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JUNA Business Skills Courses 

Most of these workshops are either 
a ½ day or a full day in length as outlined. 

 
The following learning objectives, however, can be tailored 

to suit your industry, corporate culture and desired course durations. 
 

Courses can also be combined to create a customized workshop or program. 

 
 
Assertive Communication & Listening  
Upon completion of this course, participants will be able to: 
 

 Identify different communication styles in action 

 Apply an assertive communication framework (DESC Script) when interacting with others 

 List the three communication factors and know how they impact every interpersonal interaction 

 Separate facts, feelings and assumptions to communicate more effectively 

 Identify the six levels of listening and how they affect communications, rapport and relationships  

 
Building Trust  
Upon completion of this course, participants will be able to: 
 

 Determine what trust means to various people and explore how it is perceived by others 

 Explain the importance of trust in building relationships with internal and external customers 

 Define the “mathematical formula” of how trust is built and broken 

 Understand the impact trust has on developing and maintaining relationships 

 Describe how first impressions set the tone for the relationship, and explain how to make a good 
first impression 

 Identify strategies to build trust back up once it’s been broken 
 

Coaching  
Upon completion of this course, participants will be able to: 
 

 Describe characteristics of good and bad coaching 

 List the competencies of successful coaches 

 Identify what their current strengths and areas for improvement are as coaches 

 List the three communication factors and know how they impact every interpersonal interaction 

 Identify the six levels of listening and use active listening techniques during coaching conversations  

 Apply the GROW Model of coaching when providing support to others 

 Use conversational coaching  to carry out motivating dialogue with others 
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Conflict Management  
Upon completion of this course, participants will be able to: 
 

 List types and causes of conflict and its impact if unmanaged 

 Identify their natural conflict style and understand how others will perceive this approach 

 Know how to adapt their conflict approach to suit each situation  

 Describe the stages of conflict and identify early warning signs 

 Identify signs/symptoms of conflict escalation 

 Explain the difference between conflict management and resolution  

 Know when and how to “step into” conflict and manage or resolve it, by: 
o Determining appropriate resolution tactics  
o Applying communication strategies to manage ongoing conflict  

 
Consultative Sales  
Upon completion of this course, participants will be able to: 
 

 Describe what consultative selling is 

 Map the inter-relationships of their internal and external customers 

 Identify customers’/stakeholders’ communication preferences and adjust to meet their needs 

 Build trust, rapport and credibility with new customers 

 Identify and share their personal credibility statement 

 Apply new strategies for active listening and probe to understand customers’ needs  

 Use effective questions to ensure understanding 

 Present options/solutions to customers more effectively through engaging presentations 

 Handle objections confidently and closing more “sales” (naturally) 

 Identify techniques to close a “sale” (gain commitment from a stakeholder or client) 

 Follow-up effectively – when and how to follow-through with others to make things happen 
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Client & Contractor Relations 
Upon completion of this course, participants will be able to: 

 
Build Relationships 

 Determine what professionalism means and explore how it is perceived by others 

 Describe how first impressions set the tone for a relationship, and explain how to make a good first 
impression 

 Identify their natural behavioural styles, others’ interaction preferences, and the best way to 
approach a client or contractor based on their personality traits 

 Understand the impact trust has on developing and maintaining relationships 
 
Manage Relationships 

 Explain the importance of project scope expectations and the impact of miscommunication and 
scope creep 

 Use an “Expectations Conversation” framework and list the questions to include in a preliminary 
project meeting 

 Provide feedback to a client or contractor in a respectful and constructive manner, using the 
Conversation Model 

 Honour professional boundaries in client and contractor relationships 

 
Communication & Email Etiquette 
Upon completion of this course, participants will be able to: 

 
 Identify their natural communication style 

 Adapt their approach based on others’ communication needs 

 Explain the three modes of communication and their impact on meaning 

 Choose the appropriate level of listening to apply to conversations at work 

 Structure messages to ensure full communication has occurred 

 Identify the best method to use (face-to-face, phone, email, etc.) for future communications 

 List the common pitfalls and consequences of electronic communication 

 Decide when email is not the ideal form of communication 

 Identify the elements of a poorly written email 

 Describe how to effectively structure an email for impact (manage messages and meaning) 

 Implement electronic communication best practices 

 
Customer Service  
Upon completion of this course, participants will be able to: 
 

 Explore common customer expectations  

 Define customer service best practices  

 Describe the different types of customers and learn how to identify them (personal tendencies) 

 Recognize how different customers communicate, both verbally and non-verbally 

 Identify their natural service “style” when interacting with customers 

 Know the difference between proactive and reactive customer service  
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De-escalating Angry Customers 
Upon completion of this course, participants will be able to: 

 

 Manage “external client” expectations and interact with “internal clients” (co-workers) more 
effectively by: 
 Identifying where “anger” comes from and what an upset individual needs 
 Explaining the 4-step de-escalation model and applying it to interactions with others 
 Using communication techniques to defuse emotionally charged conversations 
 Following a process that de-personalizes other people’s aggression towards them 

 
Delegation  
Upon completion of this course, participants will be able to: 
 

 Describe delegation best practices 

 Recognize when they are taking on subordinates’ tasks and responsibilities 

 Identify what to delegate (methods of allocating work) and who to delegate to (developing others)  

 Know how to effectively delegate based on experience levels (including success measurements and 
monitoring schedules) 

 Assess employee motivation on a particular task 

 Apply the “Delegation Framework” to a real situation and prepare for an upcoming delegation 
conversation 

 Apply the “Conversation Model” to provide feedback and hold subordinates accountable  

 
Exceptional Leadership (Level 1)  
Upon completion of this course, participants will be able to: 

 
 Understand the differences between a technical and leadership role 

 Differentiate between formal and informal leaders 

 List the three communication factors and know how they impact every interpersonal interaction 

 Identify the six levels of listening and how they affect communications, rapport and relationships  

 Use the Conversation Model to carry out effective dialogue with others 

 Separate facts, feelings and assumptions to communicate more effectively 

 Provide both positive and constructive feedback to others 

 
Exceptional Leadership (Level 2; uses the DISC personality assessment tool)  
Upon completion of this course, participants will be able to: 
 

 Interpret  their DISC personality assessment report 

 Understand the basic needs, wants and fears that drive the four personality styles 

 Understand their dominant leadership style and how to adapt their style to meet others’ needs  

 Assess the dominant personality styles of the members of their work team  

 Identify where conflict may arise in their interpersonal relationships and amongst members of their 
work team 

 Identify the needs of the team and implement strategies for team development 
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Facilitation Skills  (Train-the-Trainer) 
Upon completion of this course, participants will be able to: 

 
Day One - Adult Learning & Facilitation Theory 

 Identify how adults learn and know how to motivate and overcome learning barriers 

 Apply key communication skills to move from presenting to facilitating 

 Adapt presentation skills to become a learner-centred facilitator  

 Identify how group dynamics evolve and address learning needs accordingly 

 Create and maintain a positive learning environment (climate setting) 

 Effectively manage an agenda, time, and energy  
 
Day Two – Facilitation Skills Practice 
• Identify strengths and areas for improvements through a facilitation simulation (skills practice)  
• Receive feedback from peers and coach on facilitation skills  
• Develop coaching and feedback skills through providing peers with feedback on their facilitation 

simulation  
• Identify facilitation best practices through observation of peers 

Presentation Skills is a recommended Pre-requisite course. 

 
Goal Setting 
Upon completion of this course, participants will be able to: 

 
 Identify where goal setting matters (personal and professional applications) 

 Explain the importance of setting clear goals and action plans 

 Identify if a goal is “SMART” 

 Formulate their own SMART goals 

 
How to Influence Others 
Upon completion of this course, participants will be able to: 

 
 List the five forms of power and how they affect influence in relationships 

 Understand their natural influence style, and its strengths and weaknesses 

 Explain the trust “formula” and its importance in building relationships and persuading others  

 Empathize more to understand what others need to be able to say yes 

 Use active listening techniques to build rapport and influence others more effectively  

 Identify their predominant learning style 

 Present options effectively using engaging presentations 

 Apply the six principles of persuasion and know how to leverage them intentionally 
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Managing Change 
Upon completion of this course, participants will be able to: 
 

 Understand the change process (personally and professionally) 

 Gain a greater self-awareness of how they handle change (individually) 

 Anticipate what information is needed  during change (to give and to get) 

 Identify signs/symptoms of individuals during different stages of change 

 Provide support to help people move through change constructively 
 

Meetings Management 
Upon completion of this course, participants will be able to: 
 

 Describe common meeting complaints and understand ROI statistics on ineffective meetings 

 Explain different meeting types, styles and formats 

 Know how to lead effective and efficient meetings (before, during and after) 

 Identify strategies to deal with disruptive behaviours during a meeting 

 Apply basic note taking principles 

 Use effective meeting checklists 

 Complete an effective meeting self-assessment (keep, stop, start) to ensure continuous 
improvement 

 
Negotiation Skills 
Upon completion of this course, participants will be able to: 
 

 Describe the different negotiating styles, including advantages and disadvantages of each 

 Describe the characteristics of effective negotiation 

 Identify the key ingredients needed for a successful negotiation 

 List the steps to establishing the appropriate negotiating climate 

 Recognize the negotiation phases 

 Apply questioning techniques to identify and probe the real issues 

 Identify the communication barriers that commonly exist in a negotiation 

 Develop a plan for carrying out win-win negotiations 

 
Personality Assessment Workshop 
(uses DISC or Colors personality assessment tool) 
Upon completion of this course, participants will be able to: 
  

 Interpret  their DISC personality assessment report 

 Identify their dominant personality style and default communication style  

 Understand the characteristics of the other personality styles and their communication needs 

 Understand their preferences when working with others, both individually and on a team 

 Explain the communication factors and how they relate to communication styles  

 Identify how to adapt their style to facilitate meaningful communication 
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Presentation Skills (half-day) 
Upon completion of this course, participants will be able to: 
 

 Assess their current strength and weaknesses when designing and/or delivering presentations 

 Open and close a presentation with impact 

 Use effective presentation techniques to get their key points across to their audience 

 Identify their predominant learning style and incorporate meaning for all types of participants 

 List the three communication factors and know how they impact delivery of a message 

 Speak with clarity and conviction 

 Apply best practices when using audio-visual aids  

 
Presentation Skills – Advanced 
(Train-the-Trainer – two days; theory & skills practice) 
Upon completion of this course, participants will be able to: 
 

 Describe adult learning principles and how they impact presentation design and delivery 

 Identify where others are at in the adult learning motivation cycle (and how that affects uptake) 

 List different learning styles and adapt presentations to meet each of them 

 Identify and select appropriate delivery methods for different presentations 

 Effectively set “climate” and prepare audiences for positive learning experiences 

 Build a presentation that has “flow” 

 Manage time, energy and an agenda during a group presentation 

 Use visual aids effectively (enhance communication) 

 Know how room design affects presentation delivery 

 Describe the steps to opening and closing a presentation effectively (with impact) 

 
Project Management Fundamentals (for the “Accidental Project Manager”) 
Upon completion of this course, participants will be able to: 

 
 Define project management  

 Describe the phases of project management  

 Describe the role of the Project Manager and other members of the project team  

 Identify the components of a scope statement  

 Identify the difference between scope creep and scope discovery   

 Describe the Project Manager’s role in managing scope  

 Explain the importance of defined work steps, schedule and budget  

 Define what effective leadership means in a project setting  

 Identify techniques for tracking and communicating progress 
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Respect in the Workplace  
Upon completion of this course, participants will be able to: 
 

 Become aware of how they and their team members define respectful behaviour 

 Realize how they may unintentionally show disrespect for others 

 Know some of their blind spots regarding disrespectful behaviour (real or perceived) 

 Know what their team members need from them in terms of respectful actions 

 Create a team charter for respect in the workplace 
 

OPTIONAL Additions: 

 Explain relevant principles of employment equity and anti-discrimination law 

 Identify harassment and its negative workplace effects 

 Create policies preventing workplace discrimination and harassment 

 Build and promote a more inclusive and respectful workplace 

 
Situational Leadership 
Upon completion of this course, participants will be able to: 

 

 Define situational leadership 

 Understand their natural leadership style and how to adapt their approach to get results, 
specifically by: 

1. Assessing experience (ability) and commitment (motivation) levels of individuals on task 
assignments 

2. Providing the right amount of support (coaching) for team members – not too much and 
not too little 

3. Tailoring their communication to enhance understanding with their team members (based 
on their tendencies/preferences) 

 Prepare for effective leadership interactions with direct reports 

 
Strategic Business Planning 
Upon completion of this course, participants will be able to: 
 

 Explain why it’s important to work “on” the business, not just in it 

 Conduct a market analysis (navigating current trends and changes) 

 Perform a comprehensive business review (analyzing current vs. potential opportunities) 

 Factor financial considerations (setting revenue/expense projections for ROI) 

 Develop a marketing plan (exploring strategies to differentiate from the competition) 
Participants will walk away with a ready-to-use Business Plan Checklist and Template. 
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Time & Priority Management 
Upon completion of this course, participants will be able to: 

 

 Assess their time management skills 

 Explore their relationship with time 

 Understand the value of time in their personal and professional lives 

 Describe “time wasters” and common interruptions in the work environment  

 Analyze whether they waste other people’s time unintentionally 

 Know why procrastination occurs and how to overcome it 

 Identify strategies for effectively managing time, including: 
1. Using quick decision-making system 
2. Applying the 4 steps to time management 
3. Determining important vs. urgent matters (use the TM matrix) 
4. Creating effective To Do lists 
5. Applying various prioritizing tools 
6. Learning how to say “no” 
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PROFESSIONAL SELLING SERIES 
 
 

UNDERSTANDING THE SALES PROCESS 
 
Consultative Sales & The Buying Cycle  
Upon completion of this course, participants will be able to: 
 

 Describe what consultative selling is 

 Explain the buying cycle and the customer’s needs at each stage 

 Identify what stages of the buying cycle prospective customers are in 

 
 

BUILDING TRUST, RAPPORT & CREDIBILITY 
 
Building Trust 
Upon completion of this course, participants will be able to: 

 

 Define the “mathematical formula” of how trust is built and broken 

 Describe how first impressions set the tone for a relationship, and explain how to make a positive 
first impression 

 Explain the importance of trust in building relationships with internal AND external customers 

 Identify strategies to build trust back up once it’s been broken 

 
Working with Different Personalities (using the DISC assessment tool) 
Upon completion of this course, participants will be able to: 

 

 Interpret  their DISC personality assessment report – PRE-WORK: Online DISC Assessment  

 Identify their dominant personality style and default communication style  

 Understand the characteristics, preferences and needs of the other personality styles 

 Identify how to adapt their style to build trust, rapport & credibility with different customers and 
co-workers 

 
Why You and Your Organization? 
Upon completion of this course, participants will be able to: 

 

 Connect with their personal and organizational brands 

 Identify their competitive advantage 

 Build a unique value proposition (credibility statement) that resonates for prospective customers 
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IDENTIFYING CUSTOMERS’ NEEDS 
 
Communication Foundations 
Upon completion of this course, participants will be able to: 

 

 Explain the three modes of communication and their impact on meaning 

 Identify the six levels of listening and how they affect communications, rapport and relationships  
 

Developing a Questioning Strategy & Understanding Your Customers 
Upon completion of this course, participants will be able to: 

 

 Apply new strategies for active listening to build relationships with customers 

 Use effective questions to probe for customers’ real, underlying needs  

 Map the inter-relationships of their customers’ clients 
 

 
PRESENTING SOLUTIONS 

 
Presentation Skills 
Upon completion of this course, participants will be able to: 

 

 Assess their current strength and weaknesses when delivering presentations 

 Identify their predominant learning style and incorporate meaning for all types of individuals 

 Present options to customers more effectively through engaging presentations by: 
o Tailoring solutions to meet customers’ real needs 
o Explaining the benefits, not just the features of a product 

 
Handling Objections & Closing the Sale 
Upon completion of this course, participants will be able to: 

 

 List the most common objections and why customers give them 

 Apply active listening and effective questioning skills to explore the need below the objection 

 Use different techniques to close a “sale” (gain commitment from customer) naturally 
 

 
FOLLOWING UP TO ENSURE CUSTOMER SATISFACTION 

 
Customer Service Essentials 
Upon completion of this course, participants will be able to: 

 

 Know the difference between proactive and reactive customer service  

 Follow-up effectively – know when and how to follow-through to make things happen 

 Explore common customer expectations  

 Deal with difficult situations with professionalism (and save important relationships) 

 
  



 

15 | P a g e   U p d a t e d :  F e b r u a r y ,  2 0 1 7  

ADVANCED SALES SKILLS 
 
Creating a Sales Plan & Prospecting  (Business Development) 
Upon completion of this course, participants will be able to: 

 

 Know how to gather prospective customer “intel” 

 Develop a sales funnel and manage a client “hit list” 

 Qualify potential customers and identify decision-makers 

 
Up-selling Accounts  (Account Penetration) 
Upon completion of this course, participants will be able to: 

 

 Create an inventory of current clients and assess levels of product penetration 

 Identify areas for potential new product lines 

 Develop a questioning strategy for identifying new needs 

 
Managing Time & Territory 
Upon completion of this course, participants will be able to: 

 

 Assess their time management skills 

 Describe “time wasters” and common interruptions in the work environment  

 Analyze whether they waste other people’s time unintentionally 

 Know why procrastination occurs and how to overcome it 

 Identify strategies for effectively managing time, including: 
1. Using quick decision-making system 
2. Determining important vs. urgent matters (use the TM matrix) 
3. Creating effective To Do lists 
4. Applying various prioritizing tools 
5. Learning how to say “no” 

 
Negotiation Skills 
Upon completion of this course, participants will be able to: 

 

 Describe the different negotiating styles, including advantages and disadvantages of each 

 List the steps to establishing the appropriate negotiating climate 

 Recognize the negotiation phases 

 Apply questioning techniques to probe for the real issues 

 Develop a plan for carrying out win-win negotiations 
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CUSTOMER SERVICE SERIES 
 

Communications Principles 
Upon completion of this course, participants will be able to: 

 Identify their natural communication style 

 Adapt their approach based on others’ communication needs 

 Explain the three modes of communication and their impact on meaning 

 Choose the appropriate level of listening to apply to conversations at work 

 Identify the best method to use (face-to-face, phone, email, etc.) for future communications 

 
Customer Service Excellence 
Upon completion of this course, participants will be able to: 

 Explore common customer expectations  

 Define customer service best practices (service standards) 

 Describe the different types of customers and learn how to identify them (personal tendencies) 

 Identify their natural service “style” when interacting with customers 

 Identify proactive vs. reactive customer interactions 

 Create commitment statements for excellence in customer service (based on organizational 
standards) 

 
Customer Relations (incl. De-escalating Angry Customers) 
Upon completion of this course, participants will be able to: 

 Map their stakeholder interactions (direct and indirect) to understand their customers’ true needs 

 Manage “external client” expectations and interact with “internal clients” (co-workers) more 
effectively by: 
 Identifying where “anger” comes from and what an upset individual needs 
 Explaining the 4-step de-escalation model and applying it to interactions with others 
 Using communication techniques to defuse emotionally charged conversations 
 Following a process that de-personalizes other people’s aggression towards them 

 
How to Influence Others 
Upon completion of this course, participants will be able to: 

 List the five forms of power and how they affect influence in relationships 

 Identify their natural influence style, and assess its strengths and weaknesses 

 Apply the six principles of persuasion and be able to leverage them intentionally 

 Explain the trust “formula” and its importance in building relationships and persuading others  
 

Collaborative Problem-solving  (incl. Conflict Management Principles) 
Upon completion of this course, participants will be able to: 

 Identify their natural “conflict style” and adapt their approach to suit each situation  

 Explain the difference between conflict management and resolution  

 Determine appropriate resolution tactics 

 Apply communication strategies to collaboratively solve problems  

 Leverage networks to find creative solutions for customers 

 



 

17 | P a g e   U p d a t e d :  F e b r u a r y ,  2 0 1 7  

HUMAN RESOURCES SERIES 
 
 

Understanding HR Policies, Employment Standards  (and Other HR 
Legislation)  
Upon completion of this course, participants will be able to: 
 

 Identify which legislative jurisdiction governs them (and which laws apply to their organizations) 

 Ensure their programs comply with law (hours of work, overtime, pay, leaves of absence, 
terminations, safety, privacy, etc.) 

 Describe the protected grounds and how to prevent discrimination/harassment (including the four 
designated groups) 

 Complete WCB forms properly for workplace injuries 

 Assess whether an employment contract is complete and compliant 

 Develop applicable policies for their organization 
 
 

Organizational Design & Writing Job Descriptions  
Upon completion of this course, participants will be able to: 
 

 Describe the key HR activities in the employee lifecycle 

 Evaluate their organizational structure 

 Identify the elements of a job description 

 Describe where to post jobs based on budget and position 

 Describe how to screen for job fit 

 Create an interview guide containing strategic questions 
 
 

Interviewing & Selection Skills  
Upon completion of this course, participants will be able to: 

 

 Know what to look for when screening a resume and shortlist candidates efficiently 

 Design effective questions to ask during the pre-screening process 

 Create an interview plan 

 Develop effective interview questions and apply different interviewing techniques  

 Conduct a professional interview meeting that “sells” candidates on the organization 

 Avoid asking inappropriate questions that should not be asked in an interview 

 Explain the purpose of new employee orientation   
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Performance Management & Progressive Discipline  (including 
Terminations)  
Upon completion of this course, participants will be able to: 
 

 Explain the difference between performance management and discipline  

 Discuss the performance management cycle  

 Understand a leader’s role in performance management  

 Describe the employee’s role in performance management  

 Know how to apply the steps of progressive discipline 

 Terminate an employee effectively 
 
OPTIONAL:  Goal Setting 

 Identify where goal setting matters (personal and professional applications)  

 Explain the importance of setting clear goals and action plans 

 Identify if a goal is “SMART” 

 Formulate their own SMART goals 
 

Conducting Performance Reviews  
Upon completion of this course, participants will be able to: 
 

 Describe the performance management cycle and process 

 Explain the manager’s and the employee’s roles in performance management  

 Know what to do before, during and after a performance review meeting 

 Use the Employee Performance Review Template confidently 

 Apply best practices to the annual performance review process 

 Have a difficult conversation (give and receive constructive feedback) 

 Understand your role as a leader in goal setting 
 Identify if a goal is “SMART,” and coach others to write effective goals 

 

Conducting Workplace Investigations 
- In Development 
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HR 101 SERIES 

Mini-Workshop Topics 
60-90 minute sessions 

 

Compensation & Benefits  
Learning Objectives:   

 Determine if you are paying your employees competitively in the market (external equity) 

 Discover if you have internal pay equity issues (imbalances) 

 Identify employee benefits that will attract, retain, and engage the right staff to your organization   

 
 
Progressive Discipline & Termination Tips  
Learning Objectives:   

Å Apply the steps of progressive discipline and document performance matters appropriately 

(including templates)  

Å Distinguish between termination for cause and without cause  

Å Terminate an employee effectively (when and how to have the difficult “firing” meeting) 

 

 

Performance Management  
Learning Objectives:   

 Describe the performance management cycle and process  

 Explain the manager’s and the employee’s roles in performance management   

 Know what to do before, during and after a performance review meeting  

 Apply best practices to the annual performance review process  
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Interviewing & Selection Skills  
Learning Objectives:   

 Know what to look for when screening a resume, and shortlist candidates efficiently  

 Design effective questions to ask during the pre-screening process  

 Develop effective interview questions and apply different interviewing techniques   

 Conduct a professional interview meeting that “sells” candidates on the organization  

 Avoid asking inappropriate questions that should not be asked in an interview  

 

 

Alberta Employment Standards & Human Rights  
Learning Objectives:   

 Ensure your organization’s programs comply with law (Employment Standards) 

o Hours of work, overtime, pay issue, leaves of absence, terminations, and more 

 Describe the provincial Human Rights protected grounds and how to prevent 

discrimination/harassment claims 

 Discuss case studies around Bona Fide Occupational Requirements (BFORs) 

 Assess whether an employment contract is complete and compliant  

 

 

Orienting New Employees (onboarding) 
Learning Objectives:   

· Assess your current employee onboarding process (gap analysis) 

· Identify how you can improve your new employee orientation program (best practices for 0-3 

months) 

· Discover how to continue to engage your staff (3-12 months) 

 

 


