Building a great
service team

Half or Full Day

A tailored workshop that provides the opportunity for team members to develop a greater understanding of each other.
It also allows people to raise issues in a non-threatening environment and develop practical strategies to improve team
cohesion.

A variety of questionnaires, games and case studies enable people to reflect on the way their team works and how it
could be improved.

The outline below lists a range of modules that could be included. You choose which modules will help you achieve
your objective. If all modules are included, the workshop would take a full day to complete.
Typical objectives for the workshop include:

« An active day that builds trust and respect in a team that is working reasonably well together.

« Anactive day that includes time to raise problems and conflicts within the team.

« Aplanning day to help a team facing major changes

What is a true team?
e The reasons why a team produces more than the sum of its parts
« Why is conflict inevitable in an effective team?
«  What forms of conflict are not productive and not acceptable?
« What are the potential benefits of working as a true team?

Team roles and responsibilities

Participants work as a team to complete an enjoyable but challenging activity. Participants review their performance and
discuss how they could organise the team more effectively.

« Identifying team roles and responsibilities
o What s the role of the leader?

« Coordinating team activities

o Agreeing SMART team goals

Understanding team dynamics
« What is meant by the term ‘team dynamics'?
o What is ‘group think’ and a 'team culture’
o What does a team need to perform in a crisis situation?

« What happens when someone new joins a team?
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Building a great
service team

Which stage is your team in?
We have an excellent questionnaire/exercise that allows people to discuss their team’s performance objectively, without
‘blaming’ people. The questionnaire only highlights issues that the team as a whole feels should be discussed.
During this session the trainer acts as a facilitator guiding the discussion.

« How well do people in your team work together?

« How good are the procedures your team uses?

« What are the underlying causes of problems within the team?

o What does your team do well?

o What s the ‘culture’ of your team?

« What are the practical things the team can do better in the future?

What personality types do you have in your team?
Participants complete a simple questionnaire which identifies their personality type. This session is not used to label
people. It simply demonstrates the different ways people tackle problems and the strengths of each approach e.g. some
people are ‘big picture’ types while others are good with “implementing procedures and detail”.
Participants learn to understand and respect the value of people with different talents.

o What are Jung's personality types?

« Whatis your type?

o What are your natural strengths and limitations?

« How to work with people who have different personalities to your own

« What other differences cause problems? e.g. age, gender, experience

« Practical ways to develop respect for people with different personalities to your own

What is assertive behaviour?
o What are the 'classic' indicators of passive, aggressive and assertive behaviour?
« Why do we react passively or aggressively when we know we shouldn't?
o What impact does passive and aggressive behaviour have on a team?

« How to control your emotions and behave assertively in pressure situations
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Heading

Giving feedback to co-workers
« The judgmental words that people resent when they are criticised
« Ensuring you criticise a person’s behaviour NOT their personality
« The 6 steps for giving constructive criticism.

« The 6 steps for giving credible praise
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	What is assertive behaviour?

