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Staff Development Classes
Priorities Management
SD 006

Length: 4 hours (.5 day)

Course Format: 60% ILT, 40% Lab, 0% Web

Prerequisite(s): None

Instructor(s): Des Vassios

Student Maximum: 24 

Student Minimum: 6

Course Cost: Internal - none, customers please refer to 
Pricing Policy on page 5

Course Description:    
This workshop on managing priorities focuses on methods 
to organize the various components of an employee’s day, 
while achieving work-life balance. This session looks at the 
challenges that make organizing the various components 
difficult and offers tips to over come them to create a more 
balanced and effective day. Achieving the proper work-
life balance can reduce employee stress, protect against 
burnout, and cre ate a more fulfilled employee. In this 
session, learners have an opportunity to assess their 
current level of balance, consider their own goals, and 
assign priorities to their activities to ensure time for both 
personal and professional development. At the end of the 
workshop, learners commit to action items for continued 
development.  

NOTE: This is not a FranklinCovey class and it does not 
include a planner kit. 

Course Objectives:
 • Employ time management practices to prioritize and 

accomplish tasks
 • Create a balance between personal and business 

goals and activities
 • Create action plans based on desired outcomes and 

long-term goals
 • Establish a plan for continued development of priority 

management skills

Conflict Resolution
SD 008

Length: 4 hours (.5 day)

Course Format: 60% ILT, 40% Lab, 0% Web

Prerequisite(s): None

Instructor(s): Kathleen Gadd

Student Maximum: 24 

Student Minimum: 6

Course Cost: Internal - none, customers please refer to 
Pricing Policy on page 5

Course Description:    
All relationships experience some kind of conflict. What 
matters most in conflict situations is that the conflict 
be resolved effectively.  This workshop focuses on 
evaluating the causes of conflict and understanding the 
mental barriers that prevent us from addressing conflict. 
Participants perform an assessment to identify their own 
personal style of dealing with conflict and learn the most 
appropriate times to use each of the different styles. A 
basic feedback model is introduced as a primary conflict 
resolution tool.  Conflict within the organization and in 
people’s personal lives are addressed and used in skill 
practice scenarios. 

Course Objectives:
 • Identify and understand causes of conflict 
 • Recognize and overcome the mental barriers that get 

in the way of addressing the conflict
 • Apply the various conflict resolution styles to 

appropriate conflict situations
 • Use a basic feedback model to initiate a conversation 

about a conflict
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Stress Management
SD 010 / WSD 010

Length: 4 hours (.5 day)

Course Format: 70% ILT, 30% Lab, 0% Web

Prerequisite(s): None

Instructor(s): Des Vassios

Student Maximum: 24

Student Minimum: 6

Course Cost: Internal - none, customers please refer to 
Pricing Policy on page 5

Course Description:    
Are you one of the 43% of Americans who suffer from 
stress-related illnesses? Take a stress self-assessment 
consisting of 42 major life changing events to determine 
if you are at risk for an illness or accident. In this class, 
participants distinguish between nine personality types 
and their unique responses to stress, in addition to 
utilizing seven stress-busting techniques. 

If you want tips for preventing illness and for maintaining 
your emotional, mental, and physical health; this course 
is for you. Participants learn about: specific foods 
that increase serotonin levels, a brain stress-coping 
mechanism, and the role that exercise plays in their 
health. Lastly, participants identify the ten habits of highly 
effective stress managers.
 
Course Objectives:
 • Distinguish nine personality types and their unique 

responses to stress
 • Identify the specific foods that increase serotonin 

levels (a stress coper)
 • Utilize seven stress-busting techniques
 • Discover 10 habits of highly effective stress managers
 • Take a stress assessment to determine if they are at 

risk for an illness or accident

Think Before Sending: Email Strategies 
& Etiquette
SD 015

Length: 4 hours (.5 day)

Course Format: 50% ILT, 50% Lab, 0% Web

Prerequisite(s): None

Instructor(s): Nichol Howell, Kathleen Gadd

Student Maximum: 24 

Student Minimum: 6

Course Cost: Internal - none, customers please refer to 
Pricing Policy on page 5

Course Description:    
Without a doubt, the most potent application of the Internet 
is email. Both internal and external business transactions 
take place with amazing speed and efficiency by using 
email. However, the digital era makes communication 
skills quite different from those in the past and it is easy to 
inadvertently step on someone’s cyber toes. Therefore, it 
is important for employees to develop skills and strategies 
that make email messages clear, effective, efficient, and 
appropriate.  Students learn tips and tricks about email so 
they can avoid an email faux pas.

Course Objectives:
 • Apply practical strategies to strengthen electronic 

communication
 • Understand email practices in business
 • Write clear, effective, and appealing emails
 • Avoid common email blunders by applying proper 

email etiquette
 • Understand Outlook email tips and tricks

Staff Development Classes
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Working with Difficult People
SD 024 / WSD 024

Length: 4 hours (.5 day)

Course Format: 70% ILT, 30% Lab, 0% Web 

Prerequisite(s): None

Instructor(s): Des Vassios

Student Maximum: 24

Student Minimum: 6

Course Cost: Internal - none, customers please refer to 
Pricing Policy on page 5

Course Description:    
If you have ever felt overwhelmed, undermined, 
disrespected, interrupted, or steamrolled at work due 
to a toxic relationship; this course provides you with the 
awareness and steps to deal with someone who pushes 
your buttons. Participants complete a confidential self-
assessment that identifies which of the seven confining 
roles or destructive patterns they are prone to in a toxic 
work relationship. Learn how to set boundaries in a 
respectful manner and control your reactions towards 
others who cross those boundaries. Specific techniques 
to unhook physically, mentally, and verbally are discussed 
and business tools are identified to aid in the unhooking 
process.  

Course Objectives:
 • Recognize the symptoms of a negative workplace 

relationship
 • Identify the roles each of us play in these situations
 • Set boundaries and control reactions to coworkers 

who cross boundaries 
 • Utilize four steps to unhook (physically, mentally, and 

verbally) from difficult interpersonal situations at work
 • Select the appropriate business tool to use when 

unhooking from a toxic relationship

Emotional Intelligence 
SD 028 

Length: 4 hours (.5 day)

Course Format: 50% ILT, 50% Lab, 0% Web

Prerequisite(s): None

Instructor(s): Nichol Howell

Student Maximum: 24 

Student Minimum: 6

Course Cost: Internal - none, customers please refer to 
Pricing Policy on page 5

Course Description:    
This workshop examines the concept of Emotional 
Intelligence. Participants take an Emotional Intelligence 
assessment to help determine their strengths as well 
as the skills that will provide the greatest opportunity for 
improvement. The assessment results help increase self-
awareness and open the door to change. When people 
build their emotional intelligence, they perform better, treat 
one another better, and get more out of going to work. It 
helps create an environment in which everybody wins. 

Course Objectives:
 • Understand emotions and personal tendencies with 

different situations and people
 • Move adeptly through current challenges and prevent 

future ones 
 • Accurately pick up on emotions in others and get what 

is really going on
 • Use awareness of emotions and the emotions of 

others to manage interactions successfully
 • Communicate clearly and effectively handle conflict

Staff Development Classes
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Explore Wagner 
SD 030

Length: 4 hours (.5 day)

Course Format: 70% ILT, 30% Lab, 0% Web

Prerequisite(s): None

Instructor(s): Kathleen Gadd, Dan Price, Mike West, Eric 

Joss

Student Maximum: 24 

Student Minimum: 6

Course Cost: None

Course Description:    
This course is for those who want to learn more about 
Wagner, whether to be a more effective employee or 
to explore career options within the company. This 
workshop introduces individuals to the different divisions 
and departments within Wagner. Students learn the 
organizational structure of the company, the primary 
functions of each division and department, and how these 
business units interact. 

Course Objectives:
 • Understand the organizational structure of Wagner
 • Understand the primary functions of the various 

divisions and departments
 • Identify how their present and developing skills can 

transfer to various jobs within the organization

To Lead or Not to Lead?
SD 034 / WSD 034

Length: 4 hours (.5 day)

Course Format: 50% ILT, 50% Lab, 0% Web

Prerequisite(s): None 

Instructor(s): Kathleen Gadd

Student Maximum: 24

Student Minimum: 6

Course Cost: Internal - none, customers please refer to 
Pricing Policy on page 5

Course Description:    
Contemplating moving into a leadership role? Not sure 
if that would be a good fit for you?  This class helps you 
answer these questions by exploring the responsibilities 
of a management position and the skills necessary to be 
successful in such a role. A self-assessment is used to 
discover your existing leadership attributes and an action 
plan is then developed for those that decide management 
is an option for them. Either way, participants leave with 
a clearer idea of what it takes to be a successful leader.

Course Objectives:
 • Identify the key roles and responsibilities of those in 

management positions
 • Identify the critical skills that are needed to be 

successful in a leadership role
 • Assess their own potential for a management position
 • Decide if a management position is a good fit 
 • Pursue an action plan designed to help move into a 

management position

Staff Development Classes
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Assert Yourself!
SD 043

Length: 4 hours (.5 day)

Course Format: 50% ILT, 50% Lab, 0% Web

Prerequisite(s): None

Instructor(s): Kathleen Gadd

Student Maximum: 24 

Student Minimum: 6

Course Cost: Internal - none, customers please refer to 
Pricing Policy on page 5

Course Description:    
Phrases like “speak your mind” or “confront the situation” 
can have an unduly negative connotation in our society. 
Yet if people are unwilling or unable to assert themselves, 
they rarely get what they want or need. This class explores 
the differences between assertiveness, passiveness, and 
aggression and clarifies what being assertive really means. 
Participants take an assessment of their present level of 
influence on people and learn methods to appropriately 
assert themselves in order to ask for what they want from 
others or to say “No.”

Course Objectives:
 • Differentiate between passive, assertive, and 

aggressive behaviors
 • Clarify present level of assertiveness 
 • Apply methods of asserting oneself to personal  
  situations 

Business Writing for Professionals
SD 044

Length: 8 hours (1 day)

Course Format: 50% ILT, 50% Lab, 0% Web

Instructor(s):  Nichol Howell

Student Maximum: 24 

Student Minimum: 6

Course Cost: Internal - none, customers please refer to 
Pricing Policy on page 5

Course Description:    
Clear and informative written communication is a vital 
component of today’s fast-paced business environment 
and it is essential to career success.  At the most basic 
level, business writing seeks to convince the reader that 
what is being communicated is true.  More often than not, 
it also attempts to persuade the reader to take action or to 
think about something a certain way. 

In order to achieve the objective of getting the message 
across clearly and effectively, it is imperative to know 
the audience, organize the content, get to the point, and 
state it credibly. This workshop helps participants do that 
by addressing basic grammar, sentence structure, word 
choice, and spelling.  Topics also covered are choosing 
the appropriate medium, letter writing, memo writing, 
and email etiquette. Learn to write grammatically-correct, 
professional documents that provide clear, accurate, and 
thorough information.

Course Objectives:
 •  Use grammar correctly in all business writing
 • Choose words to keep communication concise and 

informative
 • Choose the appropriate medium
 • Plan and identify content
 • Write an effective letter, memo, and email

Staff Development Classes
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Taking Charge of Your Career
SD 046

Length: 4 hours (.5 day)

Course Format: 50% ILT, 50% Lab, 0% Web

Prerequisite(s): None

Instructor(s): Kathleen Gadd

Student Maximum: 24 

Student Minimum: 6

Course Cost: Internal - none, customers please refer to 
Pricing Policy on page 5

Course Description:    
Too often, people just “go with the flow” when it comes to 
their job, not actively planning for the future or taking steps to 
move ahead. This workshop starts with a basic assessment 
to see if the participant is in the right occupation, or if a 
career change is in order. Setting career goals, researching 
options, and putting together an action plan are all covered 
and participants walk away with their own set of action items 
to better manage their job and career.

Course Objectives:
 • Identify the right job “fit” for the participant
 • Establish career goals and the action plan to reach them

Facilitating Effective Meetings 
SD 049 / WSD 049

Length: 4 hours (.5 day)

Course Format: 50% ILT, 50% Lab, 0% Web

Prerequisite(s): None

Instructor(s):  Des Vassios  

Student Maximum: 24 

Student Minimum: 6

Course Cost: Internal - none, customers please refer to 
Pricing Policy on page 5

Course Description: 
Meetings can be extremely beneficial or an extreme 
waste of time, depending on how the chair person 
prepares for and conducts them.  This class introduces 
the key elements of a successful meeting and provides 
participants with tools that can be used to conduct one. 

Course Objectives: 
 •  Prepare an agenda 
 •  Effectively notify participants of meeting time, place, 

and expectations 
 •  Define and maintain the focus of a meeting 
 •  Understand and utilize the various roles participants 

play in a meeting 
 •  Facilitate the decision-making process in a group
 • Take control of a meeting that has gotten off track 

Staff Development Classes
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Present Like a Pro
SD 051

Length: 4 hours (.5 day)

Course Format: 30% ILT, 70% Lab, 0% Web

Prerequisite(s): None

Instructor(s):  Des Vassios  

Student Maximum: 16 

Student Minimum: 6

Course Cost: Internal - none, customers please refer to 
Pricing Policy on page 5

Course Description: 
Would you like to present with more confidence? This 
course focuses on calming your body down before and 
during your presentation. Participants learn how to stand 
and deliver any topic of their choice to include how to 
gesture for maximum impact, project their voice to the 
back of the room, and use the remote with ease. Practice 
connecting with the audience through eye contact and 
story telling. Discover the secrets of professional speakers 
so you can present like a pro. 

Note: Participants can bring a topic of their choice to 
present on during class for approximately ten minutes, 
preferably in Power Point and saved on a memory stick. 
Otherwise a generic topic will be provided.

Course Objectives: 
 •  Conduct a presentation with more confidence
 •  Utilize a deep breathing technique to calm the jitters 

and pace your presentation
 •  Stand and gesture like a professional speaker
 •  Project your voice to the back of the room
 •  Use the remote with ease 
 •  Connect with the audience on any topic
 

The Happiness Advantage
SD 053 / WSD 053

Length: 4 hours (.5 day)

Course Format: 70% ILT, 30% Lab, 0% Web

Prerequisite(s): None

Instructor(s):  Des Vassios

Student Maximum: 24 

Student Minimum: 6

Course Cost: Internal - none, customers please refer to 
Pricing Policy on page 5

Course Description: 
Has your brain been hijacked to scan for stress, 
hassles, and errors in yourself and others? Discover 
simple techniques that will cognitively rewire your brain. 
Happy employees are 31% more productive, take fewer 
sick days, and make more money. They perform more 
accurately on tasks, think smarter, and suffer from less 
burnout. Optimism itself leads to this success – for 
employees and less turnover for the organization. Based 
on groundbreaking Harvard research and a new branch 
of positive psychology, you can take steps to imprint your 
brain with positive patterns and become happier in 21 
days! Happiness is a choice even if you have pessimist 
genes.  

Course Objectives: 
 •  Identify maladaptive brain patterns you may be stuck 

in 
 •  Take practical steps to imprint positive brain patterns
 •  Break old habits and change your attitude 
 •  Choose what to focus on and gain control over your 

emotions
 •  Discover the impact of daily exercise

Staff Development Classes



174		 www.wagnertraining.com

Breaking Common Ground 
SD 056 

Length: 4 hours (.5 day) 

Course Format: 90% ILT, 10% Lab, 0% Web

Prerequisite(s): None

Instructor(s):  Wagner Facilitators   

Student Maximum: 24 

Student Minimum: 6

Course Cost: None

Course Description: 
This class was developed internally by a group of 
employees to help others better understand the Wagner 
Equipment Co. philosophy of great customer service.  The 
company’s Statement of Purpose and Core Values are 
reviewed as a means to develop a true understanding 
of customer loyalty.  The Key Principles, as defined by 
DDI (Development Dimensions International) are also 
evaluated for their effectiveness in maintaining high 
customer service levels. The history of Wagner Equipment 
Co. is also discussed.

Course Objectives: 
 •  Recognize the importance of the Statement of 

Purpose and understand why this common focus is 
so vital to Wagner’s success 

 •  Discover ways to implement the Key Principles into 
daily customer interactions 

 • Self-identify tools to enhance personal levels of 
customer service 

 • Share a common customer service goal with all 
Wagner employees 

 

Staff Development Classes

Listen Up: Cultivating Your Listening 
Skills 
SD 060 / WSD 060 
 
Length: 4 hours (.5 day) 

Course Format: 60% ILT, 40% Lab, 0% Web

Prerequisite(s): None

Instructor(s):   Des Vassios

Student Maximum: 24 

Student Minimum: 6

Course Cost: Internal - none, customers please refer to 
Pricing Policy on page 5
  
Course Description: 
The average person only listens at about 25% of their 
potential, which means 75% of oral communication is either 
ignored, forgotten, distorted, or misunderstood.  Such lazy 
listening habits can be costly and are a significant problem 
in business today. This course is intended for anyone that 
desires to improve their listening skills. Each student 
completes a listening assessment to identify their current 
listening strengths and weaknesses. This information, 
along with a series of listening exercises, is used to help 
students learn how to improve their listening skills. At the 
end of the session, students complete an action plan so 
that they may apply the tips and tricks learned in class to 
their daily lives. 

Course Objectives: 
 • Define and understand the importance of effective 

listening 
 • Understand barriers to effective listening 
 • Assess their listening skills and improve performance 

on the three Dimensions of Listening 
 • Use visible and invisible behaviors to stay focused, 

capture the message, and help the speaker 
 • Discuss the ten tips for effective listening 
 • Create a listening action plan 
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Staff Development Classes

Surviving Workplace Change
SD 066

Length: 4 hours (.5 day)

Course Format: 50% ILT, 50% Lab, 0% Web

Prerequisite(s): None

Instructor(s): Kathleen Gadd

Student Maximum: 24 

Student Minimum: 6

Course Cost: Internal - none, customers please refer to 
Pricing Policy on page 5

Course Description:    
This class provides participants with an understanding 
of the dynamics of change and how people manage the 
transitions that come with change. Strategies to manage 
personal change are covered and individuals have the 
opportunity to develop a change action plan. 

Course Objectives:
 • Identify the transition phases of change
 • Apply transition management strategies to real life 

situations 
 • Write a change management action plan
 
 

Right Side of the Line 
SD 076 

Length: 4 hours (.5 day)

Course Format: 75% ILT, 25% Lab, 0% Web

Prerequisite(s): None

Instructor(s): Kathleen Gadd, Dan Price

Student Maximum: 24 

Student Minimum: 6

Course Cost: Internal - none, customers please refer to 
Pricing Policy on page 5

Course Description:    
Now more than ever, employees at all levels need to 
know exactly where the boundaries of acceptable and 
legal workplace behavior are drawn. Right Side of the 
Line outlines Wagner’s expectations of its employees in 
regard to unprofessional, prohibited, and illegal behaviors. 
The class addresses workplace violence, diversity, 
and harassment in all its forms. Employees receive 
the knowledge and tools to resolve situations before 
they escalate. This program meets federal compliance 
standards for harassment prevention training. 

Course Objectives:
 • Recognize unacceptable and illegal workplace 

behavior
 • Identify and understand the types of harassment 
 • Recognize the signs and behaviors of workplace 

violence
 • Understand the need to respect and appreciate 

diversity in the workplace
 • Apply the tools given to resolve or report workplace 

situations appropriately
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Staff Development Classes

Practical Business Math - 
Basic Calculations
SD 080 / WSD 080 

Length: 2 hours (.25 day)

Course Format: 80% ILT, 20% Lab, 0% Web

Prerequisite(s): None

Instructor(s):  TBD  

Student Maximum: 24 

Student Minimum: 6

Course Cost: Internal - none, customers please refer to 
Pricing Policy on page 5

Course Description: 
This course provides a review of basic business math 
principles.
 
Course Objectives: 
 • Identify quick rules for fractions, percentages, and 

decimals
 • Identify quick rules for estimates in addition, 

subtraction, multiplication, and division
 • Calculate percentages in relation to cost sales and 

gross margins
 • Calculate sales growth or reduction in percentages
 

Practical Business Math - 
Margins, Profit and Conversions
SD 081 / WSD 081

Length: 2 hours (.25 day)

Course Format: 80% ILT, 200% Lab, 0% Web

Prerequisite(s): None 

Instructor(s):  TBD 

Student Maximum: 24 

Student Minimum: 6

Course Cost: Internal - none, customers please refer to 
Pricing Policy on page 5

Course Description: 
This course provides basic business math principles in
regards to gross margins, profit, and conversions.

Course Objectives: 
 • Calculate gross margins, mark-up (mark-on), and 

mark-down percentages
 • Understand gross profit
 • Convert from cost-to-sell and sell-to-cost
 • Calculate interest rate and net present value

Communicate with Confidence
SD 082 / WSD 0812

Length: 4 hours (.5 day)

Course Format: 70% ILT, 30% Lab, 0% Web

Prerequisite(s): None 

Instructor(s):  Des Vassios

Student Maximum: 24 

Student Minimum: 6

Course Cost: Internal - none, customers please refer to 
Pricing Policy on page 5

Course Description: 
Are you an ostrich or a charging bull when conversations 
become charged with emotions? Ostriches ignore the 
situation by sticking their heads in the sand. Charging 
bulls explode and verbally attack others when stressed. 
The most skilled communicators assert themselves 
without being overly aggressive and get their message 
across even in highly emotional situations. Learn how to 
manage your emotions while still being assertive, and help 
others manage themselves by de-escalating the situation 
while maintaining self respect. Those who communicate 
effectively during challenging situations are perceived to 
be more credible and confident. This class is for those 
who want to knock their communication skills up a notch 
during crucial conversations.

Course Objectives: 
 • Identify skills that help support the ability to listen 

even when receiving criticism
 • Avoid sending mixed messages by ensuring body 

language matches words 
 • Practice techniques to maintain emotional control 

during emotional situations 
 • Discover the three most important techniques to use 

when de-escalating a situation
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Staff Development Classes

Personalysis: Basic Workshop 
SD 090 / WSD 090 
 
Length: 4 hours (.5 day)

Course Format: 80% ILT, 15% Lab, 5% Web

Prerequisite(s): None 

Instructor(s): Nichol Howell  

Student Maximum: 24 

Student Minimum: 6

Course Cost: Internal - $215 for the online assessment, 
customers - $215 for the assessment, plus Pricing Policy 
on page 5

Course Description: 
Personalysis is a scientific tool that provides a unique 
assessment of personality by providing insights into 
how people think, how they solve problems, how they 
deal with others, and how they cope under stress. The 
Personalysis experience begins with a simple, 15-minute 
online questionnaire. 

This workshop introduces participants to Personalysis 
and teaches them to interpret the Colorgraph through 
the framework and language of Personalysis. The data 
depicted as colors, shapes, and numbers enables people 
to be more self-aware and use that awareness to better 
manage themselves and their interactions with others. 
Personalysis clearly defines how each individual can 
reach and maintain peak performance by recognizing 
areas of their personality on which they can capitalize and 
those that stymie their growth potential. 

Note: Personalysis provides an online version of this 
workshop for an additional $150 that students may elect 
to complete if they are unable to attend a session at WTI. 
Please contact Nichol Howell for access.
 
Course Objectives: 
 • Identify personal strengths and develop ways to 

maximize those strengths 
 • Identify limitations and develop ways to remove or 

deal with those limitations 
 • Create strategies for handling stress to prevent 

distress and negativity 
 • Recognize how personal style affects others 
 • Develop strategies to communicate and work 

effectively with people who have different styles

Building Teams through Personalysis
SD 091

Length: 4 hours (.5 day)

Course Format: 50% ILT, 50% Lab, 0% Web

Prerequisite(s): SD 090, LP 023, or Online Personalysis 

Orientation

Instructor(s): Nichol Howell

Student Maximum: 24 

Student Minimum: 6

Course Cost: Internal - none, customers please refer to 
Pricing Policy on page 5

Course Description:    
Personalysis provides an objective framework to 
inventory the characteristics of work groups and teams. 
By providing a common, objective language in which to 
discuss differences, coworkers are better able to build 
and maintain productive working relationships. This 
session is designed to take groups to a more advanced 
level of understanding using Personalysis, and provides 
a forum for members of a working group to discuss their 
personality styles within the context of work functions. 

The session begins with a refresher of the Personalysis 
basics and then focuses on the Group Dynamic Profile 
which identifies strengths, anticipates team blindsides, 
and manages individual differences of the group as a 
whole. The session ends with team and individual action 
planning.

Because this course is for intact workgroups that work 
together on a day-to-day basis, it is available by request 
only. Please contact Nichol Howell to schedule a session 
for your workgroup.
 
Note: Prior to enrolling in this workshop, all participants 
must complete the online questionnaire ($215/person) 
and attend a Personalysis Basic Workshop. 

Course Objectives:
 • Alleviate misunderstandings caused by style 

differences
 • Recognize stress behavior and know how to respond 

for positive outcomes
 • Identify areas of vulnerability and know how to 

manage them proactively
 • Communicate effectively with team members to enlist 

their natural cooperation
 • Plan and function together more productively 
 • Visualize the effect each member has on the 

productivity of the group 
 • Comprehend group norms which affect interaction 

and commitments
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Staff Development Classes

Stepping Up to the Plate
SD 093

Length: 4 hours (.5 day)

Course Format: 60% ILT, 40% Lab, 0% Web

Prerequisite(s): None

Instructor(s): Des Vassios, Kathleen Gladd

Student Maximum: 24 

Student Minimum: 6

Course Cost: Internal - none, customers please refer to 
Pricing Policy on page 5

Course Description:    
This course is for those employees who want to “up 
their game” by being more accountable and responsible 
in the workplace. This class is ideal for those who are 
exploring the possibility of moving into management or 
for those who want to further enhance their contributions 
and reputation. The class covers the three leadership 
bases of accountability, initiative, and professional 
development. Participants assess their present level in 
these characteristics and develop strategies and plans to 
improve in all three. 

Course Objectives:
 • Understand people’s tendencies toward slipping 

“below the line” in personal accountability
 • Understand what accountable behavior looks like and 

how to integrate that personally
 • Identify areas within their work where they can take 

more initiative
 • Solicit and use constructive feedback in a non-

defensive manner
 • Identify professional behavior needed to meet their 

developmental goals 
 • Identify development opportunities that will move 

them in the right direction

Business Ethics and Professionalism
SD 152

Length: 3 hours (.33 day)

Course Format: 60% ILT, 40% Lab, 0% Web

Prerequisite(s): None

Instructor(s): Kathleen Gadd

Student Maximum: 24 

Student Minimum: 6

Course Cost: Internal - none, customers please refer to 
Pricing Policy on page 5

Course Description:    
In order for any business to be truly successful, it must 
have professional and ethical employees. This class 
examines what that means for Wagner employees at 
any level. This class defines basic professional behavior 
in various business situations that results in lasting 
positive impressions and credibility with colleagues and 
customers. Along with a discussion of the concept of 
ethics, what it means, and why it’s relevant to Wagner’s 
success; participants have the opportunity to assess their 
own level of ethical behavior and how they respond to 
ethical dilemmas and scenarios encountered regularly in 
the workplace. 

Course Objectives:
 • Explain what “professionalism” and “ethics” mean and 

why they are critical to Wagner and it’s employees’ 
success

 • Use the tools and guidelines provided to improve 
one’s professionalism

 • Identify and manage the influences and pressures 
that cause people to behave unethically

 • Apply a decision-making test to guide ethical decision 
making

 • Respond more confidently and make better choices 
when faced with ethical dilemmas
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Negotiation Know-How
SD 155 / WSD 155

Length: 4 hours (.5 day)

Course Format: 70% ILT, 30% Lab, 0% Web 

Prerequisite(s): None

Instructor(s): Des Vassios

Student Maximum: 24

Student Minimum: 6

Course Cost: Internal - none, customers please refer to 
Pricing Policy on page 5

Course Description:    
This course is for non-sales people and provides the 
negotiation skills of making a decision with your work team, 
resolving a customer service issue, and resolving issues 
between departments quickly. Participants complete 
a self-assessment to identify their preferred style of 
negotiation. Characteristics of each of the five negotiation 
styles are discussed. Participants learn to creatively 
problem-solve by looking for hidden opportunities 
presented by challenges. If you want a win-win solution, 
then Negotiation Know-How is a necessity for you.

Course Objectives:
 • Utilize the three must-have tips if the other party 

becomes combative
 • Identify five informal situations where negotiation 

skills can be used
 • Identify their preferred negotiation style
 • Distinguish between the five negotiation style 

characteristics

Enhancing the Customer 
Experience
SD 157

Length: 4 hours (.5 day)

Course Format: 60% ILT, 40% Lab, 0% Web 

Prerequisite(s): None

Instructor(s): Kathleen Gadd

Student Maximum: 24

Student Minimum: 6

Course Cost: Internal - none, customers please refer to 
Pricing Policy on page 5

Course Description:    
This course allows participants to understand and use 6 
Sigma and its related tools in their departments and in 
everyday tasks. Items covered are: using the customer-
first approach (using our survey metrics and collecting 
the voice of the customer), identifying waste (eliminating 
non-valued added steps in our business), identifying 
current and desired states of process improvement, and 
the advantages of standard work. Plus, a combination of 
these techniques is explained by using examples from 
prior projects. Tools and white paper handouts are also 
provided during the session with a short exercise at the 
end of the workshop.  

Course Objectives:
 • Manage their attitude in customer service situations
 • Take ownership for their customer service 

responsibilities
 • Greet and close customer conversations appropriately
 • Handle customer phone calls and transfers effectively
 • Appreciate the importance of and apply good 

techniques for dealing effectively with internal 
customers

 • Turn negative wording and situations into positive
 • Apply techniques for dealing with difficult and upset 

customers
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Staff Development Classes

The 5 Choices to Extraordinary 
Productivity
SD 166

Length: 16 hours (2 days)

Course Format: 60% ILT, 40% Lab, 0% Web 

Prerequisite(s): None

Instructor(s): Des Vassios

Student Maximum: 24

Student Minimum: 8

Course Cost: Internal - $199, customers - internal cost 
plus Pricing Policy on page 5

Course Description:    
The 5 Choices to Extraordinary Productivity teaches 
learners how to achieve extraordinary results. This solution 
empowers individuals to achieve outcomes that have 
previously been outside their reach. It enables individuals 
to make day-to-day decisions that are focused on the most 
important outcomes, instead of focusing on the gravel 
that gets thrown at them constantly. Participants learn to 
eliminate the activities that distract them from achieving 
their most important goals. The 5 Choices to Extraordinary 
Productivity guides individuals to a new paradigm of roles, 
effective weekly and daily planning, technology mastery, 
and energy renewal for truly extraordinary achievements. 

Course Objectives:
 • Act on the important by identifying the difference 

between tasks that are important versus urgent 
 • Go for the extraordinary by recognizing how everyone 

has the potential to create new possibilities
 • Schedule the ‘big rocks’ (priorities) to spend less time 

sorting the ‘gravel’ (small things that consume time)
 • Rule technology through understanding how it can 

enhance and support responsibilities 
 • Fuel the fire and stay energized by finding ways to 

avoid job burn out


