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COMPANY INFORMATION

COMPANY CONTACT DETAILS:
Elsabé Manning (CEO)
Cell:
Email:

084 371 9105
elsabe@successfactory.co.za

Website:

www.successfactory.co.za
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EXECUTIVE SUMMARY
Elsabé Manning founded Success Factory in 2004 - a highly successful coaching,
training, and consulting business which is represented throughout Southern Africa.
Success Factory specialises in: Strategic Planning sessions/workshops (any level);
Emotional Intelligence training; Coaching and Mentoring Training; Professionalism
Skills; Communication Skills; Sales Strategy; Selling Skills training; Performance
Enhancement; Leadership and Management development and training; One-on-one
Coaching and Mentoring; Team Development and Team Re-Building (resolving issues
in teams); HR and Business Consulting.
Success Factory is an accredited service provider - SETQAA Decision Number 2075.

CURRICULUM VITAE – ELSABE MANNING
Elsabé Manning is a qualified Executive, Life and Business Coach; Accredited
Facilitator; Experienced Public Speaker, HR and Business Consultant and writer. She
studied Human Resource Management at the University of Johannesburg. She has
many years’ experience in management, training, facilitation, coaching and
mentoring and team development: from designing a team to re-building
dysfunctional teams and sorting out issues that exist inside a team.
Elsabé trains professional and company coaches and mentors who, very often, are
qualified clinical psychologists. Her wisdom, knowledge and ongoing studies in
human behaviour, especially emotional intelligence, and years of experience ensure
that she obtains the best possible outcomes. To this end she offers contactable
corporate references for all her work.
She creates and delivers custom keynote speeches for organisations, based
specifically on their needs, issues and interest and has the ability to motivate people
to take deliberate and consistent action to accomplish their goals and objectives.
Elsabé is the author of Up The Corporate Ladder - Professionalism in the Workplace.
She also writes leadership and self-development articles for organisations and upmarket lifestyle and business magazines and has her own television slot on
Professionalism in the Workplace on ABSA Bank’s internal television training channel.

AWARDS
1. Elsabé was selected as one of The Most Inspirational Women of South
Africa

2012 as featured in Volume 2.

2. We won The
3.

2006 Mijima Award!
Winner
of
the
2004
Greenpepper
Enterprise Award which is awarded to South
African companies that excelled in their
industries, created economic growth or new
job opportunities for the people of South5
Africa.
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VISION
We aspire to become the skills development company of choice by coaching,
mentoring and training people to develop high performance behaviours by using the
latest, proven methods and material.

MISSION
By assisting our clients to align their thoughts, words and actions to their goals and
objectives.

CORE VALUES
1.
2.
3.
4.
5.

Wisdom
Respect
Integrity
Loyalty
Achievement

BUSINESS MODEL
Our Culture/Work Ethic
We have a culture and proven track-record of consistently delivering high quality
work through excellence. We obtain excellent results and we deliver high return
solutions based on an inherent drive to identify, analyse and align solutions with the
key drivers or strategic objectives of the business and as such achieve a clearly
defined value proposition.
Core Competencies
Success Factory’s business model was designed and aligned with our specific core
competencies:
1.
2.
3.
4.
5.
6.

Organisational Development.
Training, mentoring and coaching.
Situational analysis and engagement.
Professional advisory services.
Strategy.
Team development: From designing teams to re-building dysfunctional teams.

These core competencies applied collectively or individually will identify and close the
gap that exists between true and realised potential within any organisation.
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SOME OF OUR CLIENTS
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COURSES, WORKSHOPS AND INTERVENTIONS
ASSERTIVENESS
Assertiveness is the extent to which a person is able to express their needs, wants,
expectations, feelings, opinions and beliefs in direct, honest and appropriate ways,
as well as exercise their legitimate authority in order to get a team, group or
individual to accomplish requested tasks or activities.

COURSE OUTLINE
1.
2.
3.
4.
5.

Emotional Intelligence
Determinants Of Human Behaviour
Self-Perception Assessment
Reasons For Acting Assertively – Some Practical Considerations
Reframing:
a. Who is in charge?
b. Power maps
c. Beliefs
d. Rights and responsibilities
e. Responsibilities
f. Overriding responsibilities
g. Feelings
6. Changing Your Behaviour:
a. Types of verbal responses
b. Dealing with specific situations.

OUTCOMES
Understanding yourself
Dealing with delegate's own feelings
Setting boundaries for others
Communicating clear messages
Closing conversations
Gaining increased confidence
Handling difficult people and situations
Practising the art of saying “no”
Moving awkward situations forward
Managing conflict.

DURATION
Two full days
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CHANGE MANAGEMENT
Change management is the processes, tools and techniques for managing the human
factor of change. It reduces and manages people’s resistance to change when
implementing process, technology or organisational change.
Change management is a vital component for any organisational performance
improvement process such as restructuring; quality management; process
improvement etc., to succeed. Change management ensures the realisation of
business potential and results.
Scope of change management
There are several steps or components to managing change within an organisation.
These include:
1.
2.
3.
4.
5.
6.
7.
8.
9.

Utilising a specific change management process
Assessments
Communication
Training for staff
Training and coaching for management
Sponsorship and top management
Resistance management
Feedback and action
Celebration of success.

CHANGE MANAGEMENT PROCESS
There are three phases to a change management process:
Phase 1: Preparing for change:
Preparation, assessment and strategy
development.
Phase 2: Managing change:
Detailed planning and change management
implementation.
Phase 3: Reinforcing change: Data gathering, corrective action and recognition.
Assessments
Assessments are used to assess the organisation's readiness for change. Readiness
assessments provide the change managers with insights into the challenges and
opportunities they may face during the change process. Assess the following:
1. The scope of the change, including: How big is this change? How many
people are affected? Is it a gradual or radical change?
2. The readiness of the organisation impacted by the change, including:
What is the value-system and background of the impacted groups? How
much change is already going on? What type of resistance can be
expected?
9

Success Factory’s Overview

3. The strengths of your change management team.
4. The change sponsors (business leaders and executives) and enable them
to effectively lead the change process.
Communication
Managers often assume that if they convey the intention to change clearly to their
employees, their job is done. The truth is that you may need to repeat the message
6 to 7 times before employees fully understand the process and accept it. That is
because each employee’s readiness to ‘hear’, internalise and accept facts is different.
Success Factory will consult and advise on communication strategies.
Training
Training is essential for the sharing of knowledge about the change and for teaching
the required new skills (if any new skills are required.) Change managers need to list
training requirements based on the skills, knowledge and behaviours necessary for
the successful implementation of the change. The list will be the starting point for
change management to develop or acquire appropriate training programmes.
Training and coaching for management
Managers and supervisors’ participation is key to managing change as they have
more influence over an employee’s motivation to change than anyone else.
Unfortunately, managers and supervisors can be the biggest source of resistance to
the intended change. It is vital for the change management team and executive
sponsors to gain the support of managers and supervisors in order to build change
leadership. Individual change management activities should be used to help these
managers and supervisors through the change process.
Once managers and supervisors are on board, the change management team must
prepare a coaching strategy. They will need to provide training for managers and
supervisors such as training in how to use the different change management tools
with their staff.
Sponsorship and top management
Top management play a critical role in the management of change. The change
management team must develop a plan for top management to sponsor activities
and to help key business leaders with implementation. Sponsorship should be viewed
as the most important success factor. Do not confuse sponsorship with support.
Sponsorship involves active and visible participation by top management throughout
the process. Change managers need to help top management to act appropriately in
order to sponsor the project.
Resistance management
Resistance to change is normal human behaviour. However, persistent resistance
can threaten change. The change management team needs to identify, understand
10
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and manage resistance throughout the organisation. Resistance management is the
processes and tools used by change managers and top management to manage staff
resistance.
Feedback and action
Employee involvement is vital to managing change. Feedback from employees is a
key element of the change management process. Analysis of the collected data and
taking the correct action based on the feedback is crucial for successful change.
Celebration of success
Early successes must be recognised and celebrated.
Individual and group
recognition is also a necessary component of change management to reinforce the
change in the organisation.
The final step in the change management process is the review of the change once it
is accomplished. Evaluate successes and failures and identify process changes for
the next change project. This should be a normal part of ongoing improvement of
change management for your organisation.
It ultimately leads to change
competence.

OUTLINE OF OUR CHANGE MANAGEMENT WORKSHOP
This is a workshop – everyone participate in group discussions and the group then
communicates their findings to the rest of the participants. Participants don’t remain
with the same group – they change over after each topic. After assessing the
situation properly, I will design the workshop. Some of the questions the groups will
work through may be:
1.
2.
3.
4.

Why is this change necessary?
What cynicism, fear and resistance exist because of the change?
What would ‘they’ have to do in order for ‘us’ to feel better about the change?
What would ‘we’ have to do in order for ‘them’ to feel better about the
change?
5. What language should we use that would indicate that we accept ‘them’ into
‘our’ fold?
6. Exactly what needs to change?
Please note that management’s workshop is very strategic and needs to be designed
after assessing the situation.
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COACHING IN THE WORKPLACE
WHAT IS COACHING?
Coaching is a partnership between a coach (fully trained member of staff) and an
individual or team that supports the achievement of extraordinary results, based on
goals set by the individual or team. Through the process of coaching, individuals
focus on the skills and actions needed to successfully produce the best results.
Through the coaching process the clarity that is needed to support the most effective
actions, is achieved. Coaching accelerates the individual's or team’s progress by
providing greater focus and awareness of possibilities leading to more effective
choices.
Great results are a matter of the individual's or team’s intentions, choices and
actions, supported by the coach's efforts and application of coaching skills,
approaches, methods and tools.
THE ROLE OF THE COACH:
1. To engage the coachee in conversation utilising specific communications skills
and questioning techniques to lead the coachee to answers, new possibilities,
resolutions, decisions and insights.
2. To provide objective assessment and observations that foster the individual’s
or team members’ enhanced self-awareness and awareness of others;
practice astute listening in order to garner a full understanding of the
individual’s or team’s circumstances.
3. Be a sounding board in support of possibility thinking and thoughtful planning
and decision making.
4. Identify and champion opportunities and potential.
5. Encourage, stretch, challenge and commensurate with personal strengths and
aspirations.
6. Foster the shifts in thinking that reveal fresh perspectives.
7. Challenge blind spots in order to illuminate new possibilities.
8. Support the creation of alternative scenarios.
Effective coaching maximises the performance of all role-players: staff, managers,
customers and suppliers. By coaching in the workplace staff can motivate, guide and
support one another in developing high performance behaviours.
MENTORING
Mentoring is a mutually beneficial relationship which involves a more experienced
person helping a less experienced person to achieve their goals.
Effective mentoring…
Is a relationship that focuses on the needs of the mentee.
Fosters caring and supportive relationships.
Encourages all mentees to develop to their fullest potential.
12
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Is a strategy to develop active community partnerships.
While, in the main, mentoring occurs on a one-to-one basis, elements of
mentoring may be present in group situations where under certain
circumstances a one-to-one relationship emerges as an important vehicle for
growth and development for mentees. The one-to-one relationship is the key
to effectiveness in mentoring.
While most mentors undertake the mentoring role as volunteers, there are
circumstances where paid staff takes on mentoring responsibilities. The fact is
that the role of a mentor extends beyond a mere employment responsibility.
KEY ACTIONS
1. Identify an opportunity to help someone expand on his or her skills,
knowledge and abilities.
2. Confirm that the person is ready for coaching.
3. Ask questions and offer information to clarify the situation.
4. Help the person identify possible actions.
5. Gain agreement on a course of action.
6. Offer support.
7. Convey your positive intent.
8. Describe specifically what you have observed.
9. State the impact of the behaviour or action.
10. Ask the other person to respond.
11. Focus the discussion on solutions.
12. Develop a list of work responsibilities.
13. Review and revise the list.
14. Rate each responsibility based on its organisational contribution.
15. Rank responsibilities in order of priority.
16. Make adjustments, as needed.
17. Begin with a list of high-priority work responsibilities.
18. Select responsibilities and identify intended outcomes.
19. Rate each outcome based on its organisational contribution.
20. Establish a data-collection plan.
21. Review and adjust all goals set using this process.

OUTCOMES
1. Coaching and Mentoring Definitions (Ability to explain the concept of
coaching and mentoring.)
2. Differentiate between coaching, teaching, training, mentoring,
counselling and/or therapy (Ability to differentiate between all the
disciplines.)
3. The Role of A Coach (Ability to describe the role of a coach in detail.)
4. The Role of The Sponsor (Ability to describe the role of the sponsor in
detail.)
5. Attributes and Characteristics of A Good Coach (Ability to describe and
demonstrate the character and personality traits of a good coach.)
6. Coaching Process (Ability to describe and demonstrate the coaching process
and process and stages of a coaching session.)
7. Selecting Coachee For A Specific Position (Ability to Interviewing and
selecting recruited coachee using specific techniques for a specific position in
13
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accordance with organisational policies and procedures by conducting an
analysis of the job profile to determine and measure the key performance
areas.)
8. Matching Coaches and Coachees (Ability to match coaches and coachees
in such a way that they form a trusting, respectful relationship that will
ensure the best possible outcomes.)
9. Coaching Agreement (Ability to identify needs and expectations of all
parties concerned and to reach an agreement concerning expected
outcomes.)
10. Coaching Environment (Ability to establish a safe, comfortable environment
conducive for effective coaching sessions.)
11. Establishing trust and building rapport (Ability to create a safe,
supportive environment that produces ongoing mutual respect and trust.)
12. Coaching Presence (Ability to be fully conscious and create spontaneous
relationship with the coachee, employing a style that is open, flexible and
confident.)
13. Creating Boundaries (Ability to establish a good trusting relationship with
the coachee within the confines of clearly defined boundaries.)
14. Conducting Coaching Sessions (Ability to manage coaching sessions in
clearly defined stages conducive to the achievement of specific agreed upon
outcomes.)
15. Assessments (Ability to identify the need for coaching through discussion
with coachee or team to be coached and to identify developmental areas;
psychodynamic factors which impact lifestyle and/or performance.)
16. Communicating effectively (Ability to focus completely on what the
coachee is saying and is not saying, to understand the meaning of what is
said in the context of the coachee’s desires, and to support coachee’s selfexpression.)
17. Powerful Questioning (Ability to ask questions that reveal the information
needed for maximum benefit to the coaching relationship and the coachee.)
18. Direct Communication (Ability to communicate effectively during coaching
sessions, and to use language that has the greatest positive impact on the
coachee.)
19. Human Behaviour (Ability to understand intent; uncover beliefs; identify
emotions and to engage the coachee to gain insight in order to change
limiting beliefs in order to develop high performance behaviours.)
20. Performance Enhancement (Ability to assess the coachee’s performance in
order to help the coachee identify then to overcome obstacles and to put
goals in place which will enhance the coachee’s performance.)
21. Managing Diversity (Ability to manage the wide range of variation in the
qualities or attributes under discussion.)
22. Facilitating learning and results (Ability to integrate and accurately
evaluate multiple sources of information, and to make interpretations that
help the coachee to gain awareness and thereby achieve agreed-upon
outcomes.)
23. Learning Styles (Ability to identify and utilise the coachee’s preferred
method and style of learning in order for the coachee to achieve the best
possible outcomes.)
24. Creating Awareness (Ability to integrate and accurately evaluate multiple
sources of information, and to make interpretations that help the coachee to
gain awareness and thereby achieve agreed-upon results.)
14
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25. Designing Actions (Ability to help the coachee to create opportunities for
ongoing learning, during coaching and in work/life situations, and for taking
new actions that will most effectively lead to agreed-upon coaching
outcomes.)
26. Planning and Goal Setting (Ability to develop and maintain an effective
coaching plan with the coachee.)
27. Managing Progress and Accountability (Ability to hold attention on what
is important for the coachee, and to leave responsibility with the coachee to
take action.)
28. Measuring Coaching Results (Ability to develop and use measuring tools in
order to accurately measure outputs / outcomes of coaching.)
TRAINING METHODOLOGY
Our Coaches Training is experiential. In other words there are no role-plays - all
coaching that takes place during training is real. Participants have an opportunity to
coach and to be coached. They will write their own coaching plan with real goals.
This method of training is highly effective because it creates paradigm shifts and
lasting motivation.

DURATION OF TRAINING
Duration: Five full days.
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COACHING
(Life / Behavioural / Executive / Business / Team Coaching)
WHAT IS COACHING?
Coaching is a partnership between a coach and an individual or team that supports
the achievement of extraordinary results, based on goals set by the individual or
team. Through the process of coaching, individuals focus on the skills and actions
needed to successfully produce their personally relevant results.
The individual or team chooses the focus of conversation, while the coach listens and
contributes observations and questions as well as concepts and principles which can
assist in generating possibilities and identifying actions. Through the coaching
process the clarity that is needed to support the most effective actions is achieved.
Coaching accelerates the individual's or team’s progress by providing greater focus
and awareness of possibilities leading to more effective choices. Coaching
concentrates on where individuals are now and what they are willing to do to get
where they want to be in the future.
Results are a matter of the individual's or team’s intentions, choices and actions,
supported by the coach's efforts and application of coaching skills, approaches,
methods and tools.
THE ROLE OF THE COACH:
1. To engage the client in conversation utilising specific communications skills
and questioning techniques to lead the client to answers, new possibilities,
resolutions, decisions and insights.
2. To provide objective assessment and observations that foster the individual’s
or team members’ enhanced self-awareness and awareness of others.
3. practice astute listening in order to garner a full understanding of the
individual’s or team’s circumstances.
4. Be a sounding board in support of possibility thinking and thoughtful planning
and decision making.
5. Identify and champion opportunities and potential.
6. Encourage, stretch, challenge and commensurate with personal strengths and
aspirations.
7. Foster the shifts in thinking that reveal fresh perspectives.
8. Challenge blind spots in order to illuminate new possibilities.
9. Support the creation of alternative scenarios.
10. Maintains professional boundaries in the coaching relationship, including
confidentiality, and adheres to the coaching profession’s code of ethics.
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THE COACHING PROCESS
THERE ARE FOUR PHASES TO SUCCESS FACTORY’S COACHING PROGRAMME:
1. Assessment and analysis of collected data: A complete assessment of
personal, situational, and job competencies evaluations through 360-degree
assessment to establish purpose, direction, values, competencies, ambitions,
strengths, weaknesses, desires and current issues. This inventory phase is
necessary to establish level of self-awareness, the client’s needs and desires for
his/her life and career and to uncover the obstacles that are preventing him/her
from moving forward.
Organisation’s needs and expectations. Before the diagnostic session, I
meet with the client’s superior in order to address the organisation’s needs and to
get his/her views regarding the client. The client’s skills, knowledge and
behaviours are discussed, such as: unproductive behaviour, stress management,
crisis management abilities, commitment, loyalty, performance, attitude,
relationships and communication with others, leadership ability and style,
strategic thinking and planning abilities, vision, change management,
adaptability, flexibility, resource management, diversity management, ability to
recognise strategic advantage, finance, clear objectives, execution of strategy
etc.
2. Analysis and strategy (development planning): The coach and client conduct
a thorough review of all collected data; identification and prioritisation of desired
results and objectives. A strategy is compiled, which may include changing
behaviours and acquiring new skills or knowledge etc. This strategy is compiled
with the client’s input and buy-in to ensure full co-operation and willingness to
change.
3. Contracting and agreement, between all parties: A clear understanding of
coaching objectives, commitment by client to achieve goals and meet established
project and coaching milestones.
4. Coaching to the strategy (development plan): The coach and client get
together for regular coaching sessions to ensure progress for the client. Progress
and performance development is monitored regularly to establish coaching
effectiveness by reviewing milestones and deliverables during coaching sessions.
5. Re-assessment to determine coaching success.
Accountability and responsibility starts here.
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CUSTOMER SERVICE EXCELLENCE
What determines your customer’s views of your company? What do you do to earn
their loyalty? Did you know that customers’ loyalty is more strongly influenced by
their personal experiences with your staff than any other factor? Customer loyalty
requires very specific skills, attitudes and behaviours of everyone in your
organisation - not only of your frontline staff.
Success Factory’s Customer Service Excellence training will ensure that
participants learn essential customer service concepts and skills.
Success Factory’s Customer Service Excellence programme focuses on the
‘human’ aspects of business interactions. We obtain buy-in from participants to deal
with customers more compassionately and with greater understanding.

COURSE OUTLINE
1. Emotional Intelligence
2. Serving attitude
3. Professionalism
4. Communication Styles
5. Quality Service Performance Standards Assessment
6. Group Exercise: Customer Service Questionnaire
7. Customer Service Vision
8. Customer Service Action Plan
9. Team’s Swot Analysis
10. Team’s Customer Service Goals And Objectives
11. Individual’s DIFSWOT
12. Own Customer Service Goals And Objectives
13. Three Dimensions Of Service
14. Project An Attitude Of Service
15. Considering The Customer
Task Skills
a. Requesting feedback
b. Providing feedback
c. Extending yourself
16. People Skills
a. Demonstrating awareness (using EI skills)
b. Service steps
c. Highlighting the positive
17. Concluding
18. Service Steps
19. Listening Skills
20. The Telephone Call
21. Quiz (This is a fun way to assess training outcomes)
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OUTCOMES
Delegates will
1. Learn the principles of emotional intelligence in order to understand behaviour
and to manage own and others’ emotions better.
2. Learn the specific behaviours that create memorable customer experiences in
your business.
3. Identify their internal and external customers.
4. Learn how to identify and deal with both the human and business components
of customer interactions.
5. Understand what professionalism is and be able to demonstrate appropriate
behaviours.
6. Demonstrate and use empathy and compassion.
7. Learn how to deal with their own frustrations when dealing with certain
customer behaviours.
8. Identify the behaviour, body language, and specific words that create
unproductive interactions.
9. Learn how to identify others’ communication style and how to deal with each
different style.
10. Discuss the company’s customer service vision and write team and individual
goals and objectives and an action plan to achieve it.
11. Complete a DIFSWOT to assess what they find Difficult/Demanding;
Interesting/Important; Frequent/Time Consuming; their Strengths and
Weaknesses; Opportunities that exist for them and to face issues that may
result in Threats if ignored. They will use the information to write goals,
objectives and action plan which should be used to coach and mentor them in
the workplace.
12. Identify ways they create unproductive customer interaction and commit to
creating positive memorable customer experiences.
13. Identify causes of stress and ‘buttons being pressed’ and strategies for
reducing it.
14. Learn to respond productively to negative behaviours of others.
15. Practice using appropriate words and body language.
16. Learn how to focus on the issue and not the person when dealing with
displeased or upset customers.
17. Practice different responses when handling difficult customers.
18. Practice responding to verbal attacks and/or abuse.
19. Discuss positive aspects of the organisation and their work environment.
20. Buy into having a ‘serving attitude.’

DURATION
3 Full days
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CUSTOMER
TRAINING

SERVICE

AND

DEBT

COLLECTION

Well trained debt collection staff can easily deal with their jobs because they are
trained to make use of professional customer service techniques that will not only
help them to enjoy their jobs and boost their morale but will also assist them in
relating to – and keeping - their customers.
Incorporating an interactive strategy of customised role-play training, this
programme is designed to build confidence, while at the same time, boost
productivity and quality.

COURSE CONTENT
1. Telephone rules and etiquette.
2. Active Listening.
3. The human factor.
4. Control the call.
5. Effectively use voice tone and key words to build empathy.
6. Get your message across.
7. Recovery techniques.
8. Manage stress, image, and attitude.
9. Written requests for payment.
10. Initial collection call.
11. The steps of the initial collection call.
12. Leaving messages for the customer.
13. Practice makes perfect.
14. Negotiations: Seven Rules for successful debt collections.
15. Possible results of the initial collection call.
16. Effective collection call techniques.
17. Multitasking during a collection call.
18. Overcoming stalls and objections.
19. Role Play: An Initial collection all script.
20. How to deal with the call:
a. That is unacceptable.
b. Time is of the essence.
c. That would help, right?
d. Getting the good faith payment.
e. Dealing with dodges, stalls and hardships.
f. The road to purgatory.
g. Dealing with attacking clients.
h. Harassment allegations.
i. Procrastinating and “trying” responses.
21. Fun: Two teams compete for a prize in a Q & A session at the end of the day.
This game facilitates learning and delegates leave on a high note.

DURATION
One full day.
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DIVERSITY TRAINING
INTRODUCTION & BACKGROUND
A number of South African government; private and non-governmental organisations
are engaging in transformation processes to attempt to bring about a diverse and
dynamic workplace. To this end, it is important to successfully manage diversity in
the workplace, and eliminate any form of discrimination that may occur based on
assumptions and or stereotypes. The Constitution, Labour Relations Act (LRA) and
the Employment Equity Act (EEA) all prohibit unfair discrimination. The promotion of
Equality and Prevention of Unfair Discrimination Act offer organisations and
institutions an additional instrument to outlaw any forms of discrimination in the
workplace, though we believe that this should not be the only incentive for changing
human relations at work.
OUR UNDERSTANDING OF YOUR NEEDS
During the last two decades, the question of how to manage diversity in the
workplace has become a subject of increasing concern for managers as well as all
levels of staff, the media and the public. This applies to different aspects of diversity
management – not only on an interpersonal and operational level, but also on a
strategic and managerial level. The effective and successful management of a
diverse workforce requires different strategies and imperatives, which are ultimately
determined by the overall strategy of the organisation.
Today’s workplace requires the bringing together of a diverse workforce with diverse
backgrounds and management styles into one organisation. It is therefore essential
for the managers and staff in the organisation to be equipped to effectively
understand and manage these change processes, whilst also being aware of and
sensitive towards issues of diversity.
The Diversity Management programme offered by Success Factory, in consultation
with a representative team of your organisation can assist the organisation in
reaching these critical outcomes which should serve as a means to guide staff to
serve as good examples to the whole organisation.
Please contact us for a detailed proposal.

DURATION
This is a one or two day course.
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EFFECTIVE COMMUNICATION SKILLS
Since each person has different needs and views there will always be some conflict in
living and working with others. By understanding more of what goes on in
conversation, we can become better team problem solvers and conflict navigators.
Better communication skills mean that we can resolve problems and conflict by
learning to listen to others more deeply, and by engaging in a dialogue of genuine
give and take to generate solutions.
When you communicate with integrity, a number of advantages will follow. Firstly
you will gain respect. If you show compassion and respect towards others, you will
influence them to show compassion and respect towards you.
By communicating with integrity you will have more influence over others. Your
being responsibly honest and more attentive will make people want to reach
mutually beneficial agreements with you. It also means that you are more likely to
get what you want, and for reasons you won’t regret later. Rivers explains that
communicating with integrity means showing proper compassion and respect toward
our conversation partners. This invites and influences them to do the same toward
us.
Good communication skills will ensure respectful and well-ordered discussions, which
can be of great help in conflict resolution. This will in turn allow you to build sincere
and trusting long-term relationships.
Learning better communication skills requires effort because cooperation between
people is a much more complex and mentally demanding process than coercing,
threatening or just grabbing what you want.

COURSE OUTLINE
1. Emotional Intelligence
2. Why should I be friendly?
3. Bringing out the best in others through communication
4. Start communicating with integrity
5. Assertiveness
6. Influencing others
7. Active listening
8. Explain what you need to discuss and ask for consent
9. Ask for what you want
10. Feedback
11. Gossip
12. How to resolve conflict amicably
13. Gratitude
14. Non-verbal communication: body language
15. Common mistakes that spoil conversation
16. Argumentative communicators
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17. Become more approachable
18. Effective meetings
19. Communicating telephonically
20. How to communicate more effectively with aggressive people
21. How communication affects customer satisfaction.

OUTCOMES
1. Much improved communication skills (listening, feedback, gossip,
conversation mistakes, conflict resolution, body language etc)
2. Introspect and accept responsibility for their behaviour (thoughts, words and
actions)
3. Become more self-aware and begin to pay attention to their inner-states
4. Learn why they lose self-motivation and how to get it back
5. Learn how to converse with others in a productive way when things go wrong
6. Acknowledge their own unproductive behaviours
7. Write down goals in order to regain focus and direction
8. Learn how to regain lost confidence or to increase the confidence they already
have
9. Learn how to become more adaptable to change
10. Accept responsibility for their attitude and moods
11. Embrace the ten life laws that can change their lives
12. Learn what assertiveness behaviours are
13. Learn how to deal with argumentative communicators
14. Truly understand empathy
15. Jump to fewer conclusions
16. Stress management and impulse control
17. Social awareness and interaction
18. Adaptability (reality testing, flexibility and problem solving);
19. General mood insight (optimism and happiness)
20. Learn how communication impacts customer satisfaction.
Please note that we design this course according to your specific needs. We
may include all or some of the modules.
WHO SHOULD ATTEND?
Everyone! We deliver this course at all levels.

DURATION
Two or three days.

23

Success Factory’s Overview

ONE, TWO OR THREE DAY EMOTIONAL INTELLIGENCE
COURSES
INTRODUCTION TO EMOTIONAL INTELLIGENCE
Emotional intelligence is the skills and competencies we need to successfully
communicate and interact with people in our daily lives. Such insight allows us to
manage our own and other’s emotions and to read, understand and manage our own
and others’ emotional states and to guide thinking and actions.
People with higher emotional intelligence (EQ) tolerate stress better and they have
higher levels of impulse control. They also tend to be more flexible and realistic and
to solve a range of problems as they arise. Emotional Intelligence allows us to
maintain a positive attitude, particularly in the face of adversity and to feel satisfied
with life.
Low emotional intelligence is one of the biggest causes of conflict in the workplace
and in people’s personal lives. Organisations that employ staff with higher levels of
EQ have a distinct advantage because there is less conflict and more cooperation
among them.
The good news is that emotional intelligence can be learned, and transferred to
others, especially by leaders such as HR Managers with high EQ who lead by
example.
SYMPTOMS OF LOW EMOTIONAL INTELLIGENCE
Low EQ is any manager’s worst nightmare because unhealthy levels of EQ in the
workplace usually produce poor listeners and right-fighters (people who cannot
possibly be wrong.) They may bully anyone who opposes their ‘no-grey-area’
thinking. People with low EQ tend to be self-centred and petty. They tend to take
everything personally and have low tolerance for frustration, which leads to shortfuse behaviour, and if they happen to be in management they may use every
opportunity to ‘power-trip.’ Power-tripping is an attempt to elevate one’s own low
self-esteem and feelings of powerlessness by putting others down and/or by
controlling them. Bullies and gossipers suffer from extreme low self-esteem.
CONSEQUENCES OF LOW EMOTIONAL INTELLIGENCE
People with low emotional intelligence tend to have problems with communication
which leads to conflict, misunderstandings and worse, broken relationships as a
result of back-stabbing, bullying, manipulative tactics, coercion, victim behaviour,
arrogance, blame and gossiping. The result of these behaviours is always the same refusal to accept responsibility for unproductive behaviour and/or mistakes.
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ONE DAY EMOTIONAL INTELLIGENCE COURSE
COURSE OUTLINE
1. Emotional Intelligence Self-Assessment (Self-assessment questionnaire)
2. Intrapersonal (self-awareness and self-expression):
a. Self-Regard (being aware of, understanding and accepting ourselves
in spite of our flaws and shortcomings)
b. Emotional Self-Awareness (being aware of and understanding our
emotions)
c. Assertiveness (expressing our feelings and ourselves nondestructively)
3. Interpersonal (social awareness and interaction):
a. Empathy (being aware of and understanding how others feel)
b. Interpersonal Relationship (establishing mutually satisfying
relationships)
4. Stress management (emotional management and control):
a. Stress Tolerance (effectively and constructively managing our
emotions)
b. Impulse Control (effectively and constructively controlling our
emotions)
5. Adaptability (change management):
a. Reality Testing (validating our feelings and thinking with external
reality);
b. Flexibility (coping with and adapting to change in our daily life)
c. Problem Solving (generating effective solutions to problems of an
intrapersonal and interpersonal nature)
6. General attitude and mood (self-motivation):
a. Optimism (a positive outlook and looking at the bright side of life)
b. Happiness (feeling content with ourselves, others and life in general).
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TWO AND THREE DAY EMOTIONAL INTELLIGENCE
COURSE
COURSE OUTLINE: DAY ONE
1. Emotional Intelligence Self-Assessment (Self-assessment questionnaire)
2. Intrapersonal (self-awareness and self-expression):
a. Self-Regard (being aware of, understanding and accepting ourselves
in spite of our flaws and shortcomings)
b. Emotional Self-Awareness (being aware of and understanding our
emotions)
c. Assertiveness (expressing our feelings and ourselves nondestructively)
d. Assertiveness: video clip with quiz and discussion
e. Group Exercise
3. Interpersonal (social awareness and interaction):
a. Forgiveness Learning what forgiveness is and the process of
forgiveness)
b. Empathy (being aware of and understanding how others feel)
c. Group Exercise
d. Interpersonal Relationship (establishing mutually satisfying
relationships)
e. Building Relationships: video clip and discussion
f. Unproductive Behaviours (How to deal with others’ negative
behaviour)
g. Unproductive Behaviours: video clip and discussion
h. Group Exercise

COURSE OUTLINE: DAY TWO
4. Communicating With Emotional Intelligence (How to apply emotional
intelligence when you communicate with others)
i. Listening
ii. Listening: video clip testing delegates’ listening skills
iii. Conflict resolution
iv. Conflict: video clip and discussion
v. Managing stressful situation whilst communicating
vi. How to deal with aggressive people
vii. Aggressive People: video clip and discussion
viii. Non-verbal communication (body language)
b. Communicating With Emotional Intelligence: video clip and
discussion
5. Stress management (emotional management and control):
a. Group Exercise
b. Stress Tolerance (effectively and constructively managing our
emotions)
c. Impulse Control (effectively and constructively controlling our
emotions)
d. Self-assessments (how stressed are you?)
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e. Stress Management: video clip and discussion
6. Adaptability (change management):
a. Reality Testing (validating our feelings and thinking with external
reality);
b. Flexibility (coping with and adapting to change in our daily life)
c. Problem Solving (generating effective solutions to problems of an
intrapersonal and interpersonal nature)
d. Adaptability: video clip and discussion
7. General attitude and mood (self-motivation):
a. Optimism (a positive outlook and looking at the bright side of life)
i. Self-assessment
b. Happiness (feeling content with ourselves, others and life in general)
i. Self-assessment

COURSE OUTLINE: DAY THREE
The third day of the three-day course is focussed on introspection. Delegates are
given a second workbook which they have to work through by themselves. This
workbook helps delegates to introspect and they answer very hard, personal
questions. They are required to be very open and honest with themselves and to
admit the things they need to change about themselves in order to grow and to
create healthy relationships with their family, friends, and work colleagues. You
cannot change what you don’t acknowledge. The workbook is private and they are
not expected to share any of their answers with anyone. Delegates may choose to
write their answers on a separate exam pad if they wish to shred or burn it. The
facilitator (Elsabé Manning) is present throughout the day and spends one-on-one
time with each delegate (in a private break-away room) to counsel and coach
anyone who may need it. This three-day course is extremely valuable to delegates
and we are very proud of the outcomes we achieve with any one of the three
courses.

OUTCOMES: Delegates will…
1.
2.
3.
4.
5.
6.
7.

Fully understand and buy into the principles of emotional intelligence.
Obtain personal mastery through the application of emotional intelligence.
Introspect and accept responsibility for their thoughts, words and actions.
Become more self-aware and begin to pay attention to their inner-states.
Learn how to forgive.
Learn why they lose motivation and how to get their motivation back.
Commit to stop their own unproductive behaviours and better understand and
know what to do about others’ unproductive behaviours.
8. Understand stress and learn how to manage stressful situations whilst
communicating.
9. Learn how to become more adaptable to change.
10. Learn how to communicate better – willingness to really listen, speak with
respect and resolve conflict amicably.
11. Accept responsibility for their attitude, moods and own happiness.
12. Learn how to build self-esteem for self and others.
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COMMUNICATE WITH EMOTIONAL INTELLIGENCE
INTRODUCTION TO EMOTIONAL INTELLIGENCE
Emotional intelligence is the skills and competencies we need to successfully
communicate and interact with people in our daily lives. Such insight allows us to
manage our own and other’s emotions and to read, understand and manage our own
and others’ emotional states and to guide thinking and actions.
People with higher emotional intelligence (EQ) tolerate stress better and they have
higher levels of impulse control. They also tend to be more flexible and realistic and
to solve a range of problems as they arise. Emotional Intelligence allows us to
maintain a positive attitude, particularly in the face of adversity and to feel satisfied
with life.
Low emotional intelligence is one of the biggest causes of conflict in the workplace
and in people’s personal lives. Organisations that employ staff with higher levels of
EQ have a distinct advantage because there is less conflict and more cooperation
among them.
The good news is that emotional intelligence can be learned, and transferred to
others, especially by leaders such as HR Managers with high EQ who lead by
example.
KARPMAN’S DRAMA TRIANGLE
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KARPMAN’S DRAMA TRIANGLE EXPLAINED
People who participate in the Drama Triangle make themselves and others
miserable. It can only result in a lose-lose situation. There are no winners.
Karpman’s Drama Triangle describes three roles: Victim, Rescuer or Persecutor. The
role of each participant is as follows:
VICTIMS are helpless and hopeless. They won’t accept responsibility for their
negative circumstances, and they won’t accept responsibility to change it. They do
less than 50%, won’t take a stand, act “super-sensitive”, wanting kid glove
treatment, and behave as though they are impotent and incompetent.
RESCUERS are constantly applying short-term repairs to a Victim’s problems, while
neglecting their own needs. They are always working hard to “help” other people.
They are harried, tired, and often have physical complaints. They are usually angry
underneath and may be a loud or quiet martyr in style. They use guilt to get their
way.
PERSECUTORS blame the Victims and criticise the enabling behaviour of Rescuers,
without providing guidance, assistance or a solution to the underlying problem. They
are critical and unpleasant and good at finding fault. They often feel inadequate
underneath. They control with threats, order, and rigidity. They can be loud or quiet
in style and sometimes be a bully.
Players sometimes alternate or switch roles during the course of an interaction. For
example, a Rescuer pushed too far by a Persecutor will switch to the role of Victim or
counter-Persecutor. Victims depend on a saviour, Rescuers yearn for a basket case
and Persecutors need a scapegoat.
While a healthy person will perform in each of these roles occasionally, pathological
role-players actively avoid leaving the familiar and comfortable environment of the
game. Thus, if no recent misfortune has befallen them or their loved ones, they will
often create one. In each case, the drama triangle is an instrument of destruction.
The only way to escape the Drama Triangle is to function as an “adult” and not
participate in the game.
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COURSE OUTLINE:
1. Principes Of Emotional Intelligence
2. Karpman’s Drama Triangle Explained
A. How to recognise your own participation in the drama
B. How to stop the drama
3. How to recognise and manage your emotions
4. Assessment Activity
5. Learn How To Apply EQ Skills
6. Connect To Your Emotions
7. Nonverbal Communication (Body Language)
8. Use Humour And Playfulness To Deal With Challenges
9. How To Resolve Conflict
10. Effective Communication
11. Bringing Out The Best In Others
12. How To Start Communicating With Integrity
13. Gossip
14. Common Mistakes That Spoil Conversation
15. Argumentative Communicators
16. How To Deal With Difficult And/Or Aggressive People
17. How To Be More Approachable.

OUTCOMES: Delegates will…
13. Understand the principles of emotional intelligence.
14. Understand and acknowledge their role in the Drama Triangle of relationships
and how to stop participating in the drama.
15. Fully understand how to identify and manage own emotions.
16. Obtain personal mastery through the application of emotional intelligence.
17. Accept responsibility for their thoughts, words and actions.
18. Become more self-aware and begin to pay attention to their inner-states.
19. Commit to stop their own unproductive behaviours and better understand and
know what to do about others’ unproductive behaviours.
20. Understand stress and learn how to manage stressful situations whilst
communicating.
21. Learn how to communicate better – willingness to really listen, speak with
respect and resolve conflict amicably.
22. Learn how to resolve conflict and how to deal with aggressive people.
23. Learn how and when to apply emotional intelligence.
24. Learn why we gossip and how to stop.
25. Learn to be more approachable.

DURATION
One or two days.

30

Success Factory’s Overview

INTERPERSONAL SKILLS
Success is largely determined by one’s ability to establish good relationships with a
wide variety of people. People who are proficient at building good, strong
relationships, instinctively know that such relationships are based on being mutually
beneficial and that undesirable behaviour can arise or persist for a number of
reasons, such as:
1. Ignorance. Sometimes people really don’t know any better:
a. They may not understand what kind of behaviour is appropriate;
b. They may not understand the adverse consequences of their behaviour;
c. They may not have the skills needed to behave appropriately.
2. Payoffs. There may be a payoff for their behaviour. Don’t assume that you
always know what other people’s payoffs are;
3. Acting out feelings of anger or resentment. This may happen when
someone has not bought into or doesn’t accept the goal(s) of the team and/or
the organisation.
It can also happen when someone feels ignored,
unappreciated or under-ulitised at work.
One needs to have the ability to determine which cause applies and to take the
appropriate action to eliminate the undesirable behaviour. Success Factory’s
Interpersonal Skills course will do just that.

COURSE OUTCOMES
1. Influencing behaviour of someone who...:
a. Fails to perform important tasks
b. Doesn’t give feedback
c. Gives hurtful feedback
d. Dominates or disrupts meetings
e. Treats you badly or unfairly
f. Blows up when frustrated
g. Doesn’t meet your standards and/or expectations.
2. Influencing attitudes and thinking of someone who...:
a. Is new to your team
b. Has formal authority over you
c. Is de-motivated or lacks commitment
d. Chronically complains about work, the organisation or other people
e. Has strong opinions and doesn’t listen well
f. Resists change
g. Discounts your point of view and/or limits your opportunities to
contribute.
3. When your intent is to support the positive efforts or contributions of
someone who...:
a. Consistently meets or exceeds your expectations
b. Reports mistakes or deficient performance honestly
c. Tries to solve problems without your assistance
d. Is new to your unit or team
e. You dislike or have a difficult relationship with
f. Is innovative, proactive or bold.
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4. Building teamwork and...:
a. Team members don’t share an understanding of objectives
b. You are working under tight deadlines
c. Team members’ efforts are spread thin by multiple demands on their
time
d. Team members compete for recognition
e. Team members don’t use one another’s strengths
f. The people on your team don’t get along.
5. Influencing the listener when...:
a. Giving performance appraisals
b. Setting performance goals
c. You are part of a project team
d. You are trying to prevent complaints from becoming grievances
e. You have client / service provider relationships
f. You’ve been treated badly.

DURATION
Two days.
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NEGOTIATION SKILLS
INTRODUCTION TO NEGOTIATION SKILLS
As in chess, once you sit down at the table to negotiate, every move counts. Many
factors may undermine an optimal settlement: the emotions of participants; the
potential for misunderstanding what could be gained (or lost) and differing
interpretations of what constitutes fair play.
Negotiation is usually considered as a compromise to settle an argument or issue to
benefit ourselves as much as possible.
Communication is always the link that will be used to negotiate the issue/argument
whether it is face-to-face, on the telephone or in writing. Remember negotiation is
also not always between just two people: it can involve several members from two
parties.
Negotiation, in a business context can be used for selling, purchasing, staff (e.g.
contracts), borrowing (e.g. loans) and transactions, along with anything else that
you feel are applicable for your business.
We negotiate every day! We should all learn how to do it well!

COURSE OUTLINE
1. Definitions, situations and skills:
a. What can be negotiated?
b. Situations difficult to negotiate
c. Defining negotiation
d. Negotiation models
e. Background, attitudes and profile of the negotiator
2. Preparation:
a. Objectives
b. Assessment of strengths and weaknesses (of both parties)
c. Listing variables
d. Identifying concessions
3. Psychological preparation:
a. Characteristics
b. Assertiveness and responsiveness scales. How to negotiate with:
i. Driver
ii. Analytical
iii. Amiable
iv. Expressive
v. Transactional Analysis
vi. Identifying Motivators
4. Structure and strategy:
a. Structural essentials
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b. Structural outline
c. Opening negotiation
d. Making bids
e. Assessing advantage
f. Emotions
g. Cultural differences
h. Case Study
i. What to do in case of an impasse (getting stuck)
5. The Influence of behaviour:
a. Eye contact and eye movement
b. Body language
c. Voice
d. Humour and emotion
e. Buying signals
f. Active interaction
6. Team negotiation:
a. Problems and strategies
7. Negotiation role-play

OUTCOMES
Delegates will be able to:
1.
2.
3.
4.
5.
6.
7.
8.

Prepare for negotiation taking all important factors into account.
Prepare psychologically for negotiation.
Structure negotiation.
Manage own and others’ emotions.
Read and analyse body language and eye movements.
Take cultural differences into account.
Use humour effectively.
Identify someone’s assertiveness/communication style and know how to
negotiate with them.
9. Know how to read and listen for buying signals.
10. Be actively involved in the negotiation.
11. Strategise and negotiate with a group of people by identifying and dealing
with problems.
12. Practice their new negotiation skills in class.

DURATION
Two days.
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PERFORMANCE EXCELLENCE
Success Factory’s three five-hour Performance Excellence workshops focus on
developing higher productivity and establishing staff loyalty by aligning personal,
team and organisational values, mission and goals.
PERSONAL MISSION AND GOALS
A mission helps define an individual’s goals and purpose. Having a mission statement
not only motivates and defines a person, but they also become very passionate,
driven and self-empowered. Knowing where you want to go, how you intend to get
there and by when, is very empowering.
Alignment of Individual, team and organisational values and missions help people to
determine how they add value to the organisation. An individual’s personal mission
has an impact on the degree of passion they have for their job. When their job
contributes to their mission, they participate more deeply and with more passion.
TEAM MISSION AND GOALS
A team’s overall performance is dependent on their ability to make decisions,
recognise and deal with conflict, participate, negotiate and overcome obstacles.
Genuine teamwork can be created to enhance the performance of individuals whilst
focusing efforts on a shared outcome.
Relationships, ideas, tasks, targets etc should all be negotiated. People often assume
that their job should be done without question. The reality is that individual
contribution and participation is valued and in fact, required.
The team’s values should be debated and negotiated by the entire team. The values
should align with personal and organisational values. In other words, each individual
team member must “own” each team value as though they have chosen it on their
own, without influence.
Once the team’s values are established, a motivating mission statement should be
written, which aligns with the organisations. When debating the mission, each
individual’s own values and mission must be kept in mind.
It is completely natural for team members to experience conflict sometimes. It is
advisable to learn how to deal with conflict amicably. Team members must
remember to allow others to maintain their self-esteem and to focus on the
behaviour, not the person.
ORGANISATION’S MISSION, GOALS AND OBJECTIVES
Your organisation should have a clear well-defined vision and should operate from a
set of well-defined values. Once staff ‘buys into’ the organisation’s values and
mission, they start to think and act like owners. An organisation’s biggest asset
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remains its employees. What greater gift than to allow your employees to participate
fully and to ‘own’ the organisation?

OUTCOMES OF PERFORMANCE EXCELLENCE WORKSHOPS
Alignment of personal and organisation's
statements will create increased staff loyalty.

values,

principals

and

mission

Increased professionalism due to higher competence.
More effective communication and better conflict resolution.
Increased productivity.
Achieve organisation’s strategy and goals.
Increased confidence.
Ability to overcome and prevent obstacles.
Staff will have better self-managing and self-leading skills.
Ability to solve problems.
Higher motivation.
Better organisational performance.
Higher standards by individuals, teams and management.
Highly effective management team.

DURATION
Three five-hour workshops.
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PERSONAL MASTERY PROPOSAL
INTRODUCTION
Personal Mastery is guided by key principles like vision, personal purpose,
commitment to truth, emotional intelligence and understanding your behaviour.
Personal mastery is also about willingness to criticism and feedback with an open
mind and acknowledging your weaknesses and shortcomings.
We need to successfully communicate and interact with people in our daily lives.
Emotional intelligence allows us to read and manage our own and other’s emotions
and emotional states and to guide thinking and actions.
People with higher emotional intelligence (EQ) tolerate stress better and they have
higher levels of impulse control. They also tend to be more flexible and realistic and
to solve a range of problems as they arise. Emotional Intelligence allows us to
maintain a positive attitude, particularly in the face of adversity and to feel satisfied
with life.
PERSONAL MISSION AND GOALS
A mission helps define an individual’s goals and purpose. Having a mission statement
not only motivates and defines a person, but they also become very passionate,
driven and self-empowered. Knowing where you want to go, how you intend to get
there and by when, is very empowering.

WORKSHOP OUTLINE AND OUTCOMES
Delegates will…

1. Uncover their highest Values and resolve to live them.
2. Write a personal mission statement that will define their passion and
uncover goals.
3. Write personal, measurable goals that they really want to achieve.
4. Write a step-by-step action plan to achieve their goals.
5. Fully understand and buy into the principles of emotional intelligence.
6. Obtain personal mastery through the application of emotional intelligence.
7. Introspect and accept responsibility for their thoughts, words and actions.
8. Become more self-aware and begin to pay attention to their inner-states.
9. Learn how to forgive.
10. Learn why they lose motivation and how to get their motivation back.
11. Commit to stop their own unproductive behaviours and better understand
and know what to do about others’ unproductive behaviours.
12. Understand stress and learn how to manage stressful situations whilst
communicating.
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13. Learn how to become more adaptable to change.
14. Learn how to communicate better – willingness to really listen, speak with
respect and resolve conflict amicably.
15. Accept responsibility for their attitude, moods and own happiness.
16. Learn how to build self-esteem for self and others.

DURATION
Two full days from 08h30 to 16h00
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PERSUASION SKILLS TRAINING
Having influence over people means that you have the ability to gain support for
your opinions, views, ideas, thoughts, beliefs, goals and objectives by using
language to persuade people to buy into your way of thinking.
If you make an effort to acquire good communication skills and you combine it with
responsible honesty and pay close attention to and take specific details into account,
you are likely to engage people more and reach agreements that you all can live and
work with. You will be more likely to get what you want and it will be for reasons
you won’t regret.
Success Factory’s Persuasion Skills Training gives people an understanding of the
dynamics of influencing people, expanding their sphere of influence and negotiating,
and the opportunity to practise a variety of tools and techniques.

COURSE OUTLINE
1. Why Study Persuasion?
a. Benefits Of Studying Persuasion
b. Ethical Concerns About The Use Of Persuasion
2. What Is Persuasion?
a. Pure Versus Borderline Cases Of Persuasion
b. Limiting Criteria For Defining Persuasion:
c. Intentionality
d. Effects
e. Free Will And Conscious Awareness
f. Symbolic Action
g. Interpersonal Versus Intrapersonal
h. A Model Of The Scope Of Persuasion
i. What Isn’t Persuasion?
3. Attitudes And Consistency:
a. What Is Attitude?
b. Measurements
c. Reasoned Action
d. The Persistence Of Attitudes
e. Psychological Consistency
f. Cognitive Dissonance.
4. Credibility:
a. What Is Credibility?
b. The Factor Analytical Approach To Credibility
c. The Sleeper Effect
d. Credibility And Image Management
e. Strategies For Enhancing One’s Credibility.
5. Communicator Characteristics And Personability:
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a. Psychological And Communication States And Traits
b. Self-Esteem And Persuasion
c. Anxiety And Persuasion – Living In Fear
d. Self-monitoring And Persuasion
e. Ego Involvement
f. Dogmatism And Authoritarianism
g. Cognitive Complexity And Need For Cognition
h. Persuasion And Aggression.
6. Conformity And Influence In Groups
7. Language And Persuasion:
a. Symbols, Meaning And Persuasion
b. Language Intensity, Vividness And Offensiveness
c. Powerless Language And Persuasion: “Um”
8. Non-Verbal Influence
9. Structuring And Ordering Persuasive Messages
10.Sequential Persuasion
11.Compliance Gaining
12.Deception
13.Motivation Appeals
14.Visual Persuasion
15.Esoteric Forms Of Persuasion
16.The Ethics Of Persuasion.

WHO SHOULD ATTEND?
This course is for anyone who wishes to learn how to influence others.
1. CEO’s
2. Directors
3. Consultants
4. Negotiators
5. Managers
6. Team leaders
7. Sales people
8. Marketing managers and public relations staff
9. Telephone selling staff
10. Trainers/facilitators etc

DURATION
Two full days.
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PROFESSIONALISM IN THE WORKPLACE
‘Professionalism’ is the term used to describe the internationally accepted standards
or expectations that society has of people’s conduct and levels of competence in the
workplace. These standards of conduct are set by society, management, our peers,
our customers, our staff, our families and of course, us
Being professional means that your conduct has to remain above reproach at all
times—and must fit in with the circumstances and situations in which you find
yourself. Being professional requires that you comply willingly with the highest
ethical standards and that you have a deep awareness and understanding of
appropriate business behaviour in various cultures. It also requires a high degree of
knowledge, skill, ability, attitude and sound judgement.

COURSE OUTLINE AND MEASUREMENTS OF PROFESSIONALISM
1. Emotional Intelligence
2. Image
3. Business etiquette
4. Telephone and e-etiquette
5. Manners
6. Communication: verbal, non-verbal (body language) and written
7. Relationships
8. Competence
9. Responsibility and accountability
10. Trustworthiness
11. Empathy and compassion
12. Respectfulness.
13. Work ethics.

DURATION
One or two days.
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PUBLIC SPEAKING AND PRESENTATION SKILLS
TRAINING
In order to influence, inform or win support, you need to have good presentation and
speaking skills. A good speaker is inspiring, clear, concise and persuasive. Some
people struggle all their lives to learn to be good speakers. Too many speakers are
boring, long-winded and confusing. Most speeches go on for far too long and don’t
get the message across clearly.

CONTENT OF COURSE
1. Success Factory’s Ten Steps
2. Select your topic and purpose
3. Analyse your audience
4. Research your topic
5. Formulate your thesis and major propositions
6. Support your major propositions
7. Organise your speech materials
8. Word your speech
9. Construct your introduction, conclusion and transitions
10. Rehearse your speech
11. Presentation checklist
12. At the venue
13. Deliver your speech
14. How to overcome nervousness
15. Answering Q & A
16. Thinking on your feet
17. Impromptu (unexpected or unprepared) speeches
18. Graphic and visual aids
19. Timing
20. Conclusion
21. After your speech or presentation
22. The worst advice for public speaking.
PLEASE NOTE: Participants’ speeches will be recorded for training purposes.

DURATION
Three full days:
First day:
Second day:
Third day:

Training
Research, writing and practicing of speeches
Delivery and evaluation of speeches, presentations
impromptu speeches.

and
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RELATIONSHIP MANAGEMENT
Relationship management (interpersonal skills) is one of the five domains of
Emotional Intelligence.
The domains are: intra-personal (the ability to understand and manage yourself);
interpersonal (the ability to interact and get along with others – relationship
management); stress management (the ability to tolerate stress and control
impulses); adaptability (the ability to be flexible and realistic and to solve a range
of problems as they arise) and attitude and mood (the ability to maintain a positive
attitude, particularly in the face of adversity and the ability to feel satisfied with life.)
Emotional intelligence is the innate potential to feel, use, communicate, recognise,
remember, learn from, manage and understand emotions.
Display the behaviour you expect from others. In other words, if you want
respect from someone, then show them respect. If you want others to have
compassion for you, then show compassion to them. Intimate relationships work on
the same principal. If you want trust, love and respect from your spouse or partner,
then you must display those behaviours to them. It works like a boomerang - it
comes back! Once you 'get' that, you will understand the basics of building
relationships with anyone. Your interaction with people will improve dramatically.

COURSE OUTLINE
1. What is Relationship Management?
2. Emotional Intelligence
3. All Business Is Built On Relationships
4. Managing Expectations
5. Understanding Behaviour
6. Building Rapport and Trust With Others
7. Emotions
8. Communication:
9. Personal Needs Of Role-players
10. Boundaries
11. Manage Upwards.
Building relationships takes time and effort but it is extremely rewarding. You have
to be prepared to commit yourself and expect not to always get what you want.
Building bridges is one of the most fundamental and crucial of all strategies when
climbing the corporate ladder. Successful people make it their business to build
relationships and to heal broken ones.

DURATION
Two days.
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PROFESSIONAL SELLING SKILLS
INTRODUCTION TO SELLING AS A PROFESSION
Professional Salesmanship is not something one is born with. Who ever heard of a
born brain surgeon? Whilst some people thrive at sales, many others fail. Nowadays
the common denominators can be quickly identified and an ideal personality type
selected. Professional sales as a career in South Africa can carry a negative stigma,
as many people view it as a non-profession, or last resort type of job. We at Success
Factory know differently.
Whilst we concur that certain introverted personalities seem to fail in sales much
more often than the outgoing types, it is also known that sales is an activity game
and activity will out-sell talent every time.
Based on this as a foundation, we have a sales programme which will take new sales
people on a journey of discovery, and existing sales teams on a re-discovery of the
essential basics.
The Professional Selling Skills course has been written with ONE philosophy. Provided
you and your team buy into our philosophy, this engagement will prove to be a
sound investment into your team.
OUR PHILOSOPHY:
We know that the most successful sales people help build successful companies.
They are always the ones who build trusting relationships with their clients. We teach
how to create that bond with integrity and allow the relationship to blossom, sit back
and watch the signed orders come in. Our model does not apply to commoditised
type sales (FMCG) whereby a client walks in off the street, selects an item, pays for
it and leaves. Our model applies perfectly when the sales person must sell a solution.
This ethos can be learned. We will transfer the knowledge and the tools to do so
thereafter, they will sell in a consultative manner.
We ensure skills transfer through role plays and a written examination which
requires delegates to attain a minimum of 80% pass rate to receive certificates.

COURSE OUTLINE
1. The consultative selling ethos
2. the sales labyrinth – an 8-part module
a. Sub-conscious rapport
b. Kinaesthetic clients
c. Auditory clients
d. Visual clients
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e. The sales labyrinth modules:
i. How not to sell – late
ii. How not to sell – needy
iii. How not to sell – no materials
iv. How not to sell – no preparation
v. How not to sell – Mr-know-it-all
vi. How not to sell – jo-cool
vii. How not to sell – I’m the cheapest
viii. How to sell
– become a complete professional
3.
4.
5.
6.

5 questions to help you understand the client’s needs and win their trust
How to sell yourself over the phone
The 1st 12 seconds – how to get the 1st meeting booked
90day goal setting
a. Hitting your sales target for the next quarter
b. Making a daily commitment to yourself that keeps you on track
7. S. W. O. T. Analysis on your competitors and market sector
8. Time management for sales people
9. Role playing
10. Written essay and knowledge review
Please contact us for a detailed proposal.

DURATION
Two full days
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LEADERSHIP & MANAGEMENT TRAINING
DEFINITION OF LEADERSHIP
Leadership is based on the ability of an individual to get one or more people together
and let them function effectively as a team, being motivated to perform activities in
order to achieve set objectives.
Leadership describes the BEHAVIOUR of the leader.
SITUATIONAL LEADERSHIP
‘Situational leadership’ is a term that can be applied generically to a style of
leadership, but that also refers to a recognised, and useful, leadership model. In
simple terms, a situational leader is one who can adopt different leadership styles
depending on the situation.
Blanchard and Hersey characterised leadership style in terms of the amount of
direction and of support that the leader gives to his or her followers, and so created
a simple grid:
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Directing leaders define the roles and tasks of the 'follower' and supervise them
closely. Decisions are made by the leader and announced - so communication is
largely one-way.
Coaching leaders still define roles and tasks but seeks ideas and suggestions from
the follower. Decisions remain the leader's prerogative, but communication is much
more two-way.
Supporting leaders pass day-to-day decisions - such as task allocation and
processes - to the follower. The leader facilitates and takes part in decisions but
control is with the follower.
Delegating leaders are still involved in decisions and problem-solving but control is
with the follower. The follower decides when and how the leader will be involved.
DEFINITION OF MANAGEMENT
Management is the process of completing tasks and activities efficiently and
effectively with and through individuals and teams.
Management functions:
1.
2.
3.
4.
5.
6.
7.

Planning
Organising
Management of staff
Directing
Coordinating
Reporting
Budgeting.

ROLES OF A MANAGER:
Interpersonal role
1.
2.
3.
4.

Figurehead
Coach
Mentor
Leader.

Informational role
1. Monitoring
2. Information management.
Decisional role
1. Entrepreneur
2. Crisis management
3. On-the-spot problem-solving
47

Success Factory’s Overview

4. Management of resources
5. Negotiation.

COURSE CONTENT
1. Emotional Intelligence for Leaders
2. Leadership:
a. The Characteristics Of A Responsible Leader
b. Leadership Powers
c. Leadership Styles
d. Servant Leadership
e. Situational Leadership
f. Communication: Personal Influencing Style Assessment.
3. Management:
a. Management Functions
b. The Responsibilities Of A Manager
c. Management Skills
d. Management Roles
e. What Makes A Manager Successful?
i. Communication Competency
ii. Planning And Administration Competency
iii. Strategic Action With Visionary Leadership Competency
iv. Teamwork Competency
v. Global Awareness Competency
f.
Vi. Self-Management Competency
g. General Management Tasks
h. Planning
i. Organising:
i. The Organising Process
ii. How To Develop A Vision
iii. How To Develop A Mission Statement
iv. Organisation Or Team Values
v. Personal Values And Principals
vi. Personal Mission Statement
vii. Swot Analysis (How to use it effectively)
viii. Management Of Staff
ix. Job Description
x. Staff Selection
xi. New Staff Members
xii. Coaching and mentoring
xiii. Staff Retention
xiv. Overcoming Complacency
xv. Performance Appraisals
xvi. Developing And Maintaining High Performance Behaviours
xvii. How To Deal With Absenteeism
xviii. Laying Down The Law To Employees
xix. Leading Productive Meetings
xx. How To Motivate Employees
xxi. Teams:
a. Stages Of Group Development
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j.

b. Team Dynamics
c. Improving Effectiveness Of A Team
d. Leadership Techniques For Outstanding Teams.
Control.

OUTCOMES OF THE COURSE
Participants will:
1. Understand and begin to apply emotional intelligence
2. Understand and buy into the principles of Servant Leadership
3. Manage and lead more effectively, using the Situational Leadership model
4. Write an aligned team strategy for immediate implementation
5. Gain more respect as a leader and manager of people
6. Have more influence with their direct reports and others
7. Be willing to listen to new ideas
8. Introspect therefore willing to make necessary changes
9. Define what leadership and management are
10. Create a collaborative workplace
11. Be a more responsible leader
12. Identify the keys to effective leadership
13. Plan self-development
14. Motivation
15. Goal setting
16. Learn how to fully utilise SWOT analysis
17. Learn difference between leading versus administering
18. Delegate more effectively
19. Identify own personal influencing style
20. Identify own personal values and principals
21. Write own personal and team mission statement
22. Effective communication
23. Establish more effective teamwork
24. Learn what performance assessments are and how to use it.

DURATION
Three days.
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STRATEGY WORKSHOP
Successful organisations agree upon and articulate their vision, mission or purpose,
values and strategies so that all members of the organisation can ‘own’ the
achievements of the organisation. Staff loyalty and ‘ownership’ is created by
building a strategic framework which they understand and fully buy into.
I facilitate this one, two or three-day strategy sessions for organisations and/or
teams to define a new tailor-made strategic framework which initiates high
performance behaviours in individuals and teams.
I ask powerful questions that lead to powerful insights and answers and I challenge
ideas and beliefs and makes valuable contributions and suggestions.
CURRENT WORLD-WIDE ECONOMIC CLIMATE
Companies need to develop urgent strategies which need to be executed by
productive, competent teams who are well prepared because they have aligned goals
and objectives and action plans for immediate execution.
I am an experienced, results-driven consultant, business coach and strategy
facilitator. I have a five-step approach when consulting with organisations on
strategy:
1. Analysing:
a. Vision.
b. Mission / purpose.
c. Values and principles.
d. Culture.
e. Current state – including challenges and results.
f. Current strategy.
g. Resources.
h. Strengths, weaknesses, opportunities and threats.
i. Environmental scanning: a study and interpretation of the political,
economic, social and technological events and trends which influence a
business, an industry or even a total market. The factors which need
to be considered for environmental scanning are events, trends, issues
and expectations of the different interest groups.
j. Communication.
2. Determining the future desired state with key role-players.
3. Gap Analysis (difference between current and desired states.)
4. Goals and objectives.
5. Action plans.
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OUTCOMES
DAY ONE:
A complete, clear and concise strategy (with specific goals and action plans) for the
organisation – working with top management only.
DAY TWO:
Aligning and facilitating buy-in of the organisation’s complete strategy to teams and
all team members. All teams could attend this second day together or we can split
the teams up if it is not possible for everyone to be out of the office on the same
day. It is however preferable to have all the staff together on the second day as it
creates great team spirit and cohesion.
I facilitate a process whereby individual team members write their own aligned goals
and action plans for which they will be held accountable by their respective
managers. This process ensures buy-in and commitment from individuals to accept
responsibility for their contribution to their team’s strategy which is fully aligned to
the organisation’s strategy.

DURATION
This is a two or three-day programme – depending on the size of the organisation
and the work that needs to be done.
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STRESS MANAGEMENT COURSE
WHAT IS STRESS?
Stress is a type of psychological pain. Small amounts of stress may be desired,
beneficial, and even healthy. Positive stress helps improve athletic performance. It
also plays a factor in motivation, adaptation, and reaction to the environment.
Unfortunately, excessive amounts of stress may lead to bodily harm. Stress can
increase the risk of strokes, heart attacks, ulcers, and mental illnesses such as
depression.
Stress can be external and related to the environment but may also be caused by
internal perceptions that cause an individual to experience anxiety or other negative
emotions surrounding a situation, such as pressure, discomfort, etc., which they then
deem stressful.
Humans experience stress, or perceive things as threatening, when they do not
believe that their resources for coping with obstacles (stimuli, people, situations,
etc.) are enough for what the circumstances demand. When people think the
demands being placed on them exceed their ability to cope, they then perceive
stress.

COURSE OUTLINE
1. Types of stress
2. Principles of emotional intelligence
3. Self-awareness
4. Self-esteem
5. Learn to manage your thoughts
6. Perception – how it affects us
7. Identify your emotions and feelings
8. Talk about it
9. Communication skills for improved relationships
10. The Drama Triangle
11. How not to participate in or cause drama
12. Impulse control
13. Practical ways to reduce stress

DURATION
One full day from 08h30 to 16h00
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TEAM RE-BUILDING
ELSABÉ MANNING designs and facilitates Team Re-Building workshops with great
success.
Rebuilding a team may entail all or some of the following:
1.
2.
3.
4.
5.
6.

Emotional Intelligence training.
Defining the term ‘team’.
Uncovering and resolving team issues.
Overcoming obstacles.
Healing broken relationships.
Where applicable, writing a team strategy (aligned to the organisation’s
strategy) which may include:
a. Team vision and mission.
b. Team Values.
c. Clarify roles and responsibilities.
d. SWOT on team and individual members.
e. Team and individual’s goals and objectives.
7. Discussion around expectations:
a. Team’s expectations of team leader.
b. Team leader’s expectations of team.
8. Commitment.
What constitutes a team? How do you recognise and create one? Frequently people
misconstrue a group of people for a team. A group is simply that – a group of
people. A team on the other hand is defined as a group of individuals assembled and
organised, formally or informally, to work together to achieve some shared objective.
A real team is a group of committed individuals working together towards clearly
defined goals, and a common vision, in an atmosphere of mutual trust, truth, care
and support for each other and a willingness to take specific action.
This workshop will help individuals to identify their roles and responsibilities; create
common values and clarify the changes each member has to make in order to work
together toward their [written down] common goals. They will also commit to
communicating more effectively with each other.
Teams develop at different rates and with unique patterns that depend on the task,
the setting, the members’ individual characteristics and behavioural patterns and the
style of leadership to which they are exposed. Characteristics of groups include
structure, status hierarchy, roles, norms, leadership, cohesiveness and inter-group
conflict. These characteristics pervade all groups. In an informal group, they emerge
from within the unit; in a formal group, they are established by the managerial
process.
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TEAM RE-BUILDING PROCESS
1. We conduct a thorough evaluation on the team before the Team Re-Building
to uncover issues and team dynamics.
2. All our Team Re-Building workshops are designed for maximum impact; team
and organisational effectiveness.
3. Our Team Re-Buildings produce sustainable results. Once team members
truly understand the consequences of their behaviour, deep insight and
change in behaviour result.
4. Elsabé Manning personally conducts all the highly confidential Team ReBuilding workshops. She studied team dynamics and has many years’
experience in creating individual and team paradigm shifts.
5. Elsabé conducts Team Re-Building workshops with great success from
foundation to Board level in a vast array of industries and organisations.

OUTCOMES
Please note that each workshop will be tailored to suit your team’s specific needs.
Team members will…
1. Understand the Emotional Intelligence principles and their own and others’
behaviour better.
2. Discuss issues respectfully and openly.
3. Desire and commit to working together as an effective team.
4. Identify individual’s and team’s strengths and weaknesses and put
appropriate measures in place.
5. Learn and commit to communicate more openly and with more integrity.
6. Define roles and responsibilities. (if necessary)
7. Clarify expectations.
8. Identify common values, goals and objectives.
9. Start to listen to each other.
10. Learn how to prevent and resolve conflict in an appropriate manner.
11. Learn about and commit to provide effective feedback.
12. Discuss and commit to building trusting, respectful, co-operative relationships
with each other.

DURATION
This is a one or two-day programme – depending on the size of the team and the
issues at hand.
IMPORTANT! At no stage will the team leader be disempowered in any way.
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PROPOSALS AND QUOTATIONS
Please contact Elsabe Manning at elsabe@successfactory.co.za to obtain written
quotations and proposals. Our fees are very reasonable.

CONTACTABLE CORPORATE REFERENCES
We are very proud of the outcomes we achieve with all our work and in light of this
we offer contactable corporate references. Please do not hesitate to contact us for
references. We supply switchboard telephone numbers; full names and titles of
people in authority to give such references.

ASSESSMENTS
Quotations need to be requested for formal assessments.
Informal assessments can be conducted in the classroom at no extra charge.

TO ORDER ELSABÉ’S BOOK:
‘Up The Corporate Ladder – Professionalism In The Workplace’ for sale at R100.00
per copy if ordered directly from her. 084 371 9105.
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