	 NORTHEAST REGION

TRAINING OPPORTUNITY

	COURSE TITLE
	BETTER OFFICE SKILLS AND SERVICE

	VENDOR
	The Lausanne Institute, 109 Knoxlyn Farms Drive, Kenneth Square, PA  19348

	DATES/LOCATION
	21 & 22 May 07, Aberdeen Proving Ground, MD, Bldg 5442, Classroom 1

	LENGTH
	2 Days (16 Hours)

	START/END TIMES
	0800 - 1600

	COST
	$245

	REGISTRATION DEADLINE
	20 Apr 07 Call the Course Manager if you have a nomination but have missed the suspense; there may still be spaces available.

	COURSE MANAGER
	Jef Cramer, DSN 458-0180, Commercial (410) 306-0180,  Send an email to the Course Manager if you are interested in taking this course: jef.cramer@us.army.mil

	COURSE DESCRIPTION

	This course applies dynamic experimental learning approach to the learning process.  Using this approach, we are able to build a practical knowledge base of learned skills that improve support staff on-the-job and work team performance.

Background

Clerical, secretarial, and administrative personnel make an office efficient and effective.  Combined, these roles make up over a third of white-collar employees in the Federal Government.  This program is designed to help this critical workforce segment to develop and improve the skills and attitudes needed to effectively perform their mission.

 The goal is to provide the basic learned skills that may be improved upon with practice. Every employee strives for excellence and ensuring that the skills and knowledge exist to provide quality interactions from your staff is critical.

Objectives:

After successfully completing this course, the attendee should be able to:

· Understand how to increase and enhance their personal level of productivity and effectiveness as a member of their agency work team. 

· Present strategies for immediate use toward attaining higher personal achievement by getting more done each day through increased utilization of planning and proper time use. 

· Create building blocks to an effective positive attitude and interpersonal communication. 

· Improve their personal telephone interactions. 

· Identify the elements of human relations and how to apply them to everyday situations. 

· Polish to the skills needed to produce maximum benefit for themselves, their managers, and their agencies. 

Content:

This course has three sections:

· The Planning Process 

· Understanding Human Relations 

· Effective Telephone Techniques 

The Planning Process
· How to prevent potential problems from occurring 

· Skills for more effective planning and scheduling of work 

· Tools needed to develop a plan, simple or complex 

· Establishing alternative solutions to problems 

Understanding Human Relations
· Enhancing agency efficiency and intercommunication 

· Using Transactional Analysis to understand human behavior 

· Techniques that lead to effective human relations 

Effective Telephone Techniques
· Communicating a proficient, professional telephone image 

· Projecting a friendly, persuasive telephone personality 

· Procedures for difficult callers 

· Uniform message taking, hold, and forwarding 

· Telephone etiquette 

	WHO SHOULD ATTEND AND PREREQUISITES

	Audience:  All levels of Government employees both military and civilian.
Check your Army Civilian Training Education and Development System Plan at http://cpol.army.mil/train/acteds   to see if course will satisfy the core competency requirements in your Career Program or Career Field.

	METHOD OF INSTRUCTION

	· Group Dynamics 

· Guided Conferences 

· Simulations 

· Case Studies 
· Lecture
· Skill Practice Exercises 

	HOW TO NOMINATE

	FAX Page 1 (front only), DD Form 1556 to HRD, NECPOC (410-306-0163 or DSN 458-0163) by the registration deadline. Make sure Blocks 17, 19, 23, 25, 27 and 37 are properly completed. Include nominee's email address and Training Coordinator's phone number and email address in Block 18. If deadline for registration has passed, call the course manager or check the Northeast Region Monthly Course Announcement to see if spaces are still available. Please notify the Course Manager if special needs are required to accommodate an attendee (wheelchair access, interpreter, etc).

Do not attend unless you have received confirmation from the course manager. 

Although we try to accommodate all training needs, faxing a nomination to us does not guarantee a space allocation. Check with your activity Training Coordinator if you have not received confirmation two-four weeks prior to the class starting date.

	 CANCELLATION POLICY

	Contact the Course Manager to withdraw your nomination prior to the registration deadline to avoid being charged for the course. After the registration deadline, you will need to contact the course manager to cancel and determine whether your organization will be charged. We will avoid charging whenever possible but if we have contracted for the course and only have the minimum number required to pay the bill; we have no choice but to bill for late cancellations and "no shows." 

	BILLING INSTRUCTIONS

	DD Forms 1556 cannot be processed unless blocks 27, 29 and 37 are properly completed. Click here for instructions: http://cpolrhp.belvoir.army.mil/ner/FunctionalAreas/CHRA/hrd/payment_options.htm


