	NORTHEAST REGION

TRAINING OPPORTUNITY

	COURSE TITLE
	COMMUNICATION AND CONFLICT MANAGEMENT SKILLS

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

	DATES/LOCATION
	8 NOV 06, Aberdeen Proving Ground, MD, Bldg. 5442, Classroom 1

	LENGTH
	1 Day (8 Hours)

	START/END TIMES
	0800 - 1600

	COST
	$125

	REGISTRATION DEADLINE
	23 OCT 06
Call the Course Manager if you have a nomination but have missed the suspense; there may still be spaces available.

	COURSE MANAGER
	James Barnum, DSN 458-1205, or (410) 306-1205, Send an email message to the Course Manager if you are interested in taking this course: james.barnum@cpocner.apg.army.mil 

	COURSE DESCRIPTION

	Research shows that many of the problems faced when interacting with our customers and employees result from ineffective communication.  We spend as much as 80% of our time in face-to-face interactions with others to mediate dozens of relationships within an organization?  This course will help you to find new, updated, and important knowledge and skills that result in immediate improvements back to the work place. 
  
Specifically, you first must develop your interpersonal skills and competency.  The acquisition of these skills should result in a win-win relationship between you and your employees and the organization.  Development also improves your ability to express and deal more effectively with individuals on and off the job.  In this course, you learn to . . .
· Develop a more harmonious working environment - better productivity 
· Respond to new situations with greater control 
· Develop a more expressive communication style 
· Handle criticism and aggressive individuals 
· Implement conflict resolution strategies 
· Develop self esteem to make one a better communicator 
· Recognize nonassertive, assertive, and aggressive behaviors 
· Define the conflict mode 
· Manage conflict resulting from: discipline, unfair demands, angry accusations, tardiness, absenteeism, etc. 
· Negotiate-make it win-win 
· Understand individual behavior and how and why it affects the communication process and when to deal with emotions and situations assertively 

Objectives: 
Upon completion of this course a participant should be able to: 
· Manage conflict 
· Win the customer 
· Exert influence 
· Acquire self confidence 
· Handle difficult situations 
· Negotiate diplomatically, but firmly and develop skills and techniques on how to successfully develop skills and techniques on how to successfully develop win-win customer relationships and meet personal and organizational goals. 
  
Content: 
A complete process that includes the NECESSARY AND REQUIRED skills needed to manage conflict.
  

The Planning Process:
   The need to communicate with trust-in order to gain productivity 
   How groups affect the communication process 
   Human needs and motivation 
   Give and receive feedback more effectively  
   How to listen effectively 
   How to give and take criticism 
   Read body language  
   Communication skills to successfully resolve conflict

Assertiveness:
   Choosing a pattern behavior-to assert without being aggressive 
   Say "no" without feeling guilty-say what you really mean instead of what someone wants to hear 
   Express anger without being hostile 
   Respond to the feelings of others 
   The need to understand human nature-the psychology of behavior 
   Create WIN-WIN situations 
   Develop self-confidence 
   Develop SELF-ESTEEM in one's self and others

Successful Negotiation Basics:
   Strategies-Tactics-Avoiding mistakes-Planning-Understanding messages sent by the other party 
   Proper use of questions 
   Turn around a difficult situation by use of negotiation


Handling Difficult People:
   Understanding AGGRESSIVE-ASSERTIVE-SUBMISSIVE behavior 
   How to handle the difficult person-the viper-the complainer-the bulldozer 
   How to gain cooperation from co-workers 
   Human relation problems in the work force
 

	WHO SHOULD ATTEND AND PREREQUISITES

	Audience:  All levels of Government employee 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

	Role Play, Lectures, Group Interaction, Inter Group Activities and Class Studies

	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 http://cpolrhp.army.mil/ner/hrd/02tp/payment_options.htm for instructions. 


