three major components. The first portion 
of the day will provide an in depth review of the key 
concepts and models that provide the foundation for 
e�ective workplace discussions. The middle portion 
of the day will have a series of interactive case 
studies during which the participants will have to 
practice their skills and apply the competencies that 
create e�ective performance management 
conversations. The third portion will use an “Action 
Learning” process, having participants use current or 
anticipated specific situations with their employees. 
During this session participants will action plan and 
practice how they will apply the skills and tools they 
have mastered to address on-the-job situations.

Prerequisite: Coaching Communications Skills™

Operational Decision Making™
(1 day) Traditional problem solving and decision 
making models require very rigid, complex 
processes, facilitated by expert consultants. The goal 
of this workshop is to eliminate the burden and 

overhead of these traditional models and provide a 
simple, flexible, powerful model, for day-to-day 
decision making. 

Despite the importance of decision making in our 
lives—both in business and personal situations, few of 
us ever receive training in how to make the wisest 
choices. Left to learn from experience, many times 
the lessons are costly and ine�cient. Research 
indicates that the correlation between the routine 
successes of decisions lies not in the content of the 
decisions themselves, but the process people use to 
arrive at decisions. The only way to really raise the 
odds of making a good decision is to learn to use a 
valid decision making process—one that gets the 
individual, team, or organization to the best 
solutions, with a minimal loss of time, energy, money, 
and composure. 

Leading Change™
(1 day) The workplace and economic characteristics 
we face today call for adaptive, in lieu of status quo, 
behaviors. Leading change is a way of life for 
management teams. That said, people aren’t about 
to give up what they believe in, what they are 
personally good at, what they are comfortable doing, 
by simply listening to motivational lectures. It is 
predictable they won’t merely focus on taking time to 
poke holes in your argument—while resisting 
change—to point out where you are wrong—they 
need to have you to be wrong in order to stay with 
the status quo. Mandating that people change rarely 
produces the commitment necessary to carry o� 
successful change. Also, training new behavior or 
skills—itself—rarely works. Change masters need to 
uncover a number of forces that either encourage or 
discourage the right actions and the forces that 
either enable or block the correct behaviors. 

Managing Service Performance™
(1 day) Leaders learn the unique performance 
management competencies to enable the service 
process to include the human dimension. Managers 
are taught how to listen to the “voice” of your 
customers, create customer scorecards, identify and 

remove barriers to satisfying customers, make 
recovery practices strategic, provide the flexibility to 
meet various customer demands, and motivate, 
assess, and recognize appropriate human behavior in 
reliably meeting customer expectations.  As 
important as service quality is to business and personal 
success, many leaders do not understand their role and 
the critical importance in integrating the human touch 
in service performance.   
 

Creating Exceptional Customer 
Experiences™
(1 day) Each frontline worker and manager learns to 
appreciate the value of serving customers to both 
the organization and themselves. Concepts and 
tactics contributing to meeting customers’ service 
expectations reliably are taught along with the 
importance of personal application and cooperation 
with co-workers in delivering exceptional customer 
experiences. While front line workers and managers 
have the capability, they often lack the knowledge, 
perspective, proper attitude and framework for 
providing exceptional service performance.
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