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Problems and situations that arouse in our professional life as well as in our
personal life can unbalance our evolution.When confronted with lack of
spare time, with fear of public speaking or with permanent conflicts and
failed negotiations, we understand we need behaviour patterns which help
us develop in a balanced and successful manner.

Ascent Group is your partner on the road to personal and professional
development of your employees because, first of all, the value of a company
is given by the value of its people.

Ascent Group has a modern vision upon the learning process, by
emphasizing the benefits of learning by doing and behavioral modeling.
Our training programs have an interactive approach, are personalized and
addressed to each clients' unique demands, to their visions and objectives.
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Leadership & Management
T ...he art of leading teams to success
How important is to make people follow us by conviction, without imposing them to do
something. How important is to have a relation based upon respect and trust with others. What
do we need to make all these become reality?

Searching for behavioral models, searching for people who inspire trust and safety reside in
human nature. Leadership is mainly innate talent. But individual qualities that make one leader
can be improved.

Our program will help you find the answers and modalities more suitable for you to develop your
leadership qualities.

This program is designed mainly for managers and for all those having a supervisor and
coordinator position.

Evaluating personal leadership qualities and individual leadership potential
Discovering own personal style for better interaction with different people type
Obtaining necessary knowledge for getting to know and motivating the team better
Understanding motivational mechanisms for individuals and groups
Assimilating delegation principles correctly

Management versus leadership
2. Dual role of the manager
3. Situational leadership
4. Personal leadership style
5. Coaching
6. Communicating with the team
7. Personnel motivation
8. Decisions taking
9. Delegation
10. Team action plan
11. Individual action plan

n
n
n
n
n

1.

Target

Objectives

Main topics
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Corporate entrepreneurship
Art of having employees who act as in their own company...
How important is that every employee of our company have an entrepreneurship approach?
How important is the managers of the company to have the ability not only to manage the
business but make it grow? How can we make them understand the importance of the company
mission, to be permanently oriented towards customers and products, to be innovative and at
the same time to maintain a self inspired behavior

The answer to these questions is given by the Corporate Entrepreneurship program launched
by !The Farrell Company" - a global leader organization in research and teaching the
Entrepreneurial Practices and sustained increase inside the companies

The course is designed mainly for managers and persons in positions of decision, but it is useful
to any employee from who is expected an entrepreneurial behavior.

mproving the competitiveness of the company by increasing the involvement
Better target customers and position towards the company's products
Stimulating innovation among companies
Increasing self motivation

1. ig trouble at big business
he life cycle of all organizations

3. ntrepreneurial magic versus management science
ense of mission: creating high standards and ambitious goals
ustomer/product vision: Disney's legacy
oving the customer/product - Walton's and Daimler's legacy
igh-speed innovation: Morita lesson

The golden rules of high-speed innovation - the 3M case
Self-inspired behavior: Honda's style

reating an entrepreneurial performance system
Awakening the spirit of enterprise

?
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Increasing the capacity to identify solutions for business growth
I

Creating high performance

n
n
n
n

Target

Objectives

Main topics
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Strategic planning
Or how to ensure that our organization will last over 20!.
Life of an organization is full of ups and downs. It is said that the success has many parents but
failure is an orphan. Very often, when our organization is in deadlock, as managers we ask
ourselves if we did everything that we stood in order to prevent the problems.

The winners are not perfect. They just made fewer mistakes than their opponents. And it knew
that in moments of crisis, the initiative it passes into the hands of those who are best prepared to
confront them.

This course will help us not only to ensure that our organization will remain healthy from
financial and operational point of view, but also to project where the company will find itself in
the next 5, 10 or even 50 years #

The course is mainly addressed to managers and persons in charge of organizations strategy.

Clarifying the concept of strategic planning
Understanding the process of strategic planning
Achieving a practical strategic plan

n
n
n

1. What is strategic planning?
Why to use strategic planning?
Failure is not an option
Planning laws
How the strategic plan need to be done? Strategic plan model Plan components
The key elements of strategic management
Defining the vision and mission of the organization
Critical success factors and actions to implement strategies and objectives
Priorities for implementation
Planning strategic business units (USB)
Porter strategic model
Action plans
Review strategic plan

2.
3.
4.
5. ,
6.
7.
8.
9.
10.
11.
12.
13.

Target

Objectives

Main topics
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Time management

How many times we realize that the day is over and we didn't do most important things we had
proposed to do. Or we realize we did others work but we didn't do enough for our tasks? How
many times our personal life is invaded by office work?

Stress and overloading provoked by such problems can be avoided by controlling time better.
This program helps you learn how to use time better.

This program is designed for organizations and all those wishing to value their time in a better
manner, wishing to establish and follow their objectives so that they reach a balance between
personal and professional life.

Managing time more efficiently
Identifying time consuming factors
Establishing key activity areas
Making a difference between importance and urgency
Learning self organizing techniques

1. Time consuming issues
2. Objectives settlement
3. Prioritize the activities
4. Time organizing
5. Importance versus urgency
6. Personal efficiency
7. Cutting unwanted interruptions
8. Individual activity plan

n
n
n
n
n

Target

Obiectiv

Main topics

e

H ...ow to avoid steeling our time
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Stress management

How many times we feel extremely pressed by problems to which we cannot find solutions
because our mind is blocked by stress pressure?

Up to a certain point stress helps us to grow and develop. Stress makes us work harder and leave
behind the limits we imagine we have. But where is that optimum level for each of us?

Methods and techniques presented by this program help us estimate our optimum stress level,
so that we make stress useful.

This program is designed for organizations and all those whishing to learn to cope with daily
stress by turning it into energy.

Becoming aware of all stress factors in our life
Identifying own reaction style in stress situations
Identifying optimum stress level
Learning some techniques for controlling stress level
Efficient relating with stressing persons

1. Stress components
2. Stress types
3. Physic and psychological stress symptoms
4. Stress management patterns
5. Stress self orientation ! LIFO method
6. Stress management techniques
7. Positive stress
8. Anxiety restraining
9. Approaching stressing personste

n
n
n
n
n

Target

Objectives

Main topics

O ...ptimum daily stress amount
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Change management

Resistance to change as well as stubbornness to search for better ways of doing things resides in
human nature. And yet, how would our society look like today if change didn't take place? Would
it still even exist?

Because of their fears, ignorance or reticence people rejected most revolutionary discoveries or
inventions. Necessity of making changes appears for organizations as well as for society.
Resistance and reticence towards change arouse as well.

How to accept change easier, how to implement change in a better way, with better results?
These are a few questions this program will answer.

The program is designed to managers and leaders, to people involved in organizational change
process.

Getting to know main issues for organizational diagnosis
Understanding necessity and importance of change process
Discovering sources of change resistance
Assimilating change patterns
Learning techniques of fighting against change resistance

1. Organizational development
2. Vision and objectives
3. Continuous change
4. Change resistance
5. Transition curve ! change cycle
6. Change types
7. Creative change
8. Change patterns
9. Change stages

Stages of change implementation

n

10.

n
n
n
n

Target

Objectives

Main topics

H ...ow to face the resistance to change
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Conflict management

Conflicts mistreated or neglected can provoke enormous damage to organizations.
Unfortunately conflicts arouse each step. Each minute of our existence, at the office, at client
meetings, at home or with our friends we must confront opinions that differ from ours.

How to deal with conflict situations? How to avoid conflicts without giving up what we want?
How to find communication channels?

You will find answers to these and more other questions during this program

The program is designed for organizations and all those whishing to improve their abilities to
deal with conflicts.

Understanding conflict generating mechanisms
Telling types of conflicts
Identifying and resolving incipient conflicts
Evaluating personal conflict style
Learning conflict management techniques and methods

1. What conflict means
2. Types of conflict
3. Conflict stages
4. Individual conflict resolving styles
5. Ways of dealing with conflicts

Conflict solving stages

.

6.

n
n
n
n
n

Target

Objectives

Main topics

T ...he road from divergence to convergence
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Project management

How many times did we abandon a project because it wasn't planned enough and we "lost our
way#? How many times we found out we could have chosen a better way of doing things if we had
paid attention to planning and research before conceiving the project?

A great deal of projects are abandoned before reaching their goal. A great deal of completed
projects exceed allocated funds or time or both. No matter how well is organized a project,
success cannot be reached without the contribution of each team member. People managing the
team have also a huge contribution to project success as they must coordinate everything.

This program gives you tools for managing projects more efficiently

This program is designed for organizations and for all those interested in learning how to
efficiently manage a project.

Gain necessary knowledge for managing a project
Assimilate techniques for planning, implementation and evaluation of projects
Assimilate instruments used for project management
Understand key factors for the success of a project
Increase capacity of building and managing the project team

1. Definition and characteristics of a project
2. Project stages
3. Designing project objectives
4. Project planning
5. Implementation and monitoring of projects
6. Evaluating the results of a project
7. Quality management
8. Being project manager
9. Project team

.

n
n
n
n
n

Target

Objectives

Main topics

H ...ow to balance resources
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O Mperational anagement
Operations, a competitive weapon...
We find increasingly that we have significant foreigner competitors, that the life cycles of
products and services are shorter, that we have consumers better educated and more aware of
quality, that the new technologies used on the market obliges us to improve the productivity and
the quality products and services.

Once with the globalization of the markets, the companies recognize that the management
operations can be used as a weapon for strengthening the competitive position in the market.
How to determine what should be the operating system (ie: equipment, tools, people, materials,
energy, information) and how these input sites can be best used to meet the market
requirements, these are some of the questions that this training will respond.

The course is mainly adressed to managers and people in positions of coordination involved in
analytical activities and operational decisions.

Identification of the trends and the operational management challenges
Awareness of the operations in terms of inputs, processes, outputs, information flows,

suppliers and customers
Understading the importance of networking inter and intra departamental between the

processes
Awareness of the management policies in obtaining results
Appropriation of the four major decision $ making processes
Identifying the strategic importance of supply chain architecture in the conduct of the

operations

n
n

n

n
n
n

1. Operational management in the organization
(Operation and the processes interpenetration, Decision making, Strategy operations,
Project management)

2. Management Process
(Strategy Process, Analysis Process, Performance and quality processes (the instrument Six
Sigma), The concept of Lean Manufacturing)

3. Managing the supply chain process in the organization
(Strategic Analysis , Forecast, Planning, Implementing, Control)

Target

Objectives

Main topics
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Supply chain management
About having the desired goods or services at the right time...
History has shown us that in the past the goods that people wanted were not produced where
they wanted to consume, or those goods were not available when people wanted to consume
them. Logistics is to create value for customers and suppliers of the company for its
shareholders. Logistics value is expressed in terms of time and place.

Supply chain management includes planning and managing all operations of supply, processing
and logistics management activities. SCM is dealing in equal measure with coordination and
collaboration with other partners from the supply chain (suppliers, intermediaries, customers).
Basically, SCM provides unified management of supply and demand in the company, but also in
relations between companies.

This training is addressed to managers of logistics, supply, employees of these departments,
general managers.

Systematic understanding of knowledge about supply chain logistics / distributio
Acquisition of concepts and elements of interorganizational logistics, collaborative

management between involved organizations so that the value delivered to the recipient to be
recognized

Acquire techniques for measuring the efficiency and effectiveness of supply chain

n
n

n

n

1. Introductory elements - strategic framework for the supply chain construction
2. Organizational logistics and distribution chain
3. Logistical structure, importance, interdependence
4. Planning in the supply chain

the role of planning in the supply chain, planning strategies
forecast, methods, risk management in the forecast
planning supply with raw materials vs. planning customers requests
planning and management of stocks (stock buffer, the FIFO principle, the economic
indicators stocks variation)

. Supply with raw materials

. Transport management (internal, external) - role, infras tructure, network, risk
Effectiveness and efficiency of supply chain

-
-
-
-

5
6 .

Target

Objectives

Main topics
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Cost controlling
Efficient system for a profitable running company...
The word controlling has become a commonly encountered term, having an increasingly
important function in company through the important role that it has in helping the top
management in taking strategic decisions.

Used with its correct meaning, the controlling is a functional management concept with the role
to coordinate the planning, the control and the information to achieve the desired results.
Would you like evaluate the current system of planning and measuring the performance in
terms of controlling and costs? Would you like some financial transparency, to avoid surprises
and to have indicated on time the dangers that require corrective measures?

This course is specifically designed to answer these questions.

This training is addressed to all persons involved in the controlling process, to the practitioners
or beginners in cost controlling, to the economists or managers.

n
n
n
n
n

Acquiring the base concept of controlling
Identifying the steps in the costs calculation process
Identifying the importance of cost centers or cost types
Developing the knowledge and the skills to optimize the company's costs
Understanding the importance of controlling costs for the company's strategic decisions

1. The base of controlling concept
Cost calculation (types of costs, key distribution, cost centers, indicators for price decisions
based on cost types, standard cost
Defining the profile of requirements of the controlling system

differences between external accounts (financial accounts) and internal accounting (cost
calculation)

transfer from the financial accounts in the cost calculation (addition, deletion, re-
evaluation of costs)
Management and controlling strategic
Trends in the field of controlling

2.
)

3.
-

-

4
5.

Target

Objectives

Main topics
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Finance for Non-financials
The art of making good decisions based on numbers...
How important is for any manager the financial information in decision making? What is the
budgets$role and budgeting activity? What are cash flow representing, the profit and loss
account P&L? What is cost representing and how important are all these in a decision making
process? How do we interpret the financial analysis indicators?

Even though economic-financial reports furnished by economic departments are considered to
be important tools for decision making and company $s management, for a non-financial is hard
to efficiently use them under the circumstance that basis principles and used terms are almost
unknown. It is possible for managers to think that financial information is just a company $s
obligation when it comes to relating with state $s fiscal institutions.

Our training course has set the goal of helping you to understand notions from financial reports,
and to use them correctly when making a decision.

This training course addresses especially to managers and chief executives who need a general
understanding of the financial management issues..

Understanding the basic principles and customary terms used in financial statements
Assessing and using financial information
Being aware of the financial information when making decision
Understanding different types of costs and the way these influence the process of decision
Being aware of the budgets$role and budgeting activity
Describing main tools and assessment modalities of profit centers efficiency

1. Financial accounting general notions
2. Using financial reports
3. Costs and its importance in decision making process
4. Budget ! a planning and controlling tool
5. Cash-flow! understanding and management
6. Understanding of the profit and loss account (P&L)
7. Assessment of investments projects
8. Assessment of financial results
9. Performance indicators (profit, cash, investment and financing assessment)
10. Profit vs. cash-flow

n
n
n
n
n
n

Target

Objectives

Main topics
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Coaching
Each champion has a good coach behind ...
You succeed to be a champion ... you had a good coach behind who helped you to become more
efficient and inspired in everyday practical work.

On your turn, you can be proud to have created a good team, with competent people. But is not
always enough to have just competent people. Most of the times their experience and training
need to be emphasized. It is said that the value of a manager is given by the performance of the
team without a manager. Your team can reach performance without you?

If still appear in your team disconnects evidenced by: declining productivity, lack of motivation,
missed or delayed deadlines, low profitability of new projects, then it is time to become a coach
for your team. Your contribution will be the well asked questions that your team members will
find their own solutions to the problems faced.

The course is dedicated to people who manage people and want to professionally develop them.

Improving the ability to carry on a process of coaching
Improving the potential of each team member
Developing the ability to ask the right questions at the right time
Developing the ability to assist the team members in finding the answers they need

n
n
n
n

1. About Coaching
Differences between feedback, advice and coaching
Contracting the Process of Coaching
Stages of the coaching
Skills and qualities of an efficient coach (self-awareness, assumed rules, the technique of
asking questions, listening techniques)
Types of questions used in the coaching process
GROW model of coachin

2.
3.
4.
5.

6.
7.

Target

Objectives

Main topics
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Efficient ways to motivate the employees
Employees - partners for performance ...
The employees are coming and leaving - the flow of personnel can be annoying, because they are
time and energy consuming provoking also a decrease of company performance. Therefore, how
can we motivate the employees to keep them in the company? How can we motivate them to
become our partners in the development of the company or in obtaining performance?

The training here presented provides the necessary knowledge to help you structure a
customized plan to motivate employees and develop management skills related to motivation
for achieving performance

This course is addressed to both employers $ managers or responsible for human resources -
and all categories of employees who wish to develop themselves in the motivation field and to
improve their professional performance.

.

n
n
n
n
n

Accumulation of knowledge on motivational process
Awareness of the employees motivational factors
Develop a plan to motivate the employees
Improving relations with the employees
Increasing the performance

1. Theories of motivation
Factors of motivation
Needs and expectations from the work place
Ways to motivate the personnel
Types of rewards
Communicating the expectations
Motivation and performance
Tools for obtaining performance

2.
3.
4.
5.
6.
7.
8.

Target

Objectives

Main topics
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Improve Office Productivity by IT

We've become dependent upon computers, e-mail, Internet, messenger, PDAs and mobile
phones. These devices connect us to the world of work. Today, you must be technologically
savvy. Technology can undoubtedly improve your productivity, but it can make you less
productive if you're not careful. This training course discusses how to use the latest technologies
to your advantage, without letting technology take advantage of you.

This training course is addressed to all people who work at office and use the PC and "office"
software for organizing and improving their work. The participants could be both people who
are making a usual activity at office or top-management representatives.

Creating simple documents using text editor
Understanding a document $s structure
Using the text editor in order to create complex documents
Learning techniques for becoming more productive when working with documents
Fast creating and handling worksheets, tables and charts
Using "office" programs together
Choosing the proper manner for communication
Managing e-mail inbox
Learning of simple techniques for reducing information overload
Using filters, navigation and other tools for time saving
Run regular maintenance and backups
Controlling spam and unsolicited e-mails
Using the e-mail etiquette
PC$s organizing for quickly finding folders and documents
Creating automatic repetitive tasks with macros, templates, and shortcuts
Make technology and human interaction work together

1. Introduction to office software. Alternatives
2. Properly use of the text editor
3. Tables, worksheets, charts. How do you become productive?
4. Other office applications: slideshow, database, organizers
5. Office programs working together
6. Communication and organization: How do you manage your e-mails and agenda
7. E-mail communication: etiquette and protocol
8. The paperless office: myths and reality

n
n
n
n
n
n
n
n
n
n
n
n
n
n
n
n

Target

Objectiv se

Main topics

Do more in a shorter time using the office software...
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T P A Mhe erformance as ssistant anager
How to be an efficient assistant manager...
The assistant manager has an important role in the company being a close collaborator of the
manager. For this reason, the assistant manager education must be comprehensive to cover
various knowledge of communication, protocol, marketing, management, accounting,
computer science, law.

Do you want to lose the appellative %the girl from the reception"? Do you want to know how to
become that assistant manager your boss need so much?

This training helps you realize what is the exact role of an assistant manager, what expects a
manager from you, what abilities you need to develop to become %the right hand" of your
manager.

The course is addressed to all the assistants of general managers, to assistants of departments
managers that want to reach performance, to improve and organize the information they
operate with and to secretaries that want to promote.

Improving the communication and relationship with the internal and external public
Developing the information of commercial correspondenc
Improving the organizational skills and the time management of the administrative tasks
Developing of basic economic and marketing concepts
Refining their own business image

e
n
n
n
n
n

1. The role of assistant manager in the company - secretary vs. assistant manager
2. The manager expectations from the assistant manager
3 Internal and external communication
4. Correspondence and written information $ the efficiency of information system
5. Organizational skills, the management of super congestion
6. Relations with the internal and external public
7. Basic concepts of marketing (the external environment, competition analysis)
8. Protocol, image, vocabulary

Target

Objectives

Main topics
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Communication

Each of us communicates before being aware of this. But after we get aware that we
communicate, do we communicate consciously? Or efficiently? How many times we fail getting
the results we desire and seek, because we express our needs in a wrong way? How many times
we get even the opposite? How many times the others misunderstand us and there raise conflicts
and dissatisfactions which are time and energy consuming?

Some people communicate more efficiently, other less. But we can learn some techniques that
we can apply in order to transmit the message we want and to succeed in our communication
process.

Program designed for organizations and all those interested in improving their communication
abilities

Learning about the components of the communication process
Identifying personal style of communication
Understanding interpersonal communication mechanisms
Assimilating special communication techniques
Communicating more effectively

1. What communication means
2. Communication pattern
3. Components of the communication process
4. Non verbal communication
5. Communication comfort zone
6. Communication barriers
7. Communication types
8. Identification of the personal communication style
9. Assertiveness
10. Listening levels
11. Empathically listening
12. Types of questions

.

n
n
n
n
n

Target

Objectives

Main topics

T ...he art of saying what, when and how we should say
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Presentation techniques
C ...onquering the audience
Sweated palms, sweated forehead, palpitations, all ideas wiped out from our mind ! these are
few of the inconveniences that may affect our public presentations. The fear of public speaking is
the biggest fear one can have.

Public speaking ability and the capacity of efficiently presenting ideas have a great impact on our
career and life.

How to make a successful and convincing presentation? How to captivate the attention of the
audience? Our program will help you learn the techniques and methods you need to know to
achieve this.

This program is designed for people who have direct contact with customers and for all those
interested in perfecting their speech.

Develop the ability of opening and closing a presentation in a convincing manner
Increase the capacity of keeping up the attention of the audience
Understand the importance of non-verbal language for a presentation
Assimilate some successful presentation methods
Improve the capacity of structuring a presentation

Presentation types
2. Preparing a successful presentation
3. Delivering a successful presentation
4. Using non-verbal language
5. Using the voice
6. Importance of questions
7. Building the central message
8. Success presentation methods

n
n
n
n
n

1.

Target

Objectives

Main topics
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Public Relations
Let the world know what great things you have done...
Nowadays being"good#means everybody finding out what you have done well. It is not enough
to make well what we do. Is needed to create and preserve the positive feelings around us, from
society$s behalf, for our organization and projects. Organizational communication and public
relations are all-important activities in any organization, no matter of its nature: plant, public
institution, NGO. You exist only if you are known.

This training course will show and familiarize yourselves with main communication channels in
public relations. You will learn when and how to use different techniques of organizational
communication so that your organization will have an increasing visibility.

This training course is addressed to those organizations that wish to enrich their public relations
activity and to people who interact with the external part within organizational communication.

To understand the notions and public relations activities
To be accustomed to writing messages. Building up a message
The ability to draw up and accomplish: posters, folders, newsletters
To learn the modality of organizing and unrolling a press conference
The ability to speak in public: interview, speech, talk show
The ability to deal with crisis situation
Organizing the PR department

1. Introduction. What are public relations?
2. Public relations activities
3. Tools and communication channels in public relations
4. The importance of message. How to build up a message
5. News, statement, presses release. How are edited?
6. Making the posters, folders and newsletters
7. Organizing and unrolling of press conference. Simulation
8. Interview, speech, talk show. How do we speak in public?
9. Dealing with crisis situations
10. PR department. The duties of a PR specialist

n
n
n
n
n
n
n

Target

Objectives

Main topics

A S C E N T G R O U P B U S I N E S S C O N S U L T I N G



Negotiation techniques
How to convince instead of being persuaded...
Each moment of our life, each of us has a wish, un interest or a point of view different from the
others. Each of us can convince or can be persuaded.

Managing the negotiation process is essential for making profit. There are many negotiation
techniques we can learn. But from learning and applying to getting the results expected there is a
road which demands experience and also some techniques suited to each style.

How to choose the best attitude for a successful negotiation, which creates the premises for a
future rewarding collaboration? This is the key of negotiation our course is based upon.

This program is designed for managers involved in negotiation processes and for all those
whishing to improve their negotiation abilities.

Learn main aspects regarding negotiation
Establish negotiation power
Assimilate techniques and strategies for negotiation
Evaluate own negotiation style
Understand cultural differences affecting negotiation

Negotiation elements
2. Negotiation styles
3. Negotiation types
4. Avoiding traps when negotiating
5. Steps in negotiation
6. Negotiation strategies
7. Positions in negotiation
8. Influence principles
9. What being a good negotiator means
10. Cultural differences in negotiation

n
n
n
n
n

1.

Target

Objectives

Main topics
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Sales techniques
The art of emphasizing the benefits...
Verbs like selling or buying are frequently used, as they are essential components of social
relations. The status of seller or buyer makes the process of estimating the performance marked
in this relations difficult to realize. The change in customer mentality requires a change in sellers
approach.

But what changes are necessary to be made regarding sale techniques to differentiate us and
draw attention to our offer on such a competitive market? How should we sell to convince in this
new context?

This program is designed for people who work in sales area and for all those who have direct
contact with clients

Evaluate qualities and selling potential
Understand customer psychology
Understand and learn psychological mechanisms of influence
Assimilate and exercise selling techniques
Assimilate sales management basics
Discover own selling style

Customer psychology
2. Client typology
3. Preparing a sale
4. Structure of the sale meeting
5. Sales - client point of view
6. Using questions
7. Dealing with opposition
8. Final steps
9. Initial sale ! continuous sale
10. Consultative sale
11. Selling styles

.

1.

n
n
n
n
n
n

Target

Objectives

Main topics
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Customer Care
A ...bout making clients happy
Everyone agrees clients are very important. Building and keeping best relations with clients is
most important for business development.

We all intend to give the best to our clients but do we really treat them as they expect? Do we
adapt enough according to their needs? Or we have a procedure we apply each time?

When product quality or marketing strategies don't succeed to make a difference anymore, the
ultimate bastion/ bulwark competitors defend is the quality of relations established with
customers: customer care.

Which are the unseen elements of customer care? What is the influence of organizational culture
upon customer care? How should we respond to complaints of our clients? What's the best
attitude towards difficult clients? How can we gain the trust of our clients?

These are a few questions you will find the answer through this training program.

Program designed for organizations wishing to improve their relations with clients and the
quality of their services

Identifying customer typology
Understanding customer behavior
Evaluating individual communication abilities
Having a professional attitude towards clients
Understanding the role internal services play for delivering quality

Importance of the communication with clients
2. Professional attitude
3. Dealing with dissatisfactions
4. Client psychology
5. Client typologies
6. Customer care versus sales
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The relationship with our customer by phone
Our clients - who are they, how to work with them?
The prosperity of a business is given by the number and quality of customers - we offer them our
products and services. The image, good reputation, market positioning and longevity of a
company depend on the quality of the relationship we have with our customers.

So, who are our customers and how do we manage the relationship we have with them? How
should we adapt our behavior in relation to the diversity of relationships that we develop with
our clients?

This training provides an opportunity to develop specific relationship skills with customers by
telephone.

This course is addressed to companies from all fields of activities which wish to improve the
relations with their customers, especially by telephone.

Developing efficient networking skills with customers by telephone
Understanding the customer needs and expectations
Awareness of the need to provide the highest standards of service, thus maximizing the
potential sales opportunities
Structuring the communication with clients for an efficient relationship, orientated to the
customer satisfaction

n
n
n
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1. The life cycle of the customer relationships
Quality services offered to customers (what the customers want, magical moments)
Building relationships with customers
Methodologies for working with clients
Elements of good practice
Selling skills at high standards (communication, sales knowledge and skills)
Sales context (identifying the needs, presenting solutions, concluding the sale)
From an unsatisfied customer to the customer retention
Customer satisfaction survey
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4.
5.
6.
7.
8.
9.
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Finance for sales force
About sales with increased profitability ...
The efficiency of the sales force plays a key role in the business success or failure of the company.
Increased sales volume, achieving or overcoming the target's sales is very important for the
development of the company. At the same time, equally important is the financial information in
the decision to sell.

We all want the sales force to understand also the importance of cash flow and the profitability
for the company, to realize their role in identifying and selling to customers with a secure
financial profile.

This training helps you understand how finances are functioning, the need of the finances and
sales to work together to ensure itselves that the organization achieve the profitable sales.

This training is offered to all sales people who want to understand the financial principles that
help them in selling process and influence the sales profitability.

Acquiring basic financial concepts useful in sales
Identifying customers with secure financial profile or who deserves the credit risk
Improving skills for analyzing financial customers
Acquiring the indicators of the key performance
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1. The importance of finances in the sale process
Important financial concepts, use of financial reports
Budget - a tool for planning and control the sale process
The importance of profitableness
The credit risk of a new customer
Cash flow and its importance
The discounts and reduction the profit
Preventing the debt, tracking the accounts with expired maturity
Analysis of competitors, key performance indicators

2.
3.
4.
5.
6.
7.
8.
9.

Target

Objectives

Main topics

A S C E N T G R O U P B U S I N E S S C O N S U L T I N G



Emotional intelligence
The art of controlling our emotions...
Having a high IQ or being very well prepared in a certain field of activity isn't a guarantee for
success anymore.

In a world becoming more and more pragmatic, the new road to success is represented,
ironically, by the ability of communicating and understanding the others, their expectances and
wishes. And being able to understand the others better requires that we know, understand and
accept ourselves first.

Emotional intelligence is dealing with this kind of problems

This program is designed for improving internal environment of organizations and for all those
wishing to manage their emotions and relations better

Understanding the concept of emotional intelligence
Developing the capacity of identification and control of emotions
Understanding the self and the reactions one has
Obtaining the capacity of dealing with destructive emotions
Evaluating personal emotional intelligence level

What intelligence is
2. Types of intelligence
3. Emotional competence
4. Self-knowledge
5. Interpersonal relationship management
6. Empathy
7. Emotions
8. Managing energies
9. Developing EQ personal action plan

.
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Balancing Work and Family
Keep your job, your family, and your sanity...
Successful people don't trade personal satisfaction for professional achievement. They know
high performance depends on both. To avoid the peaks and valleys of productivity created by
balancing the urgent demands of work and personal life, professionals must be able to balance
both without sacrificing either.

This training course teaches behavioral strategies and lifestyle tactics to help you to work at a
realistic level. Rediscover vision, vitality, and meaning in your life!

This training course is addressed to organisations for improving the internal environment and
to all people who are concerned of balancing both professional and personal life..

Establish your governing purpose and values
Describe a personal vision for work and life
Design your "ideal" life
Allocate time according to your values and the top priorities in your life
Tactics in order to deal with stressful times
Distinguish between "negotiable" and "non-negotiable" activities
Develop strategies to manage and create discretionary time
Finish the working day "on time"

1. Reflections over purpose and life values
2. Personal vision over work and life. Perfect case
3. Importance of values and priorities in time $s foreseeing
4. How to deal with stressful times. DOs and DON $Ts
5. Strategies for creating more discretionary time
6. Strategies for valuing the time intended for both profession and personal life
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Creativity
The art of inventing solutions...
Many times we fall into the trap of thinking that only creating art means being creative. Painters,
sculptors, composers aren't the only who can create. Solving problems of an organization,
finding new solutions involves our creative capacity as well. Each of us can become more
creative.

Creativity is an essential characteristic of development. Being successful on such a dynamic
market is determined in a huge amount by innovation capacity.

This program will present some methods for developing creativity and extend it to organization.

This program is designed for developing organizations and organizations wishing to stimulate
the organizational environment towards continuous development

Understanding creativity process
Discovering and mobilizing creative talent
Learning methods and techniques for developing creativity
Becoming aware of the importance of innovation for organizations

Creativity and innovation
2. Components of creativity
3. Change barriers
4. Problem solving stages
5. Exploring provocations
6. Structuring opportunities
7. Creativity and business
8. Creative organization
9. Building a creative environment in organization
10. Creativity relieving and stimulating techniques

.
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Efficient recruitment techniques
How to attract the best resources ...
Organization's value does not stay only in the financial or material resources that dispose of, but
very much in its human potential. The success depends on the people you choose to be part of our
team. The results of the team are more important than individual results.

How we recruit and select the people for company? How we identify the most appropriate
technique for each recruitment process? How we improve the recruitment and selection
process?

To find the right candidate for right job we need to improve recruitment techniques, to broaden
the searching process and to have the ability to analyze and evaluate right the candidates and the
employing companies.

This course is addressed to organizations and all those who wish to deepen the know-how on
their process of recruitment and selection.

The importance of communication in recruitment and selection processe
Efficient use of techniques in recruitment and selection processes
Establishing efficient instruments for recruitment and selection processes
Awareness of errors that may occur during the process of recruitment and selection
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1. The role of communication in recruitment process
Personal style of the recruiter vs. personal style of the candidate
Planning the human resource necessary
Recruitment (definition, methods of attracting candidates)
Recruitment techniques
The main errors in recruitment and its countering
Procedures for the selection of personnel
Errors occurred during the selection process and way to counter them
Complete the selection process and the employment offer
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Team Building
B ing an ...uild orchestra
We all wish to work better with our colleagues but, many times, differences between us become
barriers against our objective. The fact that we don't have enough time to get to know our
colleagues at work or that we don't acknowledge the need of knowing better those with whom we
spend at least one third of our daily time is a reality omnipresent.

What can we do to understand our colleagues better, how to get to know them better, to
collaborate more efficiently? What means being a team, how to build and consolidate a team?

You will find all that by our team building programs.

This program is designed for organizations whose teams are in stage of forming or which need to
consolidate team members' relations.

valuating the evolution phase of the team
Mutual cognition of team members out of the office
Improving interpersonal relations among team members
Involving participants in solving unpredicted situations
Evaluating roles suited for each team member

Group versus team
2. Team building stages
3. Importance of team work
4. Role of the team within organization
5. Individual team roles
6. Difficult people in a team
7. Success team

n E

1.

n
n
n
n

Orientation and route crossing by means of a map and/or indicators
Games and applications indoor and outdoor
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Training Program Details

Duration

Location

Participants number

Our services include:

1-3 days, depending on theme and location

For giving best results, training programs need an adequate location, where participants have
optimum conditions. This is why location is chosen depending on training program, after
consulting the client.

We can organize training programs in other places than those where the client company is
located. Depending on access roads existent for participants, these locations may be Predeal,
Sinaia, Bran, Sighisoara, Breaza, Poiana Brasov, Delta Dunarii and others. Some training
programs can take place at client headquarters.

External locations have certain advantages: an environment less familiar, relaxed and with no
inhibitions, possibility of organizing games, trips.
Internal locations are recommended only for one day programs, which are designed for pressing
needs.

Optimum participants number depends on training program theme. For sales techniques,
presentation techniques, negotiation techniques, creati vity or emotional intelligence,
participants number should be around 8 ! 10. For the rest of the training programs, participants
number can be around 10-14. For team building programs the number depends on the teams..

.

n Meetings with client for adapting training program to client needs
Training program organization
Materials for participants
Program delivery by a trainer from Ascent Group
Follow-up with participants for implementation

Logistics costs (training hall endowed according needs, housing and meals for participants) are
supported by client company.
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Main clients
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orangeTM

Reprezentanta Comisiei Europene
in Romania

IMOTRUST
A R A D

LEONI
Wire   Cable   Wiring Systems

Pigna
S.p.A

CROMSTEEL
INDUSTRIES

CROMSTEEL
INDUSTRIES

A V O N
the company for women
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Arad, Romania
George Cosbuc Street, 12
tel : +40 257 251 881
fax: +40 357 405 486

A
.

Limassol, Cyprus
Arch. Makarios Av., 212
SETA Court, Flat 9, 3030
tel : +357 25 347 265
fax:

.
+357 25 348 907

Sofia, Bulgaria
Tsanko Tserkovski street, 63
tel : +359 2 963 43 23
fax: +359 2 963 29 31

.

Beograd, Serbia
Vojvode Stepe 318

Tel.:
Fax :

Street
+381 656 480 703

+381 656 480 703

Bucharest, Romania
Stefan Mihaileanu 11 1Street , sector

Tel.:  +40 21 569 36 70
Tel./Fax  +40 21 312 12 61

Chisinau, Moldova
MD-2004

Anatol Corobceanu Street 15
Tel.:  +373 22 23 84 95
Fax:  +373 22 23 29 50

Contact


