SKILLS
TRAINING

GREATER IMPACT THROUGH CHANGED BEHAVIOR



experience. learning. impact.

Eagle’s Flight is about sparking transformation. We're
about creating flashpoints where change happens, where
people are inspired to do their jobs better, and to lead
more effectively —all through learning that is rooted in our
proprietary experiential design. We don't just go through
the motions of corporate training — we're dedicated
to unleashing the promise that is present inside every
participant, and to ensuring that they are inspired to take
their learning with them and apply it.

EXPERIENCE THE IMPACT THAT WELL-DESIGNED,

WELL-DELIVERED, WELL-SUPPORTED LEARNING
CAN DELIVER.

THE SKILLS

PROCESS IMPROVEMENT...............
SERVICE EXCELLENCE...................
TEAMWORK .......coviiiiiiiiiiiiinnanns 7

PROJECT MANAGEMENT ...............
EFFECTIVE PRESENTATIONS ...........
LEADING MEETINGS ...................
DELEGATION. ...,
TAMING TIME ........... 56 e rans S s o

LISTENING, FEEDBACK, AND
PERFORMANCE MANAGEMENT .......19

OUR POINTS
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CONTENT SUMMARY

EXPERIENTIAL LEARNING IN ACTION
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TWO PHASE/SEVENTEEN STEP APPROACH
TO PROCESS IMPROVEMENT

Phase 1 - Process Identification

Review and analyze the business
at present.

. Identify possible areas for

improvement and the potential
impact of the improvements
(consider speed, waste, quality,
cost, rework).

. Do a cost/benefit estimate to

determine the potential impact and
then rank order the opportunities.

. Select one or more of these

opportunities and then commit
to making the improvement and
achieving the foreseen benefit.

. Develop your team by identifying a

process improvement team, team
leader, and executive sponsor.

Phase 2 - Process Improvement

1.

Identify the process by its beginning
and end points.

. Flowchart with a team who touch

the process.

. Identify what you want to improve

in the process.

. Measure the existing situation.

. |dentify root causes for

current results.

. Brainstorm possible solutions.
. Select a solution(s).
. Flowchart the new process.

. Present the solution for approval

to senior management.

10. Implement the solution.

11. Measure the new results.

12. Assess the new process.

O[]+ B[ 20
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PROCESS
IMPROVEMENT
o OPPORTUNITIES
1. Increase Speed

~ 2. Eliminate Waste
@@@@ 3. Eliminate Rework
N Ol GalES 4. Improve Quality
5. Decrease Cost
Mandate A
Starting Cash: $500 Techno-Band Specs

RED OLUE SUVER TAUE RED

—~00-0-0-0r——

* Each techno-band requires a 10 inch cord
* Beads must be centered on the 10 meh cord
« Beads must not be too tight or too loose

« A quality check will be done-at the Delivery Office
+ All techno-bands must be individually packaped

SELECTED COURSE COMPONENTS
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ROVEMENT

1.FLOW CHARTING | 2.FIVE WHY ANALYSIS |

i 3.GANTT CHARTING |

()=

O 4.BRAINSTORMIN;I

O+ 40O @ £
To enlarge one area of a flowchart and @x M‘” .@

complete a chart within a chart
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CONTENT SUMMARY EXPERIENTIAL LEARNING IN ACTION

Strengthen Relationships

Build trust to create long-term relationships.

cou T:D'M l{j

Respond Thoughtfully

Think before you speak and consider all options.

Communicate Clearly
Ensure they know what you mean.

Ll:'i?::f:ell." They know their need better than you. S EI_ECTED CU U H S E CO IVI P U N ENTS

Service Mindset

Make the choice to be intentional. SERVICE EXCELLENCE IS A
JOURNEY NOT A DESTINATION

Respond Thoughtfully Communicate Clearly

W A

Avoid Using Trigger Use Techniques When TONE WORDS BODY
Words s Phases You Have to Say “NO” OF VOICE LANGUAGE
' Use Empathy !munlr-m
w l..l-uT‘
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CONTENT SUMMARY

EXPERIENTIAL LEARNING IN ACTION

THE SEVEN CORNERSTONES OF TEAMWORK

J4m@ Unanimous Focus on a Common Goal

@ Clearly Defined Roles for Subgroups

wwe?/ Shared Resources

s/ Effective and Frequent Communication

‘ Consistent, United, and Enthusiastic Effort

0 Periodic and Temporary Suppression of the Ego

Fira Tora Transit Corp:

AN UNDERDAOQUNRD PEDFLE TRANIFORT BYSTEM

—_—

TEAMWORK

T B B
—
i
I
F

WHAT DO YOU BELIEVE
ARE THE BEHAVIORS OF
A WORLD-CLASS TEAM?

EFFECTIVELY USING THE CORNERSTONES..

THREE MAJOR OPFFORTUNITIES

“Disgmoas™ the leam

[1 “Dheaign” the team

“PERFORMANCE OF THE GROUP IS
THE REAL PROOF OF LEADERSHIP”

MAX DEPREE
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CONTENT SUMMARY EXPERIENTIAL LEARNING IN ACTION

2 2 | '
Manage the Manage the
‘I Budget Budget / INC

Establish a Budget Budget
Client Focus Responsibilities

3

Preliminary Thinking 3 3

Information Gathering
Preliminary Thinking Preliminary Thinking

s | SELECTED COURSE COMPONENTS

Resource Acquisition

3 4 5 5 . Objective Budget
Preliminary Thinkin . .
S )]I o tg Creating an Integrated Build the Plan g Build the Plan |
eview similar Frojects . . \
j Communication Plan Identify Actions o Client Contl :
{the fimnal decision naker) ﬂnﬂnﬂ'ﬂ'nﬂﬂs
&) What do we have lo do fo ensure failure?
I 6 7 Consideration Time Frame
mplement Wrap U : :
the Plan rap Lp
/ / iy Iv-r'ir;-:-!-r}-p b ahd b ?i_'l‘?'f:'r =
Commisnication: How? Gantt Charfing: Essential Elements Py . e ol o
T .‘4: = L=

O e @ ot | ==—SR e e e
(D Groapmeeting €7 Demiting m— T— _ ) o
O voicoman (@) Approvat required ut this pednt hefure proceeding ‘1,__._.1'6-‘_%3& ]

Qua  Qome S=ssslssamgalany
| New detler Hasdget revies | | [ _I_,_;__'_u__:_:__:__ — Q-
- Osocistmetts D odaet eporting N R o e == T

(D) raiming required here - == g
03 1t tresmves, idess., directios) e I | l =t 0
| |

e LT "l"- = 1
O econtion v - okt e [ I TE=="1TTelss
e T £ L e i M it it
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CONTENT SUMMARY EXPERIENTIAL LEARNING IN ACTION

langes

i3 | PN
pod | @M

An effective presentation satisfies two criteria: T U SR A ) \ : ‘. . .' e et i &
3 Mastering the Skills of Effective Prasentalions
L. Understood &

2. Remembered ‘% ‘ VIDEO PRACTICE AND ANALYSIS

Presentation Exercise 1
Balloon Exercise

Presentating

SELECTED COURSE COMPONENTS

+ =
= Ther Sanben| - Conbral Rillie
Whar How you Herw yrw ’
youd chowse choute fa say it o il together 1 Teach Less, Learn More
JEny " | Remember, you are probably a subject expent compared
ey -I Jour s
*= « Avoid an “information dump™ of details
« Select a few key supporting points 7
Caonad Tieaeh Less)

* Your audience will focus on those
points, remember the central pillar
(and Leamn More}

"Fallure to prepare is
preparing o Bil”
Lo W iy

EFFECTIVE

“hanow your material.. Cold!™ E

[eq o)
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CONTENT SUMMARY

EXPERIENTIAL LEARNING IN ACTION

jﬁe 36’1/671 ﬂj'zncyofeafﬁr &tﬂﬂlﬁj

an fj%ctzve ﬂ:’etmj

1.

g

.—1

Know the objective of the meeting.

Get input from all participants.

Ensure there is clarity between fact
and opinion.

. Recap periodically over the course

of the meeting.

Make decisions.

Assign tasks to individuals.

Commit to following up after the
meeting or at the next meeting.

| Iprf;ﬁmn.; iih'ml'ar

Lord Devon
Awealiby Lasdoager, reently widen o, whe
Ievies grsd wine snd gond parriee
Mr. Fax
Am apparesly independendy wealihy bachel
O ainh Grkgaie e Bad recently befrbendied
Manired Zedbin,

r
(i Clara, the Cook
Lard Dievan” s eoak wha kieps 8
warehal eve on Lord Dreven' s nine

| —

evllar and Phe extensive callectinn
of kivehen knives.

TR by Vs e e b e e o

Fowr are coviliuity Mamfred Zaitin |

davieeal s i wesebemd |
Laily Sevedley
D.F-dnr:ﬁu'f::\. & Sir Smediey
&l ganici! Bl Pharwdn |
Wackend af M Fax |

Frbrmary 82, 1023 Amnell Flockhare |

HEVP by posd i Lovd Dever, Wackeracels

—_— ==l
| Ipru‘-;ﬂmn.; iitml'ar.
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SELECTED COURSE COMPONENTS

LEADING
MEETINGS

by =8 Ermyfn'nn;ﬂhf;r&aﬁym iﬂ"ﬂivulmﬁn_"
Primeiple #3
Ensure there is clarity between fact
and opinion.

Know if a statement that ix made is a
personal opinion or iy a decumented fact.

Sort out facts from apinions
Explore and analyze information

appropriately
Link ¢on¢lusions dreawn to original it/
npin.iun

e Feven Efrﬁn}fhfér&aﬁym iﬂkﬁtﬂlﬁﬂﬁﬂ_’
Primciple ¥

Assign tasks to individuals.

Individual accountabilitiex need to be detailed
and written down — include expectations amd
fimeframes.

* Ensure decisions result in specific individual
actions/accountabilities
Speeily deliverables and oulcomes
expected
Drecide on deadlines and I‘ulinrw-up dales

Bl O e Pl i
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CONTENT SUMMARY EXPERIENTIAL LEARNING IN ACTION

CLARITY

Provide a clear line of sight from the path
to the goal and subsequent expectations

ACCOUNTABILITY

Provide a clear “Sandbox” size that
allows appropriate freedom of action

NUDGE

Informal, in the moment coaching
to improve a result or avoid a problem

OWNERSHIP

aken s dolvor oncommiments SELECTED COURSE COMPONENTS
ESTEEM ESTEEMING OTHERS

Recognize and harness GREXTDELEGATION

Mo this up t
.h... potential

the potential in every employee

WHAT THEY
COULD DO

o
WHAT THEY
DO NOW

POOR DELEGATION
Ofte .

WHERE THEY
OFTEN END
UP OVER TIME

-
-
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CONTENT SUMMARY EXPERIENTIAL LEARNING IN ACTION

COURSE CORRECT FREQUENTLY
* FOR OPTIMUM EFFICIENCY

ELIMINATE NONPRODUCTIVE WORK
(THE GOOD, THE BAD, AND THE UGLY)

3. CREATE TASK LISTS

4. SEE THE BIG PICTURE

5. DETERMINE PRIORITIES EFFECTIVELY

6. MAJOR ON THE MAJORS

REMEMBER TO INCLUDE
A FUTURE FOCUS

8. USE THE “UATC” FILTERS

“DIAGNOSING” FAILURE TO AVOID
SIMILAR FUTURE BEHAVIOR | e u | R St ¥ |

Lt SEE
THE BIG

I A M I N G I I M I ©and T™M , Eagle s Flight, Creative Training Excellence Inc ~Notto be copied or reproduced without written permission. MAR601 _0713



CONTENT SUMMARY EXPERIENTIAL LEARNING IN ACTION

|
|
1. Establish Common Language -
2. Misunderstanding vs. Missed Understanding IVI u It I p[e - |
3. Confirming Clarity
4. Perception vs. Reality
5. Avoiding Interruption

1. React: Speak the Truth
2. Respect: Speak with Tact
3. Results: Speak about Consequences

AERONAUTICS

SELECTED COURSE COMPONENTS

1. Performance Management vs. Coaching

2. Adapting Comments to Performance Level
3. Ensuring Clarity of Messages
4. Handling Difficult Situations ey 2020 Y |
5. Next steps = o : e ) |
|-I ST E N | N G r FEED BAC K R “THE LEADER OF THE PAST WAS A

pE—— PERSON WHO KNEW HOW TO TELL.
THE LEADER OF THE FUTURE WILL BE

Misunderstanding . e g ¥
£ s A PERSON WHO KNOWS HOW TO ASK.”
Oz 2 Inderstan
Misunderstanding THE LEADER OF THE FUTURE - MARSHALL GOLDSMITH
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DIFFERENCE

1I [ITA ﬂRE CELLENCE

acllitators who bring the learning
e tha |mmed|aterelevance




WHY

EAGLE'S FLIGHT?

A WORLD LEADER IN EXPERIENTIAL LEARNING
Eagle’s Flight pioneered experiential learning in 1988 and has been the recognized leader

in the field ever since.

A RECOGNIZED LEADER IN CUSTOMIZATION
Since 1998, Eagle’s Flight has been creating customized solutions explicitly tailored to the
culture, values, requested ‘look and feel,” and desired learning outcomes for many of the

world’s best known companies.

A RESULTS-BASED SOLUTION PROVIDER
Our clients often migrate away from other training providers to a more exclusive engagement

with Eagle’s Flight as they realize that partnering with us is a competitive advantage.

WORLD CLASS FACILITATORS
The rigorous solution and training process employed by Eagle’s Flight in the building of our

facilitation team has been repeatedly recognized as among the very bestin the industry.

EAGLE'S
FLIGHT

A COLLABORATIVE PARTNER
Whether delivering an off-the-shelf or custom solution, Eagle’s Flight's Account Management
Model ensures the level of partnership and engagement that occurs is consistent with the

client’s expressed wishes.

GLOBAL IN SCOPE
Because our contentis licensed to 55 professionals in 45 countries, we are able to serve
the global community, and reflect their indigenous languages, cultures and values in

our training programs.

QUALITY MATERIALS AND DESIGN
Ourin-house artteam and print shop create only the highest quality learning materials to ensure

participant engagement. Clients consistently rate us ‘second to none” in bringing learning to life.

STEVIE AWARD WINNER
Since 2005, Eagle’s Flight has won eight Stevie Awards, including Best Product Development
Team, Distinguished Honoree for Most Innovative Company of the Year in North America and

Distinguished Honoree for Executive of the Year in North America.
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ABOUT

EAGLE'S FLIGHT

WHAT WE DO

Eagles Flightis an innovative leader in the development and delivery of practical training
programs for the global business community. Through the use of experiential learning,

we assist organizations of all sizes in gaining a competitive edge by significantly strengthening

their workforce.

Our offering of training programs includes team and training experiences as well as leadership
development and learning, all supported by our significant expertise in optimizing relevance
and impact. Within each of these business segments, our point of difference remains the same
—afocus on results, driven by our unique experiential approach and brought to life by our

dynamic people.

Globally, our programs are offered in more than 25 languages and represented by international
licensees in over 45 countries. Our worldwide team is consistently rated as exceeding client
expectations, delivering more than 200 programs per month to groups ranging in size from

10to over 2,000 participants. Our global structure also enables us to work with large multinational

companies to provide them with consistent training messages and methods around the world.

FAGLE'S
FUGHT

CONTACT US
Eagle’s Flight has offices throughout the United States and Canada, and is represented by global
licensees around the world. Within the United States, our main office is located in Minnesota.

Within Canada our main office is located in Ontario.

Global Head Office US Head Office

489 Clair Road West 4940 Viking Drive, Suite 540
Guelph, ON Edina, MN

CANADA N1LOH7 USA 55435

Phone: 1-800-567-8079

Worldwide: 1-519-767-1747

Fax: 1-519-767-2920

Web: www.eaglesflight.com

SOCIAL NETWORKING

in L JOE £ RS-
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worldWide 1-519.767- 1747
eaglesfllght com






