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Mastering POWerPoint 365—BasSiCS (00:59:57) .cuuiiiriiereerierierieeiestestesitesseestesstesseessessesseessesssessesssesssessesssesssessesssensesssesssessessses 42
Mastering PowerPoint 365—BegiNNer (00:37:38)....cccuereerierierieeriereerieeiteseeniestesseessestesseessesssessesssesssessesssesssessesssessesssesssessessses 42
Mastering PowerPoint 365—INtermediate (02:12:49)....cuuiiiirieierierieeitestesteeteseesteestesseestestesseesesssessesssesssessesssesseessessensesses 42
MASTEEITNG WOIT 365ttt et et et este e st e ste e te e e te e s te e st ese e se e saesseeseaase e saesseesssansaenssansaansaensaenseensaenseensaenseeses 42
Mastering Word 365—BaSiCS (1:22:10) .. .uuuterieriereeriereerieeiteseesiesstesseestessesseesesstessesssesssessesssesseessesssessesssesssessesssesssessesssesseessessses 42
Mastering Word 365—BegiNNer (00:57:30)...cicuirterereereeiierteriesiteseestestesseessestessesssesssessesssesssessesssesssessesssessesssesssessesssesssessessses 42
Mastering Word 365—Intermediate (01:50:13) .ioiiiircierieerieeienieeiteseestesteseestestesseessesssesseessesssessesssesssessesssesseessesssessessseseessesses 42
Y [ lolg e X-Te T A 11 TSRS 42
INTro tO MICTOSOTE 3685 (D0:54:54)....uuiiiieecreeeeeeeeeeeeeeiteeeiteeeteeeteeesteeesteeasseessaasaseesseastessssessssesseesssesnssensasesaesnssesssaensseeseesnseensneen 42
Microsoft Planner ESSeNtials (00:39:24)....cuiiiiiceieeieeeieeeeeeeteeeeteeeteesteeecseessaeeeaeessaessseesaeesseesssesssessssesaeessesnssenssseseesseensnnen 42
Microsoft Teams Fundamentals and Best Practices (01:05:04) ....uuiuieriiecieeireeeieeeeeesreeereeeseeeesreesaseesaseessesessessssesseesssesnnes 42
ONE Drive ESSENTIALS (OT:371:12) uuiictieeiieeieeeieeeteeeiteeeiteesteeesteeesteeeaeessaessseesseeesseesssesssessseeessessaessssesssaeaseesssessssensseessesseessseensesensen 43
SharePoint ONLINE BaSIiCS (071:59:27) .uuiiiiiiicieeeieeeie et eeiteeeteeeteeesteeeteeeteessaessssesssseessesassessssesssseessesssessssensseessaesseesssensssenseesseenes 43
D4 o Yo ) o 0 TSP PPPUOPPPPPPPPN 43
Leading ENgaging Zoom MeEETINES (1:03:147) c.uieieriererieerieeteeterieestesseestestesseessesstessesssesssessesssesssessesssesssessesssesssessesssessesssesseessessses 43
ESSENTIAL SKILLS LIBRARY 44
BUSINESS CASES ... ittt ettt ettt eette e s et e e ee et e e s st ee s s et e e s e ssteesesseaesansseesasnsseesasssaeeeasssaesasnssaesasseeessnsseesssnsseesasnnneennns 44
BUILOING A BUSINESS COSE..ueeuuieiieiieeieeeieeettesteesteesteesttestsesseessesssessstasseesseasseesseassessseessaesssesssessaesssesseessesssesssesssesssesssesssessses 44
Concept Evaluation: 01. Identifying Opportunities (8:39) ...ccuiiririirierieriesieeriestenieerie st eseeeste st esseestesssessessaessessesssessssnsesssenns 44
Concept Evaluation: 02. FINAING SUPPOIT (T:05)..cccuiiiireeriiriierieeniestereestestesteestesseesseessesssessesssessssssesssessesssesssessesssesssessesssessasnns 44
Concept Evaluation: 03. Making DeCISIONS (7:19) ceuirciireeriiriierieeriestenieestestesteestesstesseetesssessesssesssessesssessesssesssessesssesssessesssessaenne 44
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04. Gathering Data: Costs and Benefits (8:00) ...cciciiciirieeriiriierieieetesieestestesteeste st esseestesseessesstesstessesssessesnsesssessesssesseessesssessasnne 44
05. Gathering Data: Identifying and Addressing RiSKS (8:15) ...ccvuecieriereriiereenierienieeniessesieesiesstesseessesssessesssessssssesssesseessessaenns 44
06. Gathering Data: Understanding Financial MetriCS (5:13) ..uiciriiriereriieneerieetereerieseesteestesstesteessesseessessesssessesssesssessesaenns 44
07. Gathering Data: SWOT ANALYSIS (8:56) ..ccueecuerierieriierieerieritesieesiestesteestessesseessesseessesssesssessesssessesssesssessesssesssessesssesssessesssessasne 44
08. Telling the Story: Writing @ PropoSal (8:59)...ccciriirieriirierieeriesterieestestesteesteseeesseestesssessesssesssessesssessessesssessesssesssessesssessasnne 44
09. Telling the Story: The Art Of PErsuUasSion (B:24).....cuiiciieciereerieeiesieertestesteestestesseestesssessesstesssessesssessesssesssessesssesssessesssesseenns 44
10. Telling the Story: Presentation (5:38) ... i iereerieeterieeiteseeesteetesteetestesaeetesssessesstesssessesssesssessesssensesssesseessessesseessesseens 45
11. Telling the Story: After APPIroOVAL (T:49) .ttt sttt et se e et e st e ste et e s st esse et esseessesstesseesesstensesssesssensesnsasseensessnans 45
BUSINESS IMATH ettt ettt ettt e sttt e s e ette e se et e e s st ee s s st eesesssteeassseaeesnsseesasnsteesasssaeeesnssaesasnssaessnseesesnstesssnsseesasnsneennns 45
YV g oYX YN o I o BRSSPSR 45
HOW TO Fill QUL @ W4 (7:32) cuteeeeieeieecieeeiteeeteeetteeeteeeiteeete e seeesseeeteaesseesseesssaesaseesaessssesssseessaesseesseessssesasesaesnssensseensaeenseesnseenseean 45
RetiremMeNnt SAVINES BASICS (4:26) .iveicuiriereeiiereesieeiteseesieetesseestestesseessesssesseessesssessesssesssessesssesseessesssessesssesssessesssessessesssesesssessses 45
YOUP FIrST PAYCHECK (4:29).c ittt ettt ettt ste st e st e e st e sa e et e s st e ss e e st esse et e e st esseeasee st esesatesseansesstesseansesssenseensesssanseensassaans 45
TaAXATION BASICS (B132).iicuiieiiiciieeirieeteesteeeeeeiteeeiteesteessseeiseeesseeessessaesssseassseessessseesssasssseseeesseessssesssseseesseessssensseeseessseessseenssesnseens 45
BUAZETING BASICS (5:10) . 1uuieuierteeieeriieieeiestesieeitesueesteetesseessesstesseessesssessesssesssessesssesseessesssessesssesssensesssesssessesssesseessesssesseessesssessesssesses 45
SAVINES (5:10) cueuieiieiterienieeitesteseestestesteetesstestesstesseessesstasseassesstessesssesstensesnsesssensesssessesssesssessesssesssessesssesssensesssesssensesssessesnsesssesseessanns 45
INVESTIMENT BASICS (7:37)uuiiitieeitieeieeeieeieeeiteeeteestteeeteeeteeesteeesaeesseeeseeesaeesseessseasaeesaeasssesssseesssesssesssseasssensaserseessseeasseeasseesseesnseensnean 46
JOD OFFOF MQT Nttt ettt ettt s e et e e st e e s st e s st e s st e s st esstesssasssesstasssesssasssasssesssasssesssesssesssasssesssasstenssasnsanns 46
UNAErstanding @ JOD OFfEr (4:45) .uuiiiiiieeiieeeerieesteseesie ettt e e st e st et e st esse e te st esseestesstesseestesssanseassenseesesssenseessesssensesssesseensesnses 46
COost Of LIVING COMPATISONS (B:47) wiruieeieeierieerieetesteertestesteestestesseesesssessesssesssessesssessesssesssessesssesssessesssesssessesssessesssesssessesssesssessesnes 46
Benefits DY the NUMDEIS (B:103) .iiiiiiiieieeiieeeerieestest ettt e et e st et e st e s ae et e st e se et e s st esseestesseensesssenseensasssenseessesssensesnsesseensesnses 46
Medical INSUraNCE BaASICS (B:18) ..uiiiiieeieeeireeeeeeitieeieeeireeeteeetteeeseeesseeesteessseessaessseessesssessseessaesssessssesssseesaseseesssessssensseesseesseessnsn 46
CAREER ADVANCEMENT . ttteteettee ettt ettt eettteseesteeseeutteesesnetesseseeesanseeesasnstessassseeessssseessssseesasseeesessssesesssseesesssseesssnne 46
IMOVING UD ettt ettt ettt ettt ettt e et e e bt e e st e e st e e abe e s st e e ssteaate e asaesasaeessseessaesasaesssaeessteasasaesasaeenseeesssaenaseessaesnse 46
DETINING YOUT CAl@EI (2:44) couuiiieeieieeieetesieeitesieesteestesaeestestesseetesstessaestesssesseessessteseessasstasseestenseasesssensessesseenseessesssensesssenseensesnses 46
MaiNTaINING YOUI RESUIME (B:24)..uiiitieiieeerieeitesieesieeitesteesteetesseestesstesseestesssesseessesssessesssesssessesssenseensesssessesnsesseensesssesseessesssesseensesses 46
INTEINAL INTEIVIEWS (3134 ) utiieieeeieeetee et et ettt et e e rteeerteeete e tae e saeesseeesaeesaeesaaesaeesaeessaesssseesesesseessseeesssensasersaessssensseensaeesseesnseensneen 47
ASKING FOr @ RAISE (B:149) ciuiiiiiiiiieiieesteeiteste et st e st et e st e st e st e ste et e st esseestes st e s eestesssesseestanseansesatasseasesssensesssesstenseessanseensesssanseensessaans 47
Internal Networking and Connecting With EXECULIVES (3:13) .ievuirciirieriirieniieierterieete st steetesae e e stesaeeseesssesaeestes s essessesssennas 47
TAKING INTTIATIVE (5:34) teetterieeierieeiteetesteeste st et este et esteestesse e teestessteseestesssenseastassensessteseansaessense et esstenseeasesseenseessesseensesnsesseensesssensenn 47
TOKING CONEIOL OF YOUI COIBEI.uuuvieiieetieeieeeieeeieeeteesteesteeeteesteesteesseesseesseesseasseesstesseasseesssesssesssesssesssesssasssesssesssesssesseessnenns 47
CaAr@Er PLANNING (7:36) tuveeiirierieeiieeierieeteseesieetesteestestesseestesstesseestesstasseessesssesseessesssensesssensesssesstensesssesssesseessesseensessessesssesssesseesenses 47
KNOWINE YOUISELE (B127) cuvieuieriieieeierieeiesitesteete st e ste et e steeste st e st e etesstesseestesseesseestesstenseastasseesseessenseanseaseensesasesseasesssasseenseessenseensesnsen 47
TaKiNg ACLION 1N YOUE CArEEI (4:18) wioiicieeeerieeierieertestesteesteseesteestesaeessesstesseessesssessesstesssessassesssessesssessesssesssessesssesseessesssensesssesseens 48
COMMUNICATION AND LISTENING . ...uttttiectteeeeitteeeerteeeeetteeeestteeeeiateeseesreesasnsteessssssesssssseesssssseesssssesssssssesssssssesssssseesssnne 48
DS Cnneeeeeee et eeeeeete e et e e ettt e e e e e e e et ———aeeeeee e —————aaeeeaa ——————taeeeaaa_ba——aaaeeeaaa b ———taaaeeaaa_barattaeeeaaararrraaeeeeeaarrrrrraaeeeeeanrrrrraees 48
DISC INTrOAUCTION (B:27) weeeteeeieeeieeetieeete e et eeteeeteeeeteeesteeeteeesaeesseesseeesaeesseassseasseessessssesssseessaesssessssessssensassrsaessseessseeasaeenseesnseensneen 48
DISC QUESTIONNAIIE (T:T4) ceteeereeeeeeeeeeetee et eeteesteeesteeetteeeste e saeesseesseeesaeeseeessseesseeseeesssesssseesseessessssessssensaeenseessssessseensaeenseesnseensnenn 48
UNAerstanding DISC StTYLES (B:59).iuiiiiriireeiiirierieeitesitesieetesteeste st e st este st esseesesstesseestesssessasstesseesesssensessesssensesssesssensessesseensessses 48
Determining the Styles Of OThers (4:32) ettt s e st s e s ae et e st e ae st e s asese s st esseessesstenseensesaeensesnss 48
MIXINE DISC STYLES (T:14) uieuiiiieeieeienieeteetesteete st esteestesteeste et esseestesstessaestesssasseentesstenseestasssasseestanseensesssensesssesseenseessesseensesssesseensessses 48
DISC SEYLE: HIBN D (B:07) wereuiereeeeeeeeeeeeeeseseeseasseeeseeeseseeeeseessssseessesesessessssssesseessssssasesasesessaessssesasesasssasssesssessasesasssasssesseessasssasssases 49
DISC SEYLE: HIBN | (2:38) ceueeeeereeeeeeeeeeeeeeeeseeeseeeseseseseeeessesseessesssass s ss s seesesssasesassssssesssasesasesass st aessasesasssasseesseessasesasssasssessaessesesasses 49
DISC SEYLE: HIBN S (3:10) wereeeereeeeeeeeeeeesese e eesseeseeesesseesseessssssessesesessesssssseessesssssssasesasesessaessasesasesasesasssessaessasesasssasseesssessaseseseeases 49
DISC SEYLE: HIBN € (B:18) werveeereeeeeeeeeeeeeeseeeesesseeeseeesasssesseessssseessesesesssssssassesseessssssasesasssessaeesasesasesasssassaessasssasesassssseesssessasesasssases 49
SELUNE £0 @ HIZN D (4:52) cutiiieiieieeiesieesteete st ste st e st et e st e st e et e s et este e tesstesse et esseesseestenseenseess e st ansesstenseensesstenseessesssenseensesseensesssessaans 49
SELUNE £0 @ HIBN 1 (4147) oottt ettt ettt e et e s et et e et e s ae et e et e se st e s st esseeasesaeensesasesaeesseestanseesseessenseensasasenseensesssensenns 49
SELUNE £0 @ HIZN S (41468) cuuiiieiieieeieseesteete sttt ettt et e st e st et e st e te et e s st e s e et e s s s ese e st e st esseessanseassesatesseessesseeseessesseenseensesseensesnsessaans 49
SELUNE £0 @ HIZN € (4:56) cuvieieiieieeieseesteetestte e st et e ste st e st e et e st e ae e te s st esse et esseesesste st esseessenseansesatesseassesstenseessesseenseensesseensesssansaans 49
LEAAINEG @ HIZN D (7:10) .ietiiierieeiieseerteeiesteesteste st e ste et esteestesstesseetesseesesstesssansasseessesnsesstenssessesssenseessenseessesssenseensesssensesssesseensenssensen 49
LEAAINE @ HIZN | (B:18) eiiiieeieieeieeierieete ettt et e sttt e et e ste et e st e s e et e sstesseestesseesseantesstenseestenseesseestenseenseaseesesasasseenseessasseenseessenseensennnas 50
LEAAINE @ HIZN S (B:59) cuvieuiiiieieeiierieeiesiteste et et ste et e steeste st e st e et e sstesse et esstesseessesstenseestenseesseestenseenseaseesesasesseeseessasseensesnsesseensesann 50
LEATINE @ HIZN € (7:18) eetieuiiriieieeieenteeiesitestee st e st e ste et e steeste st e st e et e sstesseestesseasseessesstenseestesseesseeseeseenseaseeseeasesseeseessasseenseessanseensennsn 50
LISTENING SKIllS cuuieeieiieiieeieeeeeeteeee ettt et ettt e et s e et e e te e e ae e sa et e e se e seesseessenseaseessaesssenseansaenssansaansaanseenseenseeseesaenseenses 50
ACTIVE LISTENMINEG (5:12) utitiitieieiteeiteeitesieeste sttt este st et e et e st e te et e s st et e et e s st essesssessessesstenseensaestenseenseeseenseeasesseenseessesseesesnsensaensesssensenn 50
Listening Even WhHhen It'S DIffICULL (B8:26)..cicuiiierieiiieienieeiesiiesieetesteste st e st e stestesseeste st esseessesssessesssesssessesssenssessesssensesnsesseensesnses 50
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ACTIVE LISTENING (5:12) uiitietieieiieeitietesteeste st et ste et e st e et e st e te e te s st et e estesssassesstassessesstenseansaestenseeaseeseenseeasesseenseessesseensesnsesseensesssensenn
Barriers to Effective COmMMUNICATION (4:43) .ttt e etee et e e teeeae e eaee e sae e et e eesseeesaesssesssseessesessesseessssenseeenseesseesnsean
Building Trust Through ComMMUNICATION (B:12).cuieierierieeiereeriestesieesteetesteestestesteete st essestesseessesssesseassesssessessesssessesssessesssesssens
ComMmMUNICAtION ACIOSS CULTUIES (B:27) wieiuieeiiieeieeeeieeiteeeireeereeseeeeteeeteeesteeesaeesseesseeessesssessseessesessesssessseeessesssesssensssenseessseesssen
Communicating With CONTIAENCE (4106)..cuiiiuirierieeiiieierieeitesterteerteseesteeste st estestesseesesstesseessesstassesstesssesesssesseesesssessessesseessesnses
DIiffiCULL CONVEISATIONS (B:12)..uiiiiiieieeeieeeieeccteeeiteeeteeeteeesteeeteeeteessaesseeesaeesseeesaessseasssaesseeessessaessssensssessesssessssensssenseeenseesnseensseen
How to Be a Great Conversationalist (6:40).....ccccceeeuveennen.
Persuasive Communication (6:23) ....cccceeeveeeeeeecreeeiveeneeenenn.
Playing the Devil's Advocate (4:54) ..ccvcevveeveenceeneerieneenienns
Saying "Yes, And" Instead of "NO" (4:08)..ccccceeevververrenuennen
Sharpen Your Message (5:12) cueveveiereenerieeneerieeieneenieeeenens
Straight Talk On Bad Language (3:45) .cccccevveeveereeneenieenennen
The Water Cooler for Remote Teams (4:20) ..ccceevveeeuveenen.
Tips for New Messaging Formats (7:50) ...cccceeceerercveneeeennes
Verbal Communication (8:07)...cccceeceeeeeeeeeeireeeieeeeeeeree e

Communication Essentials...........

Types of Communication (5:55) ...cccecerienervieneenieneenieeneennes
Communicating with Different Audiences (7:49).................
Communication Methods and When to Use Them (5:19)

CONFLICT MANAGEMEN T 1ttt ettt ttee et eete et eeteetaetanetsseeessesssssesssessssssssssssssssssssssssssssssssssssssssssesssssessssssssssssssssssnnesssnnes 54
D TST X=ToTo [ Lo k4 Lo o NN NNNR R RSSO 54

Phases Of ESCAlatioN (7:19) .. e ittt ettt te et e e eteeete e e tae e saeeaeeesae e saeesssesssaeesaaesseesssaeesss e sasersaeenssessseensaeenseesnseenseeen 54
De-Escalating Conflicts With YOUr BOSS (B:49) ...ciciiiirieiiirierieeiesterieeitesieestestesseestestesseestesseesseessesssessesssesssensesssensesssesssensesnses 54
De-Escalating Conflicts with YOUr EMPLOYEES (9:49)...ciiiiiiiiieiieieieeieeiteieete st ste et st ste st esaeste s s e sse st esssesaestesseensesssenssenss 54
De-Escalating Conflicts BEtWeen COWOIKEIS (7:30)..iciiciriereerierierieeitereesiesteseestesstesseessesssessesssesssessesssesssessesssesseessesssessessses 54
The Realities of CONTLICT MAN@ZEMENT (4:115)..uiiiiriiriereeieeterieeite et este et e st e ste st e steeste st esseestesseessesssesssessesssansesssesssensesnsesseensesssens 54
MaiINTAINING SEIF=CONTIOL (4:25) ciuiiiieiiiiereeiteeteree e st et et e st et e st e sae et e st e se e te s st esseestesstesseessenseenseassenseensesssanseessesssesesnsesseensesnses 54
The EASY Conflict ManagemeENnt ProCESS (5:37).iiciiiiriirieriierieeiteseesieetesieestestesseessesssessesssesssessesssessesssesssessesssesssessesssesssessesssens 55

CONTRACT MANAGEMENT Lttt aa s e bbb s e bbb e s s saab e s s saas e s e babseessanneesssnnne

Contract Management: O1. Introduction to Contract Management (4:371)...ccicuereereriereerenieseesieseeseestessesseessessessesssenns
Contract Management: 02. Writing CONTraCts (5:39)..iuiiririerieerieriereeriestesieesiestesseestesssesseestesssessessessesssesssessesssesssessesssessaenns
Contract Management: 03. Internal Contract Approval and Storage (4:18)
Contract Management: 04. Contract Negotiation (4:25)

Contract Management: 05. Contract Initiation (4:03)

Contract Management: 06. Contract Monitoring and Tracking (6:05)..........
Contract Management: 07. How To Handle a Breach of Contract (5:13).....
Contract Management: 08. Avoiding Common Contract Pitfalls (4:34)...........
Contract Management: 09. Overview of Contract Management Law (3:37) ..
Contract Management: 10. Contract Conclusion or RENEWAL (4:42) ....cccuivierieiierieieeiesieesieeteseeestessesseestessessesssesssessesssenns

CURRENCY & CASH COUNTING BASICS ...ooiiiiiiiiiiiiittiiittc ettt aan s ass e s aas s s s ans s s saane s s nnns

"The Basics" on U.S. Currency (1:21)
Currency Authentication (15:00).....cccceecercvereenenne.
Counting Cash and Making Change* (15:00)

CUSTOMER SERVICE .....ccccoovviiiiiiiiiiiiiicciicccnee,

Customer Experience (CX)

What IS CUSTOMEr EXPEIIENCET (7:39) cuivcierierieeierieerieetesieestestesteestestesseessesstessesssesssessesssesssessesssesssessesssesssessesssesseessessessesssesaens
Tips for IMProving CX STrat@8Y (10:18) ...iiiirieciereeiieeterieeiteetesieeiteseestestesseetesstessesstesssessesssesssessesssessesssesssessesssesseessesssesseessesaens
The CUSTOMET JOUINEY (9:05) cuuiiciirierieeiiesieertestenieestestesteestesseessesstesseessesssessesssesssessesstessesssesssessesssesseessesssesssensesssessesssessensesssessaens
Good vs. Bad Customer Experiences (8:30)
Customer EXperienCe ManaZEMENT (B:47) . i uiriererirereerteeitenteestestesseessesseesseessesseassesssesssessesssessesssesssessesssesssessesssesseessesssessases
Customer Relationship MANQGEMENT (CRM).....ccueeeeeeeeeeeieeeeesieseestestesstestesssesssesssesssesssesssesssesssesssesssesssesssesssesssens 58
01, INtrodUCtiON TO CRM (7:09)..uuiiiiieiieecieeeieeeee et et eecteeeteestaeesteeeaeeestesseeesseessseessesassessssessseeseeesseeesssensseeseesnseessssensseenseesseenns 58
02. ULILIZING CRM (8:20) cervereeeeereeeeeeeeeeeeeeseseeess e sseeeseeesesseesssessessasssasssasssasssessasssssssesesasssassasesssesasssesssssaessasssasesesssassaessasesasssasssssnas 58
03. Data ANAlytiCS FOr CRIM (5:49)...iiiiiieierieerieeiesieerteste st este st esteeste st esseestesstessasstesstessesssesssasesstesseassesstesseensesssenseesesssensessessaens 58
CUSTOMEE SEIVICE BOSICS.c.uueiieuiiieiieeiieeeieeeteeetteeetteeetteeetees st esstessteesateesaseessstessstesssseesaseesssaessteessseesaseesasaesssaessstessaseens 58
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BEING CUSEOMEI=CENTIIC (5:58).uiiiiruieriirierieeitesierieestestesieetesseestestesseessestesseessesssessesssesssessesssesssessessesseessesssessesssesssessessseseessesses 58
CUSTOMET RETENTION (B:44) .uuiietiieieeeeeeeeeeeee et e et eete e et e e eteeesteeesbeeeseeesseessseasaeeassesssseasseessessseesssseassaeseesssessssenseseseesseessseeasaennsen 58
Creating Great CUStOMEr CONVEIrSAtIONS (4:56)...ciiiiiireeriiriierieesiestesieestestesteessesstessesssesseessesssessesssesssessesssesssessesssesssessesssesasnee 58
Determining CUSTOMET NEEAS (4:58)...iiiiiieiiirierieeiiestesieeteseesteete st este st esse e tesstesseestesssesseestessseseassesseessesssesseessesssensessesseensesses 59
REPreSeNTING YOUI Brand (7:46) ...cccciecuieiereeiteeeerieeiteseestestesseestestesseestesssesseessesssessesssesssessesssesseensesssessesnsesssessesssesssessesssessesssesses 59
CUSTOMET SEIVICE FEEADACK. c..ecctieetieetieeteeeeeeteeette ettt e ettt e st e st e st e stt e st esstes st asstesssesssasssesssasssasssasnsesssasssesnsesssasnsesnsannsens 59
FEEADACK BASICS (5:168) ceueieiteeeieeeieeeieeeiteeeiteeeteeiteeeteeeteessteeisaeesseeesseesseessseesssasaesseeesssenssseseeesssessssensasenseesnsseessseassesseessseensseenseens 59
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UNErstanding RO (B:07) viciereererierieeitestesieeiteseesteestesseestesstesseessesssessesssesssessesssessesssesssessesssesssessesssesssessesssesseessesssesseessesssessesssesses 73
INTEIEST RATES (2:271) ceuiiietiieiieeeiteeeie et e et e et eeteeeteeeteeete e saeeasaaeseaesseessesssseesseesaeessseesssensssesaessseesssensaeenseesnseeasssenssesseessseensseenseenn 74
Compound VS. SIMPLE INTEIEST (8:13) cuuiriirieiieierierieeteseerte sttt e e st e ste e te st e st e et esse et eestesseessesstenseensesssessesnsesseensesnsesseensessessesnes 74
UNAErstanding ANNUITIES (4:58).iuiiiiiciirierieeiteeeerteeiteseesteetesseestestesseestesstesseessesstesseessesstessesstesseensesssessesnsesssessesssesssensesssesseensesses 74
UNAErStanding LOANS (4:36) cueecueeierieeiieeiesieeteseesteeitesseestestesseessesssessesssesssessesssesssessesssessesssesssesseessesssessesssesssessesssesssessesssessesssessses 74
STQTISTICS cuveeeteeete ettt ettt ettt ettt et e et e e ateesate e s bt e e s te e steesaseesasteessteesaseessbaeeasee e st e e sseeeabe e s st e e st e e sabeeeaba e e st eenateenaseesbaeeane 74
INTrOAUCTION TO STATISTICS (8127) curieeiiiciiieiteeeteeite et e et ee e e etteesteeesteeeateeteeeaeeesaeeesseessessseessaesseessseesss e sasesaesnseeesssensaeenseesnseensneen 74
UNnderstanding Probability (B:43) ..cceecieiereerieeiereeiteseesieetesieeste st e st este st esae e te st esseestesssesasstesssansesssenseesesssenseessesssensesnsenseesesnses 74
OFBANIZING DATA (5:47) cuteeiieierieeiiesterieeteseesteeitesteestestesseestesstesseessesstasseastesstessesssesstensesstenseessesstessessesssesseessesseensesssesseensesssenseensenses 74
Data ANAlYSIS BASICS (4:20) civuteeierierieeieeitesieeitestesteestesteestestesseetesstessaessesssesseestesstessesssesseessesssessesnsesssessesssesseessesssesseessessessesssesees 74
IMEETINGS <.ttt ettt ettt e ettt s ettt e sttt e e st e s e et e e senet e e e st ee e e nseaesanseae e sssaeeansseesasnsaeesasnsaeeesnssaesasnnseeessaseeeesnnseeessnsseessnnnseenans 75
L T or 1l I LYY [ Te TSRS 75
Tips to Facilitate Effective MEETINGS (B:33).iiiiiiiiriirieiieeierieeite st esteete st ete st e steestesstesse st esseessesstasseessesssenseessesssensesnsenseensessnens 75
Virtual vs. IN=PersON MEETINES (5:36) .iicirieriiriiirieeierierieeiteseesieeiteseestestesseesesssessesssesssessesssessesssesssessesssesssessesssesseessesssessesssesseens 75
INTOrMAtioNal MEETINES (5:05)...uiiieriieiirierieeiterterteeiteseesteetesseeste st esseete st esseessesssessesstesssasseessenseansesssensessesssensesssesseensesssenseensesnses 75
Problem=-SOLlVING MEETINES (5:58) ..cctiriritereeriirierieeiteseesieetesseestestesseestesstasseessesstessesssesssessesssesssessesssesssessesssessesssesssessesssesseessessses 75
DeCiSION-MaKIiNG MEETINGS (5:18) ..iiruieiirierieeierterieeiteseesieetesteeste st esseestesstesseessesssessesstesssessesstesseasesssensessesssensesssesssensesssesseensesnses 75
Team-BuUildiNg MEETINES (B:50)...uictertiriiereeriirierieertestesteesteseesteestesseestesstesseastesstessesstesssessessessssnsesssessesssesssessesssessesssesssensesssessaens 76
ONE-0N-0NE MEETINGS (B:22) ..eeovirieriieririerieetesteseestestesteesteseessesssesssessesstesssessesssessesssesstessesssesssessesssesssessesssessesssesssessesssesssessesnes 76
IMIOVING UP ittt ettt ettt et e e sttt e s et e e e et e e s st ee s e st e e s e asb e e e s ssae e e nsbeesasnseeesesssaeeesnssaeeasnssaesssnsaeesssnseesssnnseesasnnneenans 76
MoVving Up: O1. DEfINING YOUI CAr@EI (2:44)..uiuiiieeiiieeerieeieeieesieeteseestestesseessestesseessesstessesssesssessesssesssessesssessesssesssessesssesseessessses 76
Moving Up: 02. Maintaining YOUr RESUME (B:24) .iuiiciereerieeierieeitestenteesteseeestestesseessestesssensesssessesssesssessesssesssessesssesseensesssensessses 76
MoVving Up: 03. INTEIrNALl INTEIVIEWS (3:34) weeiiiieriieiieeeesieeieeitesieete st este st e st este st esseestesstesseetessteseessesssesesssanssessesssenseensesssensesnses 76
Moving Up: 04. ASKING FOr @ RAISE (3149) .uiiciiiierieiiiieeesieeteetente et e st este st esaeeste st esseestesstesseestesssessesssesssesesstenssessesssessessesseensesses 76
Moving Up: 05. Internal Networking and Connecting with EXeCULIVES (3:13) ceevieviiriereeiiinienieeiesitenieete e esie e saeeseeseenees 76
NETWORKING c..eiteeetteeeetee ettt e setteeseiteeseesteesesusteeseseee s e nsaeesasssaeesssssteesensseesansseesassseessassseesssnsseesssnseesssssseesssnsseesssnneesans 7
The Benefits of a Professional NETWOIK (B:16)...c..cciuieiiieiieeiiecteeeeeecteeesteeeteeeateeeaeeesasesaeeessesssessseessaeessesssesssensssenssesaseessnns 77
BUILAING YOUI NETWOTIK (B:02) .cuvieuieiieieeiierieetestesteestesteestestesseetesstesseesesssesseessesssensesssasseessesssensesnsesssessesssesseessesssesseessesssessesssesses 77
Promoting YOUr Personal Brand (8:32)....cccccceeeerieerierieerieeitenieesiestesseestestesseessesssessesssesssessesssesssessesssessesssesssessesssesssessessseseessesses 77
Giving Back tO YOUIr COMMUNILY (B:26) ...ccceeruerierieerierienieeteneesteesesseessessesssessesssessesssesssessesssesssessesssesssessesssessssssesssessesssesssessesnes 77
BEINE @ MEIMDET (5:38) wieutiriiesiieiirieeieeiestteste st esteeste st esteeste s st essee st asseessesstesseansasstesseensessteseessesseenseestenseensesasanseensesssenseessesssensesnsensenn 77
OF FICE ETTQUET TE oottt eetteeeeitte e ettt eeetteesetteesettteeeeusteeseeutteesesusteeee st eesanssaesasnsteesassseeesassseesssnsseesasnsseesassssesesssseeeesnnseesssnne 78
Office ELIQUETEE: APPEATANCE (2:55). i uiiciirieriieierieestestesteestestesteestestessestesssessestessessesssesseessesssessesnsesssessesssessesssesssessesssesssessasnes 78
OFfice ELIQUETEE: FOOA (B140) uiiiiiriiriieiieierieeteetesteestesttesteetesseestesstesseessesstesssesesssesseensesstensesnsesssensesnsesssessesssessesnsesssessesssesssessesnes 78
Office ELIQUETEE: INTEIACTIONS (B:271) .iiiiecierierieetereeitestesieet e et et e et esaeeste e tesae et eestesseensesssesseensesssenseensesssassesasesseensesssesseensesnsensennen 78
Office Etiquette: ENVIFONMENT (B107) i iiiiriirieriereeriertesteerteseesteetesaeesseesesseesseessesseensesssesseesesssessesnsesssessesssessesssessessesssesssessasnes 78
PERFORMANGCE REVIEWS ... ittt ettt e eeitte e s stee s e steesesaseeesesetessnsaeesansseesasssaesasnsseesasnsseesssnseeessnnseessssseessssseesnns 78
Performance REVIEWS FOI EMPLIOYEES. ...ttt et et ettt et e ste e teeste st aesaeesseesaessaesaensaensaensaensaeseensaenseenses 78
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Performance Reviews for Employees: Preparing for Your Review (4:57)
Performance Reviews for Employees: Self-Assessments (5:44)
Performance Reviews for Employees: Handling a Bad Performance Review (3:33)

PRESENTATION & TRAINING

Curriculum Design

What is Curriculum Design? (6:19)

Helping L&D With Curriculum Design (7:10)
Utilizing Blended Learning (6:41)

FACIlitation SKillS WOIKSNOPD RESOUICES....cuuecueeeieeeieeeteeeteesteeeteesteesteesteesseesseesseesseesseesseesssessaesssessasssassssessesssessseesseessesnses

Presentation Skill Basics

Train The Trainer

The Art of Effective Facilitation—Facilitator’s Guide
The Art of Effective Facilitation—Participant’s Guide
GWA Facilitation Skills Tip Sheet

Know Your Audience (5:36)
Structuring Your Presentation (5:33)
Setting up Your Presentation (9:13)
Setting the Stage (8:27)
Closing and Q&A (2:54)
Punching up Your Presentation (4:59)
Designing Handouts (3:41)
Psyching Up, Not Out (3:19)
Handling Distractions (2:58)
After the Presentation (2:13)
Creating Slides (7:08)

Skills
Skills
Skills
Skills
Skills
Skills
Skills
Skills
Skills
Skills
Skills

Basics:
Basics:
Basics:
Basics:
Basics:
Basics:
Basics:
Basics:
Basics:
Basics:
Basics:

Presentation
Presentation
Presentation
Presentation
Presentation
Presentation
Presentation
Presentation
Presentation
Presentation
Presentation

What Is Your Role? (5:20)
Becoming a Subject Matter Expert (6:18)
Creating Engaging Materials (8:06)
Train the Trainer: Managing the Audience (6:26)
Train the Trainer: Tricks of the Trade (8:04)
Training Needs Assessments
What Are Training Needs Assessments? (5:32)
Types of Training Needs Assessments (7:10)
How to Conduct a Training Needs Assessment (9:28)
Developing an Evolving Learning Program (6:05)
Understanding and Using Learner Archetypes (15:00)
Video Conferencing
General Tips (3:12)
Appearance (2:07)
Camera (2:45)
Audio (2:39)
Location (2:52)

Train the Trainer:
Train the Trainer:
Train the Trainer:

PROBLEM SOLVING & DECISION MAKING

Decision Making Basics

Decision
Decision
Decision
Decision
Decision
Decision
Decision

Making Basics:
Making Basics:
Making Basics:
Making Basics:
Making Basics:
Making Basics:
Making Basics:
Avoiding Mistakes in Decision Making (6:23)
Trusting Your Intuition (5:55)

Gathering Information (6:39)
Understanding Motivation (5:41)..
Making Quick Decisions (6:47)
Facts vs. Opinions (6:54)
Generating Options (4:16)
Decision-Making Models (4:32)....
Decision-Making Styles (6:10)

PROFESSIONAL SKILLS . .eauttttittiiieeiittttee e eeeeeiitteee et s esesiereteeeeesssssssesaeeseesssssssssasessssssssssssasessessssssssseeseesssssssssseesesssssssssssaessens 85
BUSINESS ETNICS (7:00) ciiuiiiciieeiieeeieeeieceteeeiteeeeeeeteeeteeeteeeseeesaeeseeesseeasaessssaesssasaesssseasssensssesaeessseesssensasenseessssesssseassesssessseensseenseens 85
COACHING OLNEIS (T:00)..iiuuieieriieieeierieeteseerteeteseerte st e st estestesseetesstesseestesstesseestenseesseessenseansesseenseessesssenseessesssensesssesseensesssenseensenses 85
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CommMUNICALING EFfECTIVELY (7:00).. i iiiiiierieeiieierieertertesteet et e sttt e st e ste et e st e st e st esseessesstesseessesstesseensesssansesasesseensesnsesseensesssensennen 86
CONTLICE RESOLUTION (7:00) i uuiiiitiieieeeieeeieeete et e et e teeeteeesteeeteeesaeeseeessaesseeasseeasseessseassaessesssaeessseassaeseesssessssensessssesseensseeasaeenses 86
Creative Problem SOLVING (7:00) ... iieiereerieeieseeste st este et e st e ste e te st este e tesseessesssesseessesssesseassesstenseesesssensesssesseensesssesseensessensesnen 86
CUSTOMET SEIVICE (T:00) uriieueieitieeiteeeiteeeteeeteeeeteeerteeeteesseeeaseeeseeesseessesssaesseeastesassesssseassseessesseessssensseeseesssensssensessssesseessseenseennses 86
Handling a DiffiCUlt CUSTOMET (T:00) ..iviirieiieierieeiieseesieetesiee e stesteeste st esse e tesstesseessesssesseessesssessesssessesnsesssensesssesssensesssesseensesnses 86
INTErPErSONAL SKILLS (7:00) cuiiruieiieeieieeiieterteete sttt et e st e ste et e s te et e st e sseete s st eseestesstenseestenstesseestenssenseasseseensesseanseessesssensesnsesseensesnses 86
MEETING MANALEEMENT (B:47) cuviiiieiieiieieeiterieeiteeeerteeste st esteetesseestesstesseetesse e seestessteseessasssasseestenssenseassenseensesssenseessessaensesnsesseensesnses 86
NEZOIATION SKILLS (7:00) cuuiiuiiiiieieeieieeieseeste sttt e e et e st et e st et e et e s st e te et e s st essee st e seesesseessesssesseenseessenseensesssanseensesasenseensesseensesnsensean 86
Presentation SKILLS (7:00) ... ittt eeteertte et eteee e e et e e raeeeteeesaeeseeeaeeesaeesseesssesssseessaeseeessseasss e saeersaessssessseensaeesseesnseenseean 86
PrioritiZ€ LIKE @ PrO (00:15).u it iiieeiieeeieeeiteeeteeeteeeiteeeiteeeaeeeseeeaseesseaesseessessssaesssessessssesssseesssesseesssessssesaserseessssessseensaeeseesnseensnnen 86
SEresSs ManaBEMENT (T:00).....iiiirieiereerieeterteesteeteseestestesteestesstesseestesstesseesesssassesstesssesesssessessesstessesssesseesseesesssensesssesseensesssessaens 87
TiME MaNABEMENT (T:00) cuiiiieriieiereerieeiterteesteseeseestestestestesseesesstesseessesssessesssesssessesstensessesstessssnsesseessesssesseensesssessesssesssensesssessenns 87
WOIrK=Life BAlanCE (7:00) ..uiiiiuieeiieeieeiteeeiteeeteeiteeeeteeeiteeesteeeseeesaeeeseeesseesaesssessaseessessseasssensssenssessssessssensasenseesnssessseensseessesnseesnseenes 87
WOrkplace HarasSSMENT (7:00) ..ccieciiriereriereerieeterieestestesteestestesseestesssessesssesseessasssesssensesssesssessesssessesssesseessesssesssessesssesseessesssessanns 87
PROUJECT MANAGEMENT etttttttttiieeiiittttettieeesitttteeessesessteeteeesessesssesaeessssssssssssaeessesssssssssssessesssssssssssessesssssssssseeessssssssssssessens 87
Project Management FOUNAALIONS BUNQLE........ucceecuieeeeeeiieeieeeieecteecttete ettt et e st ste e steestaesaaessaessaessaessaessaenseanseensasnses 87
WHAT IS @ PrOJECE? (4:26).cuuiiierieeriirierieesiestesteestestesseessesstesseessesssessesssesssessesssessssnsesssesseensesssenssessessessesssesseessesssesseessesssesseensesssessaens 87
PrOJECT CRAITEI (B:55) cuiectirierieeiiereerieetesteestestesteestestesteestesstesseesesssessesstesseassesssessessesssenseessesssensesssesseesesssensessesseenseessesseensesssesses 87
THMNELINES (4:28) weeeeeeeieeeeeeeee ettt ete e et e et e e ete e e teestaeesaee s ae e e s e e seeassaeessseessaesseessseasssensseeseeesseeassseesaeenseeenseessssenssseseeesseesnseensseeseens 87
NEEBOTIATING (4124) cuveeeeeieeieeiterieet ettt et e st e st e st e s te et e st este e te s st et e et asssesesst e seaasessseseeasesseenseessesseenseestanseessesasanseensesssenseensenssensasnsensean 88
COMMUNICATING (4:30) cuvtetieierieeieeterieeteseesteeteseestestesseestesstesseessesstesseassesssessesssesseessesssessesssesstessesssesssessesssesseensesssesseessesssessesssesses 88
MeasUring aNd TrACKING (4:03)...iciereeciereerieeitereereeiteseestestesseestestesseetesseesseestesssessesssesstessesssesseensesssessesnsesssessesssesseensesssessesssesnses 88
HaNAUNE CRaNGE (4:28) c.uuiiiiieeieeieieeieeitesteete st e ste et e steeste st e st e et e sstesse et esssesseastesstenseessesseesseestenseenseassesesasesseenseessessaensesssanseensennsn 88
PEOPLE PrOBLEMS (B:33) coviriieriieiirieerieeiesiteste st et e ste et esteeste st et e et esaeesesstesseenseestesseensessteseessesseenseessenseensesatanseenseeseenseensesssensesnsensean 88
COMPLETING The PrOJECT (2:47) wieiieieiieieeteseetee ettt e sttt et e st et e et e s st et e et e s st e s e s st e saessesstesseensessseseeasesstansesnsenseensesssesseensesssensennnn 88
Project Management SUPPLEMENTAL COUISES....uuiuiiiieiieieeeiiesteecieeeteesteesteesteesteesteesseeseesseessaessaesseessesssasnsessseesseeses 89
Agile Methodology for Project ManagemMEnt (8:46).....cccceeciereerieriesieeteseerieeitesieestesstesseessesssessesssesssessesssessesssesssessesssesseessesssens 89
Project ManagemeENnt OVEIVIEW (5:26) .icccviererierieeiieeeesieeiteseestestesseessessesseessesssessesssesssessesssesssessesssesssessesssessesssesssessesssesseessessses 89
GaANTE CHAIT BASICS (4:52) wiiiiieiieeeieeeieeeieeeeeeiteeeiteeeteesseeesseeeseaesseessessssassseeassesssesssseassssssesseeasssesssseaseesssessssensessassessseessseensaesnsen 89
Critical Path MeEthOd BaSIiCS (4:37).cuiiiieecieeeeeeiteeeteeeteeesteeesteeeteesteeesseeaeeesseeestesseesssaeessesseessssesssaesaesssessssensaseseesseessseensaeeses 89
Waterfall MOAEL BASICS (4:148) ...t eetee et eeiteeeteeeteeesteeeseeesteessesssaessseessesassessssesssaeseeesseeenssensseesaesseessseensseenseesseees 89
SCrumM FramMEWOTrK BaASICS (4:36) .ccuieeieeceeeiteeeeeeeteeiteeeiteeeteesseeesseeesseestesassesssasssseassesassessssesssseessesssesssesssseeseeseseesssessesenseesaseesns 89
RE S P E C T atttttiitieeeeittte et e e ettt e et e e e s e raeet e e e e ea s e s aaraaaeeeaaassssssaaaaeeasssnsssssaeaeeesssasssssaseeeeesssssssssseesessssssssssseeeeesssssnseseeeeeeessssnsseeeeens 90
LT 1= o AP PPPPRPPPPPP 90
BEINEG LIKEADLE (B:00) .uuieiieiieiieiesiieieeiestteste et esteeste st esteestesstesseesesseessesstesseanseassessesesseesseessesseesesssesseessesssenseensesssenseensesseensesssensenn 90
BEINE RESPECTEI (6:59) c.uviruiiriieiiriieieeiestesteeitesteesteestesseestesstesseetesstesseestesssaseessesstesesstesseessesstenseensesseessesssesseessesssesseensesssessesssesses 90
How to Work With SOmMeone YOU DIiSLIKE (8:39) .uuiiiiiiiieeieeeieeieeete ettt et e et e e steeeaeeeaae e e e eneessaeeesaeessesaseessneessesnseennneas 90
WORK VIRTUALLY ettt s eeeeciittte e e e s e seeraeetee e e s sssssssaaaeeesesssssssssasesesssssssssssesssssssssssssseesesessssssssseeseesssssssssseseesssssssssssaseees 90
Collaborating in a Digital WOrk WOrld (5:49)....ciiiiiriereeieeiesieeriestesieeste st esteeste st este st esaeestesaesseesesssessesnsesssensesnsesseessessessennes 90
Setting Up YOUr VirtUal WOTKSPACE (5:46) c.eevuirierierieriesieeriestesieestestesseestesssesseestesssessesssesssessesssesssessesssesssessesssessesssessessesssesssens 920
Networking in @ Virtual WOrLA (B:20)...icieieieriereeieseesieetesieeste st eseeetesetesseestesseessesssessesssesssensesssesssensesssessesnsesssessesssesssensesssesseens 91
Building and Maintaining Sales RelatioNShiPs (B:55) ..c.iiciiiirirrierierieriestertestesieestestesseestesseessesssesssessessessesssesssessesssesseessesssens 91
Time Management in @ WOrk-From-HOmME WOILA (5:48) ..c.uuciriiririeriesieeieseerieetesieestesssesseestestesseestesssesseesesssessesnsesssessessens 91
Body Language in VirtUal MEETINES (4:25) ..ccuiiiirieiereesieeiesieentestesteestestesseestesstessessesssessesssessesssesssessesssesssessesssesssessesssesseessesssens 91
WOrking Virtually With YOUE BOSS (5:54) c.uiiiirieieriierieeienieeitestesteestesatesseetesstesseetesseesesssesssessasstensssnsesssessesssesssessesssesseensesssessennes 91
WVRITIN G L ettieeiiieeeiittteeetteeeeittette et e e e e e sartteeeeeeseessaraaaeeeaasssssssaaaaeessssssssssseeessssssssssssssessessssssssssseeesesssssssssssessessssssssssseesesessssnssseeeeens 91
WVTTEING BOSICS..eeeuuteeetieeiieeeiieeeteee et e et e e suteeeite e st e s st e e ateesaseesastas st e ssste e aseesaseessstaassteesaseesasaeessaeesteesasaesasaesaseeenssaenasaesasaennne 91
Writing Basics: Why Care ADOUTL WIEINE? (5:10) cuiiririierierieeiesieeiteetesteestestesteesteseesseessesssessesssessaessesssessssssesssessesssesssessessseseenes 91
Writing Basics: Parts Of SPEECIN (7:09) .ottt ettt ettt et e st e st e et e st e st e et e st et e st esstessesstesseensesssenseensesasenseensesssans 92
Writing Basics: Parts 0f @ SENTENCE (5:23)..iiuiiiiriirierieiierieetesitestestesteestesstesseeste st esseesse st essestesssessesssasssensesssesseensesssensesssesssens 92
Writing Basics: CapitaliZAtiON (5:16) .ciciicieriireriireeiieetesieesie ettt ste st e ste e st e st este et e s st esseestesasessesstesssassesstesseensesssanseesesssenseesasseans 92
PUNCEUGTION. ...ttt ettt ettt et e e bt e st e e s e e at e e s abe e s st e essteasaseesssaesssaeessta e sseeeasaesasaeessteasabeesasaesnseessstaensseessaesnne 92
PUNCLUALION: ENAING SENTENCES (4145)..uiiiiiiiieierieeiteetesieetestestestesteestesstesseessesstesseesesstesseessesssensesnsesssessesssesseessesssensesssesseessesses 92
PUNCEUALION: COMMAS (9:39) curiiiiieeiiiecieeeiteeeteeetteeteeeteeete e tee e rteeeaeeesteeseeessaeesasesaeesseesssseessaessseesssesnss e sasesaessseessseensaeenseesnseensnean 92
Punctuation: SEmMIcolonNs anNd COLONS (B5:0T) .iiiiiiiiieiieeieeeteeeee et e eteeeee e e e eraeeeaeeeseeesseeesseesse e saesssessaseessesssessssensssenseesseesnnnen 92
PUNCTUALION: APOSTIOPNES (B:47) uiiiuieiieierieeiteeieesieeiteseesteetesseestestesseestesseesseessesstesseessesssessesssenseesesssensesssesssessesssesssensesssesseensesses 92
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Punctuation: QUOTATION MATKS (4:23) .ueiccieeceieeieeeee et eeiteeete e et e eeteeerteeeteeesseeeaeeesseestesssesssaeessessssesnssessssesaeenssessssenssseseesseensneen 92
WWITEING CLEATLY oottt ettt ettt ettt e st e e at e s ae e s st e st e st e st essaass e st ase e st esssassesssesssesssasssasssesssesssesssesssesnsenns 93
Writing Clearly: Active Voice Vs. PasSiVe VOICE (B:30) .iiiiiiriirierieeiieeiesiesteseesiestesseessesssessesssesssessesssesssessesssesssessesssesssessesssens 93
Writing Clearly: Fragments and RUN=0NS (5:19) ..iiiiiiiiiierieiereerieeteseestestesteestestesseesessessesssesssessesssesssessesssesssessessesseessessens 93
Writing Clearly: Thinking ADOUL TONE (3:24) cuuiiiiiiiieeitesitenteeterttesteste st e st e st e steeste st esseeste st essestesssassesstesssensesssesssensesssesseensesnsens 93
Writing Clearly: Organize YOUIr WITEING (4:47) i it eeieseerteeteseestesteseeeste st esteeste st esseessesasesssetesssessesssesssensesssesseessesssenseessesseens 93
LT oYeT g =Te Lo o Te F SRS 93
Proofreading: HOW TO ProOTIrEaT (4:11) coiiriirieierieeiteetesteetesteeste et e st este st esae e te st essesstesssesseensesssensesnsenssensesssenssensasssenseensesseensesnses 93
Proofreading: Spell Check and AULOCOITECE (4142) cuiiiiieierieeieeterieertest et e ste st esteestesaeeste st e seeste st essesssesssessesssenseensesssenseenses 93
Proofreading: Creating @ Cheat SHEet (3:09) ...ttt ettt e e ae et e st e s e et e st e sae st esssesse s st enseensasasensesnsas 94
Proofreading: TOp 10 Writing MiSTAKES (B:10) c.uevieruirieereeiierienieeitestesieeteseeestestesseessesstesseesesssesseessesssessesssesssessesssessesssesssessesses 94
GOODWILL HISTORY, STRUCTURE AND SIGNIFICANCE* 95
GOODWILL HISTORY AND STRUCTURE ...ctictttetitetetetestesteteee e tessesteressessessessesassessessessssessessessesassessessessesessessensessssessens 95
Goodwill History and StruCture” (20:00) .......ccveeueeereriereriereeeeresseseeseessesesseeesessesesesesesessessesessesessesessesessessssessesessesessesesesessesesss 95
Gl GOVERNAN CE ... titeietestetetett et steteteteete st et et e e s be st essesaeb e sassesaesassassassessesass et assesaesessessessesaebesensesaesassessessesaesessensesansansans 95
Goodwill Industries International, Inc. (GlI) Governance™ (30:00) ....cicicieieeereereereereereeresresressessessessessessessessessessessessesesenses 95
GOODWILL’S FEDERATED MODEL" ..oiiiiitisteieierietestetetestesteseeesestessessesessessessessesassessessessesessensessessssessessessessssessensessssessens 95
GoodWill’'s Federated MOAEL" (5:00) ..ciuiiicicieriereereereeteeteeteeteeteetesteetesseesessessesesessesensensensessessessessessessessessessessensessessessessesseseeseas 95
HOW DONATIONS MAKE A DIFFERENCE ....ciioteeteieieteeteteteeetesteste e etesteste st esessessesae s essesessessessesessessensessesessesensessesensenes 95
How Donations Make a DIffErenCe”™ (3:30) ... iiiiiiicicicecrecreereeteeteeteetestesteetestestessessessessesessessensensessensensensessessensessessessessesseseens 95
GOVERNMENT RELATIONS* 95
AdVOCACY TOOLKIT" (20:00%) . .cuiierieieriitetisteieteterestete st ereeteteete e seeese s esessesessesasesaesessesassesessesansesessessesessesessesensesassesessessesensesensesensens 95
Voter Engagement TOOLKIt:™ (20:00) ...cciiuieierieieieieesieeeteeetesteseseesestesessesaeseaesessesessesessesessessesessesessesensesesesessessesessesensesesesessessssens 96
HEALTH AND WELLNESS 97
HEALTH AND WELLNESS ..ottt ettt ettt sttt e s ette s e st e e s aeteesessetessnseeesasnsteesasnsaesssnssaesasnssaessnseeessnsseessssseesasnsneesans 97
W aVeloL=T gl Y Lol aTe o 1=T o =T o L SOOI SPPPPPPPPPP 97
Keep YOUTr COOL: WAL IS ANZGEI? (4:34) uiiiiiiieieneeiteetesteete st este et e saeeste st esse e te st esseessesstessaestesssansesnsesssensesstanssessesssensesnsesseensesnses 97
Keep YOUr COOL: TYPES OF ANZEI (5:38) ..iiriiciiriiriieiiistenieeiteeeestestesteestestesseesesstessesssesstessesssesssensesssesssessesssesseessesssensesssesseensessses 97
Keep YOUr COOL: CONTIrOLlING ANZEN (5:43).uiiiiiiiiieiieeierteetestesteetesteestestesseeste st esseesesstesseestesssasesssesssesesssesssensesssensesnsesseensesses 97
Keep Your Cool: Changing PerspeCtiVE (B:16) ...ccccevirciereeiieeienieeitesterieeiteseeestesstesseessesssessaessesssessesssesssessesssesssessesssensesssesssensesses 97
Keep YOUr COOL: WaAINING SIZNS (4:57)iuiirierieeiereeiteeeesieeiteseestesstesseessessesseessesstessesssesssessesssesssessesssesssessesssessssssesssessesssesseensessses 97
Keep YOUr CoOL: Preventing ANGET (4:50) it reeeereeiteeeenieeteseestessesseessesssessesssesssessesssesssessesssesssessesssessesssesssessesssesssessessses 98
DB SKEICISES cueeveeeteeteeeteeett et et et et et e et e ste et e e st e st esseessaseessesa e seanseenseanseenseansease e st eseeseensae st ense e seensaenseenseenaeesaenreennes 98
SiMple, Cardio, AN COTE (2:25)..uiiiiiiireriiereesieeteseesiesteseestestesseestesstesseessesssessesssesssessesssesssessesstessesssesssesseessesssessesssesssessesssesaens 98
Chest, NECK, QNd BaCK (2:47) cooiieeeeecieeeieeeee et et ee e e et e e steeeteeetteeesaesaseesseaesaeeassessseeessaessesseessssenssaessesssessssenseseseesseessseensaensen 98
ArmMS aNd SNOULAEIS (2:29) ittt e ete e cte e e rte e e te e st e e seesseeesse e saeessseessseesseesaeenseessssensss e saessseesssensssenseesseesnseensnean 98
Legs and Backside, While Standing (2:30) ..cicciereeririiereeiieeierieeteseestestesseessestesseessesssessesssesssessessesssessesssesseessesssessesssesssessesses 98
Legs and Backside, WHile SITEING (T1:12) cuirieririereeiieseerieeteseeste st e steerte st esaeete st esseestesstesseessesssessesssesssensesssensesssesssensessesseensesnses 98
Iy ple Lo o [=T 0 aT=T o T AR PRSP PPPPPORPPPPPR 98
Making Your Work More MEaNTINGFUL (B:44) ...uuuiiieeiesieeieetesteete st ste et et e steste s e et e st e saeeste st esseestesssesasstenssensesssenseensesssensesnses 98
ETGONOIMUCS ettt ettt ettt e et e b e et et e e st e e st e e st e e abe e s st e e ssteesateesssaeassteesta e ssaeeasaesasaeessteasabeesasaeenseesnstaenaseessaesane 99
INTrodUCTioN O ErZONOMICS (8:17) toueeetirierieeiteseesieeiteseesteetesseestestesseestesssasseessesssesseessesssessesssesssensesssesseensesssensesssesssensesssesseensesses 99
Techniques for Maintaining a Healthy POSTUIE (8:32) ..ottt sttt st seeeste s e e ste et e s e et e st esseessesstesssesesssensesnsans 99
Adjusting Workspace to MiNiMIzZe STraiN (8:15) .iivirciereireriierieeitertenieeitesteesteestesseestesstessesssesstessesssesssessesssessesssesssessesssesseessessens 99
Preventing and Responding t0 Strain (10:05) ...coiiiirierieeiieriereeteseesieeteseestestesseestestesaeestesssesseessesssensesssesssessesssesseeseseensesnses 99
Lo Lot a o Te B o= o U SO SRSR 99
THE FIZNT IS ON (1:00) 1 uiiitteteeierieeiieetestee e et e st este st este et e sat e teetesstesseestesssessesssassansesstanseansaessenseensesseenseeasesseenseessesssensesnsesseensesssensenn 99
Get to KNOW YOUr OPPONENT (B102) ..iiiiieieriieiiieiesieeriestesieesteseesteestesstessesssesssessesssessesssesssessesssesssessesssesssessesssessesssesssesseessesssessasnes 99
GaiN the UPPET HANG (T:37) eerieieeierieiieeteseerte st st e ste st este et e s e et e st esaeessesssesssensesssenseansesstansesnsesssesesnsesssessesasessesnsesssessessessensesnen 99
TRIOW IN ThE TOWEL (2:18) cuueieieeeieeeee ettt et ete ettt e etee e ete e e eteeeae e st e e seesssseesse e saeessaeesssaessaensaeasseesssaesssaesaesssesssseesseeseesseesnsaensanan 99
Call FOr BACKUP (B:25) ciutitirierieeiiesiesieetesieesteetesteestesstesseestesstesseessasssessesssesssessesnsesssessesssessesssesssessesssesssessesssesseensessessesssesssessesnsesses 99
HEQUEN QNGO WEIINMESS ..ottt ettt s st e et e st e s st e s st e s st e s st e s st asstasssesssasssasssasssasssasssaessasnsesnsasnsasnsannsenn 100
Optimizing WOrk-Life BalanCe (B:12) .uiiiirieiereeiiesierieeitesitesieetesteestestesueestesstessesstesssessesssesssensesssensesssesssessesssesseessesssessesssesssens 100
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Understanding Stress and BUINOUT (7:30) ciuieieriereriierterieeiesieesteestesseestesstesseessesstessesssesssessesssesssessesssesssessesssessssssesssessesssesssens 100
The BeNEFitS Of TIME OFf (T:04) ittt ettt e et e e ete e e rae e et e e seesae e e s e eesaeeesaeeassessseeseesaseessnsensasenseesseesnseensseeses 100
HY GBI ettt ettt ettt e et e e st e e s a e e abe e s bt e e bt e e st e e a b e e e b e e e st e e a b e e et e e e be e e bt e e ate e s ba e e b e e e steenateenasaens 700
Healthy Hygiene: Hand HYZIENE (3:59) ...uiiiiiirierierieeiesiterieetesteeste st esteeste st esteete st esseestesssessesnsesstensesssessesnsesssensessesssensesssesssens 100
Healthy Hygiene: Staying HOME SICK (4114) ittt ettt ste st e ste et e et e s e et e s st esae et e satenseessesssensesnsenssensesssenseensesnsans 100
Healthy Hygiene: The Benefits of Wearing a Mask (2:40)....cccuuieiriereeiieneerieeiteseesiesteseeeseesstesseessesssessesssesssessesssesssessesssens 100
Healthy Hygiene: Cleaning YOUr WOIKSTAtiION (Z:17) ccuiiiirieieeeerieeieseerieeitesieesteesteseete st esaeete st esseessesssessesnsesssessesssesssensesnsens 100
Healthy Hygiene: Shared Workstation HYZIENe (B:02) ..cccicciirieririeneeiertesieesiesteseesteseesteestesssessesssesseessesssessesssesssessesssesseenes 101
KNOW YOUE INUIMIDEIS .voveeieeieeeteeeteeettestte it e st e st e s teesteesaeesaeesst e s st asseasseasaesseasssesssassessasstesssasssasssasssesssesssasssasssesssesssesssanns 101
BLlOOA PreSSUIE (B:38) .uiiciieeiieeieeeieeeeeeiteeeiteeeiteeetteesteeeseeesseeesaeassaeaseessaeassessaesasaeasseeseeesssessasansesensaesassessssensaesaseesnseessseenseeeseennses 101
COLESTEIOL (4129) ittt ettt ettt et e e ete e et e e et e e e see s ae e e s e eesseeasseesseasssaesse e seeesssessssesaeeseesasseasas e seeerseesassessseensaeeseesseennseanns 101
GLUCOSE (2:50) wuiiuiieiiieeieeeieeeteeeteeeiteeeiteeetteeetteesseeesseeessesasaesssseasaeeesseessessssaasssenseesnseesssseesssesaeeseeesssensasensseesaesaseessseensseeseesnseennsennns 101
BIVII (2:43) 1ot eeseee e eeessesease e saseeseaee e eeseaeeee e easeeseeaesaeeeseeseseeseeeaseaeesee et aseseese s et eseaee s e s et et e s e e ee st aee e s et st e s eeaeeasenerans 101
Y =T a T ae L o =T o o SRS S R SRRPRUPRRRNt 101
DESTIZIMATIZING (4:36) ceutieetereerieeiterieerteeitestesteetesttestestesseetesstesseassesstesseestesssensesssesseensesstesseensesstenseensesssensesssesseessesssesseensesssensesssenses 101
Navigating Your OWN Mental HEALTN (B:4:6)...cccuiiiiiiiriereeieeierieesteet et te sttt e e st e ste et e s e et e st esaeesesssessesnsesssensesnsesssensesnsessesnes 101
Managing Mental HEAItN ISSUEBS (B:46)....ccuirirrierierieeiteseerieetesteesteetesteestesstesseesesstesseestesssessesnsesssessesssesssessessensesssessessesssessens 102
REEUINING TO WOIK AFEEI O LOSS uuiictieetieetieeieesteeeteeettesteesteesttesteesssesseesstesseesseesssasssesseasstesssesssesssesssesssesssesssesssessaesssesseenns 102
Returning to Work After a Loss: When You've LOSt @ LOVEd ONE (4:54) .coiiiirienieeieeienieeieseesieetesieeseesstesasessesssesanensens 102
Returning to Work After a Loss: When a COWOIKer Di€S (8:55)....iiuirirrereereerieneesiesiteseesiessseseessesssessesssesssessesssesssessesssens 102
NIAg=RIS I 7 e ple e (=10 o 1=] ok SUUOOO PP PPPRPPPPRRIRt 102
UNAErstanding STrESS (B107) cuiioieciirieriieitertesieetesteesteste st este st esteestesstesseesesseessesssesstensesstesseensesssesseensesssessesssesssessesssesseensesssesseens 102
AVOIAADLE STIESS (4143) uvieitiieeeeeieeeteeeee et ecteeete e et e ettt e e rteeeteeeseeesaeessesesseessesssseessseaseesaseeessseesasessaesassessssensaseseesnseeesseensaeeseennses 102
UNQVOIAADLE STrESS (B107) cuiiiiiieiieeieeeieeeteeete e it e eiteeeteeesteeseeeseeesteeessessseessaessesssesssseesseeseessseessssesaesssessssensssensaesseessseenssennnen 102
HANALUNG STrESS (4:38) uiiiieiiriieiieeiesieerieetesteentestesteeste st esseetesstesseestesssaseestesssessesstenssansesstenssessesssenseesesssenseessesssenseensesseensesssessaens 102
MEANAZING STIFESS (4:59) .iuiiiiiriieiieeierieeiteeteseete st esteeste st esteetesseesesstasseesesstasseessesstensesatesstesesssessseseensesseessesssenseensesssensesssesssensenns 102
THE SCIENCE OF SLEEPD cuueeutietieieeeteeeeeeeeet ettt e et e e st e st e st e st e s st e s st e s st esstas st asssesssasstasssasssesssesssassseessasssesssesnsasnsaensaensannsean 103
ThE SCIENCE OF SLEEP (B:26) cueerveereriieieeiiieiterieeiteseestestesteetestesteestesstesseetesstesseestesstessesstenssensesseessesssesssensesnsesseesesssesseensesssensannes 103
SLEEP HYZBIENE (5:56) cuveevieieriierierienieeiestesieestestesteestesseesteestesseessesstassesssesssensesssesssensesstessesssesseessesssesseessesssensesnsesssensesssesseensesssesses 103
HOW MUCh Sleep DO YOU NEEA? (7:03) cuuirierieierieerieetesiteriestesteesteetesseessessesseesesssessesssesssessesnsesssessesssesseessesssessesssesssensesssesssens 103
SLEEPING TOr SHITL WOTK (B:27) uiiieeieieeieieesieetestee ettt e ste et et e et e sae et e st esaeesse st e sesstesstesesasesstensesssesssensesssenseessesaeensesnsesseensesnss 103
(Ufale =Yg YKo aTo lTgTe Mz =Yoo Lo o] o 1=1- ORI 103
UNderstanding HEAAACNES (5:23) ..iviiriiiiirieiieierieerieetesteeste st e steeste st este et e st esaeestes st eseestesssessesntesstensesssesssensesssenseensesssensessenseens 103
SUrprising HEadaChe TIIZBEIS (2:144) .o iiieecieeeesteeitesieerte et et e ste st e te et e st e se et esseeste s st essesnsesstessesntesssensesnsenseensesssensessesssensesnses 103
YOU ATE WAQT YOU EQT cuuieiieiieeiieeiieeieeettesteestte st e s tte st e st e st a st essses st asstesstasssasssasssasssasssasssesssesssasssesssasssesnsesssasnsasnsesnsannsen 103
YOU AI€ WAt YOU EQT (5117)ccuiiectieeieeeteeeee et eeteeeteesteeeeteeeteeeseesseesseaesaseessesssessssessssesseesaeassseassaesaesnssessssensasenseeeseennseenssennses 103
ReadiNg FOOA LADELS (B:10)..cuiiiiieiirieeieeieriteieetesieeste et e st e ste st este et e s st esse e te st essesseesssesseestanseessesstenseensesssensesssesssensesnsesseensesnsanseens 103
Brain FOOU (B:04) cuurieiiieeieeeieeeeieeeteeeteeeteeeteeeteeeteeesseeseeesaeesaeaasseessesssseasteesseessseassseassaeasaeesseesssseasaseassesnseessseensssessesseessseensseanns 104
MEAL PLANNINEG (D:52)..iittitieiierieeiieeterieerteseesteetestesteetesseestesstessesssasssesssessessseseessesssesesssesssensesssesseesesssenseessesssensesssesssensessesseensenns 104
FINANCIAL WELLNESS ... ettt ittt eeeetttte e e e s e s e etaete e e e s e s s saaaaeaeeeeessssssseaaaeesessssssssaaaeesssssssssssseeeeesssssssssaeesessssssnssens 104
Creating @ BUAEET (T:46) cuiviireeiiereerieeitesieertestesteestesteestastessaessesstassesstasstesseessesssensesstensesssesssensesnsesstensesssesseessesssenseessesssensesssessaens 104
BUAEZET SAMPLE (B157) cuieiiriiriieiieeiereeiteetesteestesttesteetesteestesstessesssesssesssassesstesseesesssensesnsesstesesssesseensesnsenseessesssenseensesssensessessensenns 104
DEITS (B:20) ciuieecieeeitieeiteeeteeiee et eeteeeteesteeeeaeeeaeaesteeasseesaeessa e saeassessaeass e e ste e sae e sseaaaaeasaeesee e seeeaaeeasaeeaseeebeeebeeesaeeeseeeseeereennaeann 104
SAVINES (2222) weuieiieiiriterieeteseeste st e st este st esteetes st essestesseetesstansesssesssassesstesstenseassenssessesstenseessesseenseessesseeseessenseenseessenteenseeseeteensenseen 104
HOW O SAVE Gt HOME (2:35) c.uiiiiiieeiieeieeeieeeee et e eiteeeteeeteeeseeeaeeesaeeeseessaeesseassessssessssensseeseesnssessssesaeeseessssessseeseesseesnseenseennnen 104
HOW O SAVE ON FOOA (B:14) ciutieeieeeieeeeiee et eete et eecteeeteeetee e seeeaeeesteeessesssaeesssassesssseessseesseeseesnssessseesaeeseessssensseenseesseessseenssennen 104
HOW O SAVE ON YOUI CaAl (2:05) cuuiiiuiieciieeiieeeieeeiieeeiteeeteeeteeeseeeseesaeesssessseessaeessesssessseesseeessesssessssessseseseesssessssensessassesssesssssnsen 104
How to Save at Your FiNnancCial INSTITULION (T:46) .uiiuiiiiieeieeiee ettt et eeteeereeereeereeeae e saesseesaeeesseessseessessssenssesseessseenses 105
HOW to Manage YOUr Credit Cards (1:55) it iiriereriierteriesitesieestestesseessestessessesssessesssesseessesssesssessesssessesssesssessesssesssessesssesssens 105
How to Save Using Your EMployee BeNEFits (2:33)..uiiiiririiiriirieeiiriterieeitesieeteetesieete st esaeetestesseetesssessesnsesssessesnsesssensesnsens 105
HOW tO SaVe ON SUDSCIIPTIONS (1:27).uuiiiieiieieeienieesieetesiteste et e st este st esteeste st esseestes st e seessesssessasntesssensesssesssensesssensessesssensessenssens 105
LEADERSHIP & MANAGEMENT 106
ACCOUNTABILITY ctttttettteeeeiiitttee et eeeesrtteee et s s sesreateeeesesssssssasaaeesssssssssssseaessssssssssssseesessssssssssseesssssssssssssesesssssssssssseeessssssssnnaes 106
Y YololoT0 gt xe] oY LY I =Te [ =] =TSRSS SRSURRRNt 106
Driving Performance and Responsibility Within YOUr TEAM (5:147) .uuiiiriereeieeeeieetesitesieeteseesteetesaeeseeetesseessessesaeensens 106
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Building Accountability—Managing YOUIrSELf (B:45)....iuiiririiirierieeierierieeitesieesteesteseestestesseetestesseesesssessessesssessessesseessessens 106
Building Accountability—Taking OWNErship (4:19) ..uiiiiieiieeerieeiteeteriee et rte et eseete st e saeete st esseetesssesseesesssessesssesssensesnsens 106
Building Accountability—Trust and Performance at WOrk (8:34).....ciiieriereeiienieieeiestenieete e eseeetesaeeseestesaeessessesaeensens 106
CHANGE MANAGEMENT ottt ettt ettt eeetteesetteeeeeteeseeusteesssseteeseseeesasnseeesansteessssseesasssseessssseesssssseesssssseesssseesssssseesssnnne 106
Change Management: Phases, BehaViors Qnd MOQELS .......c.eecueecueeciieciieceeseecieecieecteesieesie e steesaeesaeesasesseesseeseeees 106
CRANEE PRASES (B:17) eeruterieeierieeiteeiesieestestesteestesstesteetesstesseentasssessesstesssessesnsessesnsesssessesnsesssessessesssensesssesssensesssesseensesssesseensesssesses 106
Change BENaVIOrs (3:10) cicieiireerieeiesieesiestesteestestesteetesstesseetesssessesstesssessesssesssessesssessesnsesssessesssesssensesssesssensesssesseensesssesseessesssessen 106
CRANZE MOAEL (4122) ..ottt ettt ettt e st e e e e st et e et e s st et e e te s st enseessesseanseestense e s e e st esseesseessense e s esssanseesseeseenseessasseensesnsensean 107
Change fOr MaANAZEIS (5:55) civieierierieriierieerteetesieestestesteestesseessesstesseessesstessesssesssessesssesseessesssessesssesssessessesssessesssessesssesssensesssessaens 107
COACHING . ceteeettee ettt et te e ettt e e ettt e seatteeeesseteseensteesesueeeeaesetesassreesasnsteesasssaeeaansstesasssseesansseesessseeessnsseesssnsseesssssneessssseeessnne 107
(00eYo ol T e B 1 AR 107
INtroduction t0 COACHING SKIllS (4:38) ...uiiiiiiecierieieeieseerieet et ste et e ste et e st e ste et e st esae et esstesesstesstesesssesssensesnsenseensesssenseensesnsans 107
THE ROOKIE (5:02)..utiiiiieeieeeiieeiteeeiteeeteeeteeeeteeeiteeetteeesseeseeesseeesaeasseessseesssaastessssesssseesseeasaessseesssseasaseesaesassessssesaeesseesnseessseenseesseennses 107
The EVEryday PLAYEr (4:00) . ..ciciiieeeerieeiieseesteeitenieesiestesseestesstesseessesssessesssessssssesssessesssesssessesssesssessesssesseessesssessesssesssessesssesssesseses 107
THE KEY PLAYEI (B:52) cuuteitieiiieesieetesitestesitesteestestesteestesstestesstesseessesstasssensesstenssensesstenseassesssesesstansesssesssensesssesstensesssesseensesssensesnsesses 107
THE CAPTAIN (4108 .iuiiiuieiieeiieeenieeterteste et e st e ste st e s e estessee st e e tesseessesstasseessesstesasnsesssensesssenseeseestanseensesaseseessesseansesssenseensesssenseensenses 108
The CoacChing CONVEISATION (4:56) ...cciiiieierieeiiereerieeiteseesiesteseestestesseessesstesseessesssessesssesssessesssessesssesssessesssessesssesssesseessesssessesnes 108
Understanding and Using Learner Archetypes (15:00) ..cciiiiriireerieneereeiteseesieesteseestessessesssesssessesssesssessesssesssessesssessessesssens 108
EMPLOYEE RECOGNITION eiiiecttteieitteeeeitteeeiiteeeestteeeestteeeeseeesaensteesassseessassstessssseesssssseessssssesssssssesssssseessssseesssseeessssneens 108
EmpPLloyee RECOGNIEION PrOGIOIM ...cccueeeueeeeieeieeesiesteesueeestesseesssesstesseesssesssasseesssesssesssesssesssesssesssesssesssesssesssesssesssesssesssesssees 708
Employee Recognition: 01. The Basics of Employee Recognition Programs (6:10) ....cccceveevuerreerieerienieeneesieneesseessesseneens 108
Employee Recognition: 02. Types of Employee RecOgNition (6:13) ..cciiciriereerieriienieeieneerieeteseesiessesaeessessesseessesssessesnsens 108
Employee Recognition: 03. Employee Recognition VENAOrS (4:53) ..cciiciriereerierieerieerieneenieesteseessesssessesssesssessesssesssessesssens 108
Employee Recognition: 04. Your Role in Recognizing EMPLOYEes (5:09)...ccciiiiiriereriiinienieeieneenieeteseeeseeessesseessessesanensens 109
Employee Recognition: 05. Making a Case for Employee Recognition Programs (5:09).....ccccceeeeviereeneenienseeneeseeseennens 109
Employee Recognition: 06. Launching an Employee Recognition Program (6:31)....cccccereererreeneesienieeneesieseeseeesseseeneens 109
LEADERSHIP ettt ettt ettt sttt e et te e ettt e s et b e e s et e e e sse e e s e ssaeesasssaeeaasssteeanssaesesnsaeesasnseeeessssaeessnsseesssnsteesesnseeessnnneens 109
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FUTST ATQ ottt ettt ettt ettt et estt e st e e s te e st e st e st e st e st et e e st e st e st e st e st e st e st e st e st eesteeateesteesteeateentenateenteentenntanns
FIrst Aid: SNOCK (7:00) ..uiiieiiieiieeieeeieecee et eiteeet e et e e rteeeteeesae e seeeaseesseeessessaesaseeesaeesseesssessss e sasesaessssessseeasaesseesaseensseenseeenseennses
First Aid: Heat Illness (7:00) ...........
First Aid: Electrical Shock (7:00)...
Introduction to First Aid (8:51).......
BrOKEN BONES (5:40)...uuiiiiieetieeeieeeiteeeteeeteeiteeeiteeeiteessseesssesisseesseeassesassesssssestesassesssessssesssasassessaesssseasssesssesaseesseessssesssesaseessseesssenns
BUITIS (B8:00) c.uveeeteeeiieeieeeeeeiteeeiteeeteeeteesseeeseeeseaessesassessseesssaasaeassesssessssaasteessesssseasssaasseeseessseessssensasenseessseessseensseenssesseessseensseanns
Bites, CULS, ANA SCraPES (B:57) wiecterreererriereerieritesieestesteseestesstesseessesssessesssesssessesssesssessesstesseessessesssessesssessesssesssessesssesssessesssesaens
CROKING (B104) cutitteieeiesteesteete st ste et e st et e st et e et e sae et e et e s st et e e st e seesseestenssenseeseenseanseeseensee s eeseesseesseestenseessesseenseestesseensesssensaensesnsensean
AED TTAINTNE (5:12)iiteitesieeiieieenieetestteste et e steestestesteestesseesesstesseessesstasssessesstessaensesssenseessenseansesstensesssesssensesssesseensesssenseensesssensesnsenses
SEIZUIES (T7:39).uuiiitiiitiieeieeeeteecte et e e et e e tteesteesteeeiteeebeeessessaeesseeasseeasseassseessseesseerssesnsseesseenseessseeenseensssesaesnseesssseasseesaeenseessseenssennseens
Diabetes (8:36)....cccceeeveecreccreeereennen.
Toxic Plants (9:49)
Bug Bites and Stings (11:55)
EpiPens and ALLergic REACTIONS (B:20) ...uiviireriiereerieriesieeriestesteesieetesseestestessesssesssessesssesssessesssesseessesssessesssesssessssssesssessesssessens
SEFOKES (T209) . utiiiiiiiieecieeee ettt et e e cteeeteeete e e rbe e et e eesse e saeesseeesaeeasseessessssaseeerseeessseasssersaeesseeesss e sseensaesnseessseensssesaeenseessseensseeseans
Mammal Bites and SCratCRES (T:13) ittt ete e ete e et e e rteeeate e saeeseeesseeesaeessessseessseeseesnssessssesessseesnseenssennnen
SNAKE BITES (8157 uiiiuiieetiieiteeiiteeeteeetteeiteeeteesteeeeteeeiteeestesesseeseessseeessasssessssaasssesseenssesssaesaeeseesasseassseasasanseessssensssensaeeseessseessseenseens
FOFKUTE BEST PIOCTICES c.uveevieieetieetieeteeeteeettesteesteesteesttesseesseesseesseesssesseaseesssasssesssasssanseesssesssesssesssesssesssesssesssesssesssesssessenns
PRYSICal CONAITIONS (B:148) .viiuieiieierieeieeiereesteetesteesteetesteestesstesteetesseesseestes st essesssesssenseestenssansesssenseensesssensesssesssenseensessaensesnsensaens
SaATE TraVel PracCtiCeS (3:23) coiiiiiiiiieieeeiteeeie ettt eteee et eete e et e e eteeeteeesteesseeeaseeesseeeseessseesssessssesseessseasssensaeeseessseensseenseeenseesnseesnseen
Pedestrian Traffic CONCEINS (2:39) ..ttt ettt e et e ete e e e e s teeete e ate e seeesseesse e seeesssessseessseeseesnssesssseseesseesnseensssennen
Ramps and Grades (2:05) ..ccoceeverieeneenienienieeieseesieeaennes
Tipovers and Loading Docks (1:41)
Narrow Aisles and Enclosed and Hazardous Areas (4:53)
FOrKUTt SQFELY FOI MONOGEIS.c..uieciieeiieeiieeiieeteeieeitestesttestestesstesseesssesssesstasssasssasssasssesssasssesssasssesssesssesssessesssesssesssassees
Introduction to FOrklifts fOr Managers (12:37) .. iiriccieriereeiereerieeteseeste et e steeste et e s e e te s st esseestesatesseessesssensasnsenssensesnsesseessesnsens
FOrKUTt SQFELY FOI EMPIOYEES ..cutieeietieeteecteesteesttectt et ettt s e st e et e ttesseasseesssesseesseasstesseasssasssasaenssesssesssesssesssesssesssanns
Introduction to FOrklifts fOr EMPLOYEES (11:27) cuiirirciereerieeierieerieetesteete st esteestesseesseestessaessesstesssesesssessesnsesssensessesssessesssesseenes
Forklift Operations for Employees: Pre-0peration (5:53) ...cccicieiiriereriienieeniesiteseestessesseessessessesssesseessesssessesssesssessesssesssenss
Forklift Operations for Employees: Traveling and Man@uUVEring (6:26) ......cccecuereerierruereeriesieeseensessesseessesssessesssesssessesssenns
Forklift Operations for Employees: Load Handling (B:08)......ccceeierierierieneerienienieerieseesieestesssesseessesssessessessesssesssessesssesssenns
Hazard CommuUNICAtION FOI EMPLOYEIS....ccuecuieeieeeiieeieeeieeeteesttestteettesttesteesttesttesseesseesstesseesssesssesseesssesssesssesssesssesseesseanns
Hazard Communication for Employers: 01. Creating an Effective Program (4:16).....cccceeeevereenersieneenenieneesiesseseenaenns
Hazard Communication for Employers: 02. Labeling (6:30) ..cccieciirierieriierieeriertesieerteeeesieesteseesaeessesseessessesseessesssessesssesseenns
Hazard Communication for EMployers: 03. SDS (B:37) cceecuerceerieeriereerieeiteseerieessesseessessessesssesssessesssesssessesssesssessesssessssssesssens
Hazard Communication for Employers: 04. Training ReqUIremMents (5:56) ....cccecuereerieriiereesieneenieenieseesieessessessessseseessens
Hazard CommuniCAtion FOr EMPLOYEES......uucuuecieeiieeeeeteecteeeteestteeteesttestte st e st esseesseesstesssesssesseesseesssesssesssesssesssesseesseenns
Hazard Communication for Employees: 01. Introduction to Hazard Communication (3:44)
Hazard Communication for Employees: 02. Understanding Labels and Pictograms (6:38) ......ccccceevereeriervenieenvennennens
Hazard Communication for EMployees: 03. SDS (7:27) coueciriereeriereerieeitesieesieesteseestestesseessessessesssesssessesssesssessesssesssessesssens
HOZOTAOUS MOEEIIQLS ..cuveeiieeieieetieeieeeteeettestte st e et e st e et e st e s tt e s st este e s st esstesseasssesssasssesssasstesssesssasstasssesssesssesssesssesssesssesssenns
HAZWOPER OVEIVIEW (B:44) .utiieeeeeteeeeeeeiteeeeeeeeeeiteeeaeessseessseesssasssesassessseesssesssesassesssesssesessesassesssessssssssessssessssensesssssessssessssnnsen
Understanding HazardOUs WaSTe (10:13) c.eeceecieriereriiereerieetesieestestesseestesstesseessesssessesssesssessesnsesssessesssesssessesssessesssesssessesssessens
Hot and Cold Weather Safety
HEAT STIESS (5:11) tiiiieiiieeieeeie et et ete e et e e rteeete e e teeetaeeaeeeaeeesaeesaessaessseeasteesaeesssaasssenssaeaseeseseesssseasssensaesnseessseensssessesseessseensseanns
Cold Stress (8:40)...cucccveecreeccveeenneens
Working in Hot Weather (4:50)
WOrking in Cold WEAThEr (B:19) ...iiuiiiieieeieeieeierieesteet et ste sttt e st e st et e st e sae et e et esse e st esatessesatesstensesssesssensesssenseessesseenseensesseensasnss
Personal ProteCtive EQUIPMENT (PPE) ... eecieetieeieecieeeieeeteesteesteestsesseesseesssesseesseasssesseesssesssasseesssesssesssesssesssesssesssenns
INTrOAUCTION TO PPE (5:58) .uiiitiiiiieeiieeiieeeteeeteeeeteeeiteeeteeesaeeeseeeseeessesassesssseessseessesssesssseassesseesssessseesssesassessssensasensessassessssenssennsen
Hand and Arm Protection (8:29)....
FOOT aNd LEE PrOtECTION (7:37) uieciiiiesieeiesiterieetesteestestesteeste st esteeste st essaete st essesstessteseestanseensesnsenseensesssesseessesssensesnsesssensessesseens
HEAM PrOTECTION (4:57) tiiieeeiieeetieeiteeeteeeee e et e et e eiteestaeesteessseeeaeeessessaessseaesteeessesnsseesssesssaeasaeessaessssaasssensaeeseesaseessssensseeseesnseessseenns
EYE aNd FACE Prot@CTION (B:16)..ccuirieriiriiereerieriesieertestesteestesstesseestesstesseessesstessesssesssessesssessesssesssesssensesssessesssesssensesssesssensessseseens
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HEAINE Prot@CTION (5:20) i iiiierieeierieerieetesitestestesteestestesteestesssessestesssesseessesssessesssesssensesstessesssesssesseensesssessesssesseensesssesseessesssessaens 184
RESPIrAtOrY PrOtECTION (7:17) uiioiieiiieeieeiesitesiestestee e st e st e ste st e st e et e st et e et e st esseestesstenseestesssensesntenseensesssenseensasseenseensesseenseensesseans 184
CONSErUCTION INAUSTIY PPE (7:39)..iiiuieiesieitieiesieeitesitesteestesieesteetesseestesstesseessesssessesssesssessesssesssensesssensesssesssensessesseessesssensesssesseens 184
PPE FOr MaANAZEIS (7:15)iuuieierueerieeierieeniertesieestestesseestesssesseesesssessesssesssessesssesssessesssesssensesssessesssesssessesssesssessesssesseessesssessesssesssesasns
Physical Safety Ergonomics
Common Physical Labor ErgonomiC ISSUES (8:20) ..ccuiirieriereerierienieeiteseesiestesseestesssesseessesssessesssessssssesssessesssesssessesssesssessesssens
Body Mechanics and POSTUIE (5:59) .c..iiiiiieriirierieerieetesitesiesitesteestestesseestestessesssesstessesssesssessesstesstensesssesseensesssessesssesssensesssesseens
Tools and EQUIPMENT ErEON0MICS (B:04) ..cuiiiuirierieeiierieenieeteneesiestesseestestesseessesssessesssesssessesssessesssesssessesssesseessesssesseessesssessesnee
Warming Up and COOLlING DOWN (5:20) ..cciiriecierienieeienieeiestenieestesseessesssesssessesssessesssesssessesssesssessesssesssessesssessesssesssessesssesseessesses
Safety & Health Program MONOGEMENT .......c.ueceecuieeieeeieeeteeeteesteeeteesttesteesstesseesseesseesstesseesssesseesseesseesssesssesssesseesseeseenes
Workplace Energy Control Program (7:00) ...cceeeceeciereerieeiteneesiesteseesteseesseessesseessesssessesssesssessesssesssessesssesssessesssessesssesssessesses
Hazard Communication Program (7:00) ....ccicuereereriieneerieeteseesteetesseestesstessessesssesseessesssessesssesssessesssesseessesssessesssesssessesssessens
Recognizing Workplace Hazards (7:00).....ccuieieriererieneerieetesieesieetesseestesstesseessesssessesssesssessesssesssensesssesssessesssessssssessessesssessens
Heat STresSS Program (7:00) ... i i reeeetereesieetesteestestesseestesstesseessesssessessesssessesssesssessesssessesssesssesseensesssessesssesssessesssessessessseseens
SATELY ALEITUAES & ACTHIONS.cuuiectieetieeteeeieeetteetteett et e et e et e ste e st e s st este e s st esseesseasssesstasseesseasstesssesssesssasssesssesssesssesssesssesssesssanns
Your Workplace Safety CULLUIE (7:00) ...iiiirieiiieierieeitesteeriestesteeriestesteestestesseestesssessesssesssessesssasssssesssensessesseessesssesseessesssessenes
Your Workplace Safety AtLITUAE (7:00) .. i iiiiiiereeiteeieerieetereesie et e st estestesteestesstesaeestesssessesssasseesesssenseesesseessesnsesseensesssensennn
SATELY FOI EMPLOYEES .ttt ettt et e et e ett e s te e s st e s st e st e st asseasstesssasssasseasssesssesssasssesssesssasssesssasssasssesssesssenns
Safety for Employees: Machine Guard Safety for Employees (4:51)
Safety for Employees: Flammable and Combustible Liquids for Employees (5:39)...ccccccereenierienernieneenieeieneenieenennes 187
Safety for Employees: Carbon Dioxide for EMPLOYEES (4:24)..c.uiiiieiiieieeierieeiestesteetesesesteestesaaesaesses e ensessesaeensesssenses 187
Safety for Employees: Carbon Monoxide for EMPLlOYEes (5:40) ..civiecierierieriienieenieseenieeieseeesieessesseessesssesseessesssessesssesssenses 187
Safety for Employees: Propane Gas Safety for EMpPLloyees (4:08) ....icirierieiineeienierieetesieesieeteseee e ssseseeensessesseessessnennes 187
Slips, Trips, and Falls fOr EMPLOYEES (5:28) ...iiiirieiirieiieierieeriestesieestestesteeste st et estessesssesssessasnsesssessasssesssessessesseessesssensesses 187
Portable Fire Extinguishers for EMPLOYEES (8:28)..cccuiiiiririiirierieeierieesieeitesieesteetesseestestesseesesstessesssesssessessesssessesssesseessessens 187
SATELY FOI MONQGEIS wveeeveeveeeteeeteeetieeteesteesttesteesteesseesstesseesstesssesseasssasseasstesseasssesssasssesseasssesssesssesssesssesssesssesssesssesssesssesssesns 187
Safety for Managers: Machine Guard Safety for Managers (4:52) ... iiieieneiieeeeseerieeeesieestesiee e este s e ssestesaeesaessenses 187
Safety for Managers: Flammable and Combustible Liquids for Managers (5:52) ....cccceverciereeniereeneesieneenessieseeniesssennes 188
Safety for Managers: Carbon Dioxide for Managers (5:06).....cccccereereriiereerieeiesieesieseesieeseseesseessessesssesssessesssesssessesssessessses 188
Safety for Managers: Carbon Monoxide fOr Managers (8:25)....ccuuiirirrierieerieeierieesiestesieestesseessessesseessesssessesssesssessesssessenses 188
Safety for Managers: Propane Gas Safety for Managers (4:16) ..uuiiiveriereeiienieeriestesieestesesesieetesesessesssesseensessesseensesssenses 188
Safety for Managers: Powered Industrial Trucks for Managers (4:56) .....ccecereerieriieneenienienieesieseeesieesseseessesssesseessesssenses 188
Slips, Trips, and Falls fOr Manag@ers (5:37) ciiiiiireeiereerieeiterieestestesteeste st esteeste st essessesseessesssessasssesssessessesssessesssensesssesssensesses 188
Portable Fire EXtiNgUIShers fOr ManagErS (T:47) ..t eieeeerieeteseesteestesteesteetesaeeste st esseentesstesseessesssessasssesssensesnsesseessesnsens 188
SUiPS, TIPS, QNGO FQULS oottt ettt ettt e vt e st e e et e e st e e s st esseesssesseasseasstesseesssasssasssenssesssesssasssasssesssenssanns
When Falls Happen (7:00)
Slips, Trips, & FAlls 1: CAUSES (T:00)..iiuiiierieeiierieerieeieseestestesteestestestestesseessesstesseessesssessesssesssensesssesssessessesseessesssessesssesseessesses 188
Slips, Trips, & Falls 2: HAZAIAS (7:00) cuivciirieiiereerieeiierieerteetesteesteseeesteestesseessestesseesesssessesssesssensessesssessessesseessesssessesssesseessesses 189
Slips, Trips, & Falls 3: Prevention (7:00).. .. i eeiereerieeitesieestestesteesteseessesstesseessesssessesssesssessesssesssessesssessesssesssessesssesssessesses 189
Yo 18V o] V3o TaTo B Moo Lo =T =3O USSR 189
Ladders: YOU Need tO KNOW (7:00)....cciiiuieeieeeeeecieeeiteeeteeereeeiteeeteesssesssesseeessesssessseesseeessesassesssessssesssessssessssensessessessssessssnsen 189
Stairways: YOU Need 0 KNOW (7:00) . i iiiierierierieeiesieerteetesteestesseesseestesssessesssesssessesssessesssesssessesssesssessesssesseessesssessesssesssessesses 189
When Falls HAaPPEN (T:00) .iuiiiiiierieieeieeeesteetesteesteetesteeste st esseetesseessesssessesssesstensesssesssessesssesseessesssessessesssensesssesseessesssesseessessees 189
WORKPLACE VIOLENCE ..ottt ittt ettt ettt setteeeettteseesteeseeusteesesetessensteesasnsteesssnstesssnsseesassseesssssseessssseessssseesssseeenans 189
ACTEIVE SNOOTEI RESPONSE ..uveeeiieieetieeieesteeettestteeteesttesttesstesseesseasssesseesseasssesstesssasssesstesssasssesssesssesssesssesssesssesssesssesseessenns 189
Managing Consequences of an Active Shooter INCIdeNt (7:00).....cuciirieierierieieeeerieeiese e este e steetesaeesteetesaeessesaesanensens 189
Active Shooter Myth VS REALTY (7:00)...iiiirieiiirierieeiiereeriesteseesteete st estestesteestesstessesstesssessesssasseesesssensesnsesseessessesseensesssessennes 190
Prepare NOw for an ACtiVe ShOOTET (7:00)...iiiiiiireeierierieeiesieertee et e ste et este e teetesaeetesssesseestesstensesssesssessesnsenssensesssenseessesnsens 190
SUNVIVAL MINASET (7:00).uuiiiieitieiieeeeeeieeeiteeete e it e erteeeteeeaeeeseeeseeessesesseessaessseesseasseessaeesssesaessseessseasasssaesssseesssensaeeseessseessseenseens 190
When Law ENfOrcemMeNnt ArrivVES (7:00)....iuuiiiiieeeeeeieeeiteeeeeeiteeeiteeeteesteeeeseeesseeesseesssesssessssesssesssesssessssenssessssessssessesseseessseessen 190
Run, Hide, Fight from an AcCtive SHOOLTEr (7:00)...cciiciirieriieiereerieeterieerte st esiee e st esteetesseeste st esseessesssessesssesssessesssesssessesssesseenes 191
Workplace Violence: Warning SigNs QNd PreVENTION ......cuccveceeeeeeeeeeeeieseesiestesitessessessesssesssesssesssesssesssesssesssens 191
Responding to Aggressive Behavior at WOrK (7:00) ...c.eiceeciereererieneenieseesieestessessesssesssesseessesssessesssessesssessessesssesssessesssessaenns 191
Risk Management Basics: ViOleNCe AWAIrENESS (5:11) coiirieiiriirieeienieeiiesieesieesteseesteestesssesseestesseessesssesseessesssessesssesssessesssesseenes 191
Violence Awareness: The 4 Types of Workplace VIolenCe (9:38) ...cciiiirienierienieeiereeieetesieesieete e esteetesaseseestesseeseesssenaes 191
Workplace Violence fOr EMPLOYEES (8:23) ..icciiiiiririeriieiienterieeitesieesiestesseestesstesseestesssesseessesssessesssessssssesssessesssesseessesssesseessesseens 191
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Workplace Violence fOr SUPEIVISOIS (9:34) ciiiiiiriiiereerieetesieeitesitestestesseestesstessestesstesseetesssessasstesssessesssessesssesseessesssesseenseseens 191
Workplace Violence Warning SiZNS (7:00)....ucuuuiereeriereerieeiterieesiestesteesteseessesstesssessesssessesssesssessesssesssessesssessesssesssessesssesssessesses 192
Workplace Violence Prevention Strategies (7:00) ...t iiriereriienieenieetereesteseesteessesseessesssessesssesssessesssesssessesssesssessesssessessses 192
Workplace Violence: YOu Need tO KNOW (7:00) .ccueecuirierieriiereesieeteseesieseesseestesseessesssessesssesssessasssesssessesssesssessesssesssessesssessessses 192
Managing Consequences of a Workplace Violence INCIAent (7:00).....cccuirierierieriienieeiienterieeteseesieesteseeseesssesseessesssesaeensens 192
WORKPLACE SUSTAINABILITY 193
SUSTAINABILTY BASICS...eiiietteieeiteeeertteeeette e ettt seesteeseseteeseseeesaesseeesasssteeasssstessssseesasssseesssnsseessssseesssssseeessssseesssnseesnsns 193
BOISICS eutttetteeette ettt ettt et e et e et e et e st e e bt e e u b e et e e bt e e bt e e a b e e a b e e e a bt e e bt e e st e e at e e e abeeeabe e e bt e e at e e abeeeabee e bae e st e esateenasaeeraenane 793
The BUSIiNess Case fOr GOINE GrE@N (5:142)...cuciuiereecieeeerieeiteeeesieetesseestestesseessesssessesssesssessesssesssessesssessesssesssessesssesssessesssessasnes 193
What Is Workplace SUSTAINADILITY? (5146) cueeciriereeiiereerieeierieestestesieeste st esteestesseessesssessessesssessasssesssessesssesssessesssessesssesseensesses 193
Corporate Social Responsibility vs. Sustainability (8:00) ....cccciecieriirierierieriiereereeite st ertesteseeste s e e steestesseesaesstesseessesssesaesnsens 193
Introduction to ESG: Environmental, Social, and Governance (4:50) .....ccciicuieeeeereeeireeeteeeeeesreeesreeereesseessseeeseeessessssennns 194
Creating a SustaiNability STrategy (B:45)...iuciiiieriiriereeierterieerte st erteetesteeste st esaeeste st esseestesssensasstasseessesssensesnsesssensesssenseensesssans 194
Engaging the Team in Workplace Sustainability (6:19) .icuccuiiiireeiiieieriee ettt ettt ae et e st e sae et e st e saesbe s e esanennans 194
SUSTAINABILTY STRATEGY IDEAS. ... ettt ettt ettt ettt e s eeitte e st e e sesteesesssteesesaeeeeesnsaeesasnsaeesesnsaeessnsseesssnsseesssnseeesns 194
Yo 1 =Ye VAN Lo [=Te [ SRS PR SRRPRUPRRRNt 194
ENErgy CONSUMPTION (B:38).cuiiiiieiiriieiirienieesiertenteestestesseessesssesseessesstessesssesssessesssesssessesssessesssesssessesssesssessesssessessessseseessesssesaens 194
EXPLoring Waste ManagEmMENT (B:47) cuiicueriereeierieesieetesieestestesteestesstesseessesstessesssesssessesssesssessesssesssensesssessesssessessesssesssensesssesaens 194
Transportation SUSTAINADILITY (5:37).iiiciiieririierierieeitereerte sttt e ste et et et e st e ste e tesae e se st esseesesseesseensesseesesnsesseessesnsenseensesssensennes 194
Water CONSEIVATION (B:20)..iiuiiiiieeieeieeeteeeeeeiteeeiteeeteeeteeseeeaeeeseeessesisseesseeesseeassesssseessseaseesassesssseasasenseessseeesssensaeeseesseessseenseens 195
Green CLleaning CONCEPTS (B:13) wiviirerriereerierierieertestesieesteseestestesseessesstesseessesssessessesssessesssessesssesssessesssesssessesssesseessesssessesssessaens 195
Green PUICNASING (B:28).uuiiiiiieiiieierieeiiesiesteestestesteetesstesseestesssesseessesstesseessesssessesssessesssesssessesssesssensesssesssessesssesssensesssesseessesssessen 195
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GETTING STARTED*

GETTING STARTED FOR USERS*

Using Goodwill Academy*
A walkthrough video for navigating Goodwill Academy.

Goodwill Academy LMS Overview Quick Reference Guide Guide*
a Quick-Reference Guide on logging in and navigating for users.

PDP Template - Goodwill Academy*

GETTING STARTED FOR ADMINS*

Implementation Support*

A series of templates to help you plan through all phases of LMS implementation.
QRG - Admin Guide*

a Quick-Reference Guide on administrative back-end functions for administrators
Additional Video and Resources*

Users* (4:00)
This video will show you how to perform user administrator functions.

Enrollments* (4:00)
This video will show you how to perform enrollment administrator functions.

Reports* (4:00)

This video will show you how to perform reporting administrator functions.
SURVEYS*

GWA Feedback Survey*

Demographic Survey*

Promotion Survey*

Suggestions*

GOODWILL ACADEMY ON-DEMAND LEARNING CATALOG | 2024 29



5
Goodwnll

academy

BOARD
DEVELOPMENT

BOARD DEVELOPMENT RESOURCES

Board Development and Governance Playbook

The Board Development and Governance Chapter outlines the roles and responsibilities of the CEO
and the board in the success of your Goodwill organization. Your organization will grow stronger with
a clear distinction between the management and governance roles as well as ongoing investment in
developing effective leaders.

Local Goodwill Boards Exchange Site

Optimize your local Goodwill® board’s governance. Governance resources from Goodwill Industries
International (Gll) include playbooks, consultations, roundtables, and more to support local board
development and training.

BOARD DEVELOPMENT TRAINING SERIES

Board Development Training Series

Board Overview and Responsibilities (10:00)
This lesson will discuss the main functions of a board and individual Board member’s fiduciary
responsibilities.

Board Composition (10:00)
This lesson will examine board recruitment steps including the use of a board composition and
recruitment matrix, the recruitment process, and onboarding new board members.

Self-Assessment and Effective Meetings (7:00)
This lesson will help board members to understand the importance of board self-assessments and
learn best practices for effective meetings.

Governance and Management (10:00)
This lesson will distinguish the differences in board governance versus management and explain the
structure of a Goodwill board and their committees.

Bylaws (10:00)
This lesson will explain the interaction of Articles of Incorporation, bylaws, and policies, and explore
the key components of bylaws.

Executive Compensation Compliance (6:00)
This lesson will help board members be able to implement key compliance practices for executive
compensation.

Goodwill’s Federated Model (5:00)
Learn about Goodwill’s federated model and how the Goodwill network balances centralized
coordination and local autonomy, while sharing a core mission and brand.
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CONFERENCES
AND LEARNING
EVENTS

DELEGATE ASSEMBLY
Delegate Assembly 2024

Advancing and Protecting the Goodwill Brand

This course provides a curated selection of highlights from the Delegate Assembly 2024 session on
the future trajectory of the Goodwill brand. Guided by the 2024 Deloitte strategy work, these
snippets offer valuable insights into the current state of the Goodwill brand, its cultural impact, and
proposed strategies for enhancing brand protection and equity. This course is designed for Goodwill
network members, brand managers, marketing professionals, and anyone interested in the strategic
direction and protection of the Goodwill brand.

Introduction

Analysis

Application

New Lives Campaign

Conversations with Dr. Opal Lee

This course contains video recordings from the keynote conversation with Dr. Opal Lee at the 2024
Delegate Assembly Dr. Lee is a trailblazer in the fight for justice. These curated highlights feature
inspiring and thought-provoking dialogue with Dr. Lee and her granddaughter, Dionne Lee, who
carries the Juneteenth legacy forward. Dr. Opal Lee unravels the origins of Juneteenth and its impact
on African American history, while Dionne Lee shares her perspective on resilience and hope.
Together, we explore the intersection of Juneteenth and Goodwill’s mission, discussing how the
pursuit of freedom aligns with creating opportunities and empowerment. The course is designed for
all Goodwill network members.

Part 1

Part 2

Part 3

Part 4
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Addressing Competitive Threats

This course contains video recordings of speakers addressing competitive threats presented at the
2024 Delegate Assembly. These curated highlights offer insights into how companies face
competitive threats and emerge successful, the competitive product landscape, and the potential
of the Goodwill market. You will be able to identify resources available for the Goodwill network to
navigate this competitive environment together. This course is designed for Goodwill network
members, C-suite professionals, Donated Goods Retail leadership, and anyone interested in
addressing competitive threats.

Introduction
Strategies and Tactics to Execute
Our Motivation for Aggressive Growth

Q&A

DIGITAL SKILLS,
AWARENESS AND
LITERACY

ARTIFICIAL INTELLIGENCE (Al)
Artificial Intelligence Basics (Al)

01. What is Al? (6:09)

Artificial intelligence, or Al, is no longer a concept confined to science fiction; it's a transformative
force that's already reshaping industries across the globe. From healthcare to finance, manufacturing
to retail, Al is becoming an integral part of everyday life. Al's most basic definition is a machine's
ability to perform tasks that typically require human intelligence. These tasks include learning,
reasoning, problem solving, understanding natural language, and adapting to new situations. In this
course, we'll talk about the importance of Al, the primary components of Al, and common Al
applications.

02. Applying Al to Business (6:49)

Artificial intelligence, or Al, is reshaping the way many industries do business. If you're considering
how to apply Al to your organization, this course is for you. In this program, we'll discuss the
significant advantages that artificial intelligence offers, go over many common applications, and talk
about various industries that are using Al to their benefit. Lastly, we'll cover some best practices
and precautions to consider before implementing Al in your organization.

03. The Ethics of Al (6:15)
As artificial intelligence becomes a larger part of business operations, it also raises a number of
ethical questions. Al systems are powerful and extensive, so it's essential to address these concerns.
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In this course, we'll explore the critical ethical considerations surrounding the use of Al in the
business world.

Using Artificial Intelligence

Different Types of Al (8:45)

Artificial intelligence is quickly becoming a major component in many different industries, and there
are numerous ways it can be used to augment and enhance your day-to-day operations. In this
program, we'll talk about the different types of Al and how they're being applied to business
processes to increase efficiency, reduce costs, improve customer experiences, and drive innovation.

Al Security Concerns (7:54)

As more companies integrate artificial intelligence into their daily operations, understanding and
addressing security risks becomes essential to its responsible and ethical usage. In this program,
we'll talk about some of the major security concerns surrounding Al. We'll discuss cybersecurity
threats, data breaches, and Al data and algorithm manipulation. We'll also go over methods to secure
your Al applications and cover ways to monitor and maintain regulatory compliance.

Al Regulation and Compliance (8:00)

Artificial intelligence is a new and evolving technology, and as such, the landscape of Al regulations
and compliance is not set in stone. Because Al has powerful and far-reaching implications,
lawmakers understand the critical need to introduce comprehensive regulation, emphasizing
transparency, fairness, and data protection. As this concept continues to quickly evolve, companies
will need to maintain compliance while staying up-to-date on ever-changing regulations. In this
course, explore existing Al regulations as well as regulations that are currently in development. Also,
learn Al ethical best practices that help organizations stay within the law.

Using Al for Customer Service (6:56)

Using Al for customer service improves customer satisfaction and loyalty by making your customer
service routines more efficient and quicker to respond to customers. It allows companies the
opportunity for personalization to help meet specific customer needs, and it reduces the costs of
customer service through automation. In this course, we'll talk through the different types of Al
tools available for customer service, including chatbots, virtual assistants, and predictive support.
We'll also discuss some challenges and future trends that businesses should consider.

How to Use Generative Al (8:04)

Have you ever used Al to create pictures, music, or text? The technology behind Al is constantly
evolving, and it's capable of recreating so many kinds of content. In this program, learn about
generative Al and how to make the most of it. Explore ways that other businesses are benefiting
from it, learn about its limitations, and discover some best practices for using generative Al.

CYBERSECURITY AWARENESS

Authentication

Authentication: You Need to Know (7:00)

Authentication is the means of verifying your identity to gain access to privileged content. In this
course, Authentication: You Need to Know, you’ll learn about 3 common types of authentications
used for network security.
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Multi-factor Authentication (7:00)

Multi-factor authentication is like Cinderella’s slipper. Cinderella can give her name and confirm
where she was before midnight, but it’s only when the slipper fits that Prince Charming knows for
certain it’s her. In this course, Multi-factor Authentication, you’ll learn how to use multi-factor
authentication to add an extra layer of security to your online accounts.

Password (7:31)

Passwords are your first line of defense against cybercriminals - protecting everything from your
personal data and work information to any organizational or customer information your company
holds. In this course, we'll explore a couple of topic areas related to those passwords. First, we'll go
over expert recommendations for creating safe passwords. Then we'll discuss password
management and other ways to protect your passwords from would-be hackers.

Passkeys—The Future of Passwords (6:13)

It's difficult to make and use foolproof passwords for every account you use. And even if you do,
they can be stolen in phishing attacks or other cybercrimes. That's why major tech companies have
joined forces to create "passkeys" instead. Unlike passwords, passkeys are tied to a device rather
than a website. That means you can log in with a PIN or a biometric input, like a fingerprint or face
ID on your device, and your accounts can be more secure than ever. No passwords to come up with
or remember at all!

Cybersecurity Regulations

General Data Protection Regulation (8:46)

The General Data Protection Regulation (GDPR) is a law in the European Union which requires leaders
to have a complete understanding of what personal data is and how it's handled by their company.
Safeguarding people's data privacy rights and protecting sensitive information means properly
obtaining consent and following best practices for compliance.

Introduction to Cybersecurity Regulations (9:48)

Protecting against cyberattacks is all about data security and privacy. This requires you to learn
about key regulations, potential threats, and risk management strategies. Only then can you protect
sensitive data, ensuring legal compliance and maintaining trust in your organization.

General Cybersecurity

Cybersecurity Terminology (7:36)

Cybersecurity is a complex topic, but everyone should be familiar with concepts like data protection
policies, common cyber threats, and some proactive security measures. Understanding these
fundamentals will help you safeguard sensitive information and contribute to your organization's
overall cybersecurity efforts.

Defining Cybersecurity (6:28)

Cybersecurity is essentially the measures taken to protect against criminal or unauthorized use of
electronic data. What steps are taken to prevent these crimes? What exactly are the threats? How
and who do they attack? We'll answer these questions and more in this course on the basics of
cybersecurity. We'll define key terms like cybercriminals, cyberattacks, cyberterrorism, etc. We'll
also review the high-level history of cybersecurity in the United States.
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Empowering Leaders with Cybersecurity Training Essentials (9:29)

Leaders must fortify their organizations against cyber threats through comprehensive cybersecurity
training, utilizing CIA triad principles, effective training strategies, risk assessments, and mitigation
techniques. This ensures that employees are vigilant and well-prepared to recognize, report, and
respond to cyberattacks.

Foundations of Cybersecurity (4:14)

The CIA triad is a set of principles - confidentiality, integrity, and availability - which can help you
whether you're building a cybersecurity framework or just starting to think about your safety on the
internet. They reflect the ways we protect ourselves offline, and are relevant in our digital world.
There's no perfect balance to them because each principle impacts the others, but it's a useful
starting point for your cybersecurity journey.

Managing Cyber Risk (7:00)

An online data breach can expose your email address, passwords, credit card or social security
numbers, and other highly sensitive data. They occur almost daily and have costly consequences. In
this course, Managing Cyber Risk, you’ll learn your role in managing cyber risk at work and at home.

Managing Cyber Health (7:00)

Be honest. If you performed a security audit of your personal home technology and devices right
now, what might you expect to turn up? In this course, Managing Cyber Health, you’ll learn a
preventative maintenance strategy to protect yourself from cyber-attacks at work and at home.

Compromised! Recognize & Report (7:00)

In cybersecurity, compromise describes a successful attack that exposes a system or network to
potentially malicious activity. In this course, compromised! you’ll learn how to recognize warning
signs and what to do if you suspect your device has been compromised.

Think like an attacker (7:00)
What motivates someone to launch a cyber-attack? In this course, Think Like an Attacker, you’ll
examine the mindset and motives behind a cyber-attack, to help you know how to protect yourself.

Your Role in Cybersecurity (8:25)

Have you ever wondered how your everyday actions impact cyberthreats to your company? Then
you'll want some practical strategies to cultivate a security-first mindset. This course empowers
you to play an active role in protecting sensitive data and ensuring a secure digital environment
wherever you work.

Data Privacy

Personal Identifiable Information (PIl) (7:00)

Every day, without even thinking about it, you share information about yourself—at work, at home,
and when you’re out and about. Who is collecting your information, and where does it all go? In this
course, Personally Identifiable Information, you’ll learn how your PIl is used online and how to take
steps to protect it.

Protecting Against Identity Theft (9:33)
If you have access to people's private information, it's part of your responsibility to protect against
identify theft. Cybercriminals use methods like theft and phishing to steal customer and employee

GOODWILL ACADEMY ON-DEMAND LEARNING CATALOG | 2024 35



5
Goodwnll

academy

data. Part of your role is preventing this. Strong security, regular check-ins, and other preventative
measures can help you stay secure and build customer trust.

Data Privacy Regulations at Work (GDPR and CCPA) (7:00)

Data protection laws prohibit the disclosure or misuse of personal information. They provide rights
to individuals, like you, to determine how your personal data is stored and used. In this course, Data
Privacy Regulations at Work, you’ll learn about rights and responsibilities under two data protection
regulations: GDPR and CCPA.

Information Sharing (7:00)

No matter how it is shared, improperly disclosed information may have devastating consequences
for your workplace, its customers, its business partners—or you, personally! In this course,
Information Sharing, you’ll learn strategies for categorizing communications to help you discern
when and how to share information.

Device Protection

Device Configuration (7:00)

Manufacturers often set the default configurations of new software and devices to be as open and
multi-functional as possible, leaving you vulnerable to attack. In this course, Device Configuration,
you’ll learn to apply configuration choices to help keep all your devices secure at work and home.

Secure Web Browsing on a Work Device (9:16)

How often do you encounter cyberthreats online? Your daily web browsing routine might seem
simple and safe, but there are countless threats to your digital security. It's especially crucial to
protect sensitive information on a work device by adhering to company policies and following best
practices.

Software Updates (7:00)

Security holes (vulnerabilities) are like a broken window that invites an attacker to access your
device and personal information. In this course, Software Updates, you’ll learn to make sure security
updates are applied as needed to keep all your devices secure at work and home.

Malware Basics (6:44)

Malicious software, or malware, is intended to damage, disable, steal, or remove data from devices,
computers, or computer systems. The threat of malware is real and significant - it costs businesses
millions every year. By understanding and recognizing various malware threats you'll know what
steps you can take to protect your organization and how to respond to a malware attack.

Ransomware (6:25)

Ransomware is one of the most dangerous types of malware. These are targeted attacks meant to
lock down your company's computer systems and data, with the threat that they'll only be released
if a ransom is paid. It's important to know what they look like, how to avoid them, and how to
respond should they happen.

What is a Distributed Denial-of-Service (DDoS) Attack? (7:17)

Distributed denial-of-service (DDoS) attacks are a significant menace, disrupting internet services
by flooding websites or platforms with excessive traffic, causing disruptions for businesses and
remote workers. Recognizing and responding promptly to these attacks is crucial for mitigating their
impact.
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Phishing

Types of Phishing (5:48)

If you use the internet, phones, text messages, or social media - so, basically everyone - you need
to know about one of the most prominent criminal threats out there: phishing. Phishing is a crime
in which the victim is contacted through various platforms with fake messages intending to lure
them into clicking a link, downloading a message, or giving out personal information to the criminal.
This is an extremely common criminal endeavor and something nearly everyone will encounter in
their lives. So, it's important to know what platforms it occurs on, what types of phishing are out
there, and how to avoid these attacks in general. That's what we'll cover in this course.

How to Avoid Phishing Attacks (3:34)

Phishing attacks can come in many forms: email, text, social media, phone call, etc. As the methods
become more sophisticated, it can feel overwhelming trying to discern phishing attacks from
legitimate messages. Fortunately, there are several things you can do to avoid falling prey to phishing,
which is what we'll go over here. We'll cover things like clicking web links, downloading attachments,
giving out personal information, dealing with spoofed information, and more.

Email Phishing (7:04)

Email phishing has been around since the early days of the internet. In the past, email phishing
attacks were relatively easy to spot. They typically involved an attacker sending an email pretending
to be a bank or other financial institution, asking the recipient to provide their usernames,
passwords, account numbers, or other private information. These were usually very generic and
often had spelling or grammatical errors. However, over the last 20 years, email phishing has become
increasingly sophisticated and much more difficult to detect. In this course, we'll discuss the various
types of email phishing attacks, how to identify them, and what to do if you think you've received
one.

Responding to Cybersecurity Threats

Responding to a Cybersecurity Crisis (8:54)

Effectively responding to a cybersecurity crisis requires a response plan that addresses a wide range
of threats, limits as much damage as possible, and quickly gets you back to normal. This lesson will
help you protect your business with proactiveness and vigilance.

Secure Communication

Secure Communication (7:00)

You’re about to send an email. But wait, this attachment contains confidential and sensitive
information. If this memo gets in the wrong hands, the consequences could be bad for business—
and for you! In this course, Secure Communication, you’ll learn ways to safely share sensitive or
protected information.

Social Engineering (8:14)

If you got an urgent email from your boss asking for your company's latest financial reports, what
would you do? Cybercriminals can pretend to be your coworkers, using only public information,
sending you emails and asking for things; if you're not careful, you might not catch the difference.
This is called "social engineering," and it can have major consequences.
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DIGITAL LITERACY TRAINING

GCF Global Digital Literacy

From Microsoft Office and email, to reading, math, and more—GCFGlobal.org offers more than 200
topics, including more than 2,300 lessons, more than 2,000 videos, and more than 50 interactives
and games, completely free.

Northstar Digital Literacy

Northstar Digital Literacy defines the basic skills needed to use a computer and the internet in daily
life, employment, and higher education. You can build skills in key areas and demonstrate your
knowledge by earning certificates and badges. Prepare for your future now!

Digital Skills Library

The Digital Skills Library is an open repository of free learning resources designed to help all adult
learners develop the digital skills needed to achieve their personal, civic, educational, and career
goals. The library is managed by the EdTech Center @ World Education. All resources within this
library have been curated by educators to align to the Seattle Digital Equity Initiative Digital Skills
Framework.

DIGITAL TRANSFORMATION BASICS

Digital Transformation Basics: What is Digital Transformation? (9:40)

A digital transformation is something that every business, regardless of size or industry, needs to
consider. If you’re unfamiliar with what exactly a digital transformation is, then this series is for you.
It’s a broad term, but it fundamentally changes how you operate internally and how you deliver value
to your customers. In this first program, we’ll take a deeper look at what digital transformation really
means and go over the history of digitization. We’ll also discuss how to reimagine your workplace to
uncover the potential of a digital overhaul.

Digital Transformation Basics: Workplace Culture and Digital Transformation (7:27)
Business leaders are embracing digital transformation because they know it’s the only way to stay
relevant. But as companies advance from pilot programs to wide-scale implementation, they often
run into an unexpected obstacle - workplace culture conflict. This massive, digital overhaul requires
company-wide adoption and collaboration. How can your company make this transformation as
seamless as possible within its own walls? In this course, we’ll talk through various ways to
implement a successful digital transformation with the buy-in and support of your entire team.

Digital Transformation Basics: Terminology (9:26)

Digital transformation is the integration of digital technology into all areas of a business, changing
how you operate and deliver value to your customers. It requires a cultural change that pushes
organizations to challenge the status quo, experiment, and get comfortable with failure. In this
program, we’ll go over common terms used alongside these transformations, giving viewers a deeper
understanding of this process.

Digital Transformation Basics: Going From Vision to Execution (6:37)
Even though each business is unique in the way digital capabilities will benefit them, there are clear
steps that all leaders wanting to embark on their digital transformation journey should think about.
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That’s what we’ll cover in this course. We’ll discuss redefining your businesses processes by looking
at newly available technologies. We’ll talk about the types of people you need onboard to help with
this digital venture. We’ll talk about understanding your customer’s needs and how you can gain that
information. Lastly, we’ll go over how to define your outcomes and tie those back to your overall
business strategy.

DIGITAL TRANSFORMATION FOR LEADERS

Digital Transformation for Leaders: Enhancing Your Customer Experience (6:58)

A digital transformation isn’t only for your internal operations. One of its biggest benefits is to
transform the way customers interact with you, your products, and your entire ecosystem. You first
have to determine what your customers want from your business. Fortunately, there have been
some great studies on what customers want out of digital technologies in the businesses they
interact with. In this course, we’ll talk about what some of those survey results show and what they
mean to your business.

Digital Transformation for Leaders: Business Leaders - What's Your Role? (8:37)

According to Tech Republic, 41% of senior leaders surveyed said their digital transformation efforts
have been a “waste of time.” Yikes. The whole point of digital transformation is to improve your
customer experience and gain a good return on investment. How do we succeed at this and avoid
the waste of time and money? That’s what this course will dive into. As a leader, you should be a
key player, continually, throughout the digital transformation process. Your role might involve many
things like doing research, creating a vision, getting buy-in, and finding the right people to do the
work. Here, we’ll discuss these actions more in depth, and go over what and how much influence
you should have over the digital transformation process.

Digital Transformation for Leaders: Utilizing Your Data (6:43)

As you’re digitally transforming your company, accumulating multiple new channels of
communications, you’re going to be presented with data. Lots and lots of data. Daunting? Yes, but
highly profitable when used to your advantage. In this course, we’ll discuss Big Data and the various
ways you can collect and arrange it. We’ll also go over what it can do for your company, including
improving your customers’ experiences, your employees’ performance, and your customer service
capabilities.

Digital Transformation for Leaders: The ROI of Digital Transformation (7:07)

We know that a digital transformation will cost your company money and time, so how do we know
if it’s worth it? In this course, we’ll go over some helpful ways to determine your return on investing
in a digital transformation. We’ll take a look at a framework, provided by PricewaterhouseCoopers,
of key performance indicators you can use to measure the impact of digital transformation on
various silos of your business. We’ll talk about determining the impact on your customers,
employees, and company operations. We’'ll also discuss digital security and infrastructure.

Digital Transformation for Leaders: Considering Your Business (7:10)

While a digital transformation can be greatly beneficial, it can also be costly and time-consuming.
There are many factors to consider before your company should make the decision to undergo a
transformation. That’s what this course is all about. We’ll discuss how the size of your business,
budget, and team competencies should factor into this decision. We’ll go over questions you need
to ask yourself before you move forward, including how new technology will help your business, how
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long that technology will last, and how much you should be paying attention to changes in the
marketplace.

DIGITAL TRANSFORMATION FOR TECH LEADERS

Digital Transformation for Tech Leaders: Cloud Management (7:32)

Possibly the most widely-used technology in digital transformation is cloud computing, which is the
on-demand availability of resources, like data storage and computing power, without direct
management by the user. Your business probably already uses cloud services in some way, so you
should know how it can automate business processes and improve employee efficiency. In this
program, we’ll discuss the vast benefits of using cloud computing and go over how to properly
integrate and deploy a cloud model to take advantage of those benefits. We’ll talk about the different
deployment models and cloud management platforms.

Digital Transformation for Tech Leaders: Dispersing the Data (6:49)

Throughout your company’s digital transformation, you’ll be communicating with more and more
customers, partners, vendors, and employees. With each new channel that opens up, whether it’s
social media, the internet of things, or a new application, you’re going to be presented with lots and
lots of data. In this program, we’ll discuss where to go with that data, and how to enable
interoperability and collaboration. We’ll talk about data-centric architectures and what they allow
companies to do. We'll take a look at breaking down data silos so your data isn’t getting stuck, and
discuss sharing your data so it gets to the right place at the right time.

Digital Transformation for Tech Leaders: Tech Leaders - What's Your Role? (7:11)

As a tech leader, a large part of the ongoing digital transformation process will fall under your
supervision. Even if it’s not something you’re directly overseeing, the acquisition of new technologies,
the adoption of those technologies into various departments, the recommendations of technology-
based processes, skills training, and so much more are all things other leaders may come to you for.
Which is why it’s important that we talk about your role in a digital transformation. In this program,
we’ll discuss what you may be doing throughout the process, including gaining commitment from
your teams, researching and planning, defining roles, responsibilities, and priorities, and more.

Digital Transformation for Tech Leaders: Making Your Infrastructure Work (9:01)

As a tech leader, you’re looking to modernize and adopt newer technologies through digital
transformation. But your infrastructure likely has outdated hardware, software, and communications
systems that don't have the flexibility and agility you need to deliver high-quality results in a cost-
effective manner. In this course, we’ll talk about transforming your infrastructure to keep up with
evolving business demands. We’ll discuss infrastructure goals, transformation technologies, data
storage, and more.

SOFTWARE SKILLS
Gmail

Gmail Essentials (1:16:10)
In this course, you will learn the ins and outs of using Gmail.
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Google Drive

Mastering Google Drive (1:09:53)

Google Drive is an accessible, secure, and free tool for collaborating, sharing, editing, and storing
your files in the cloud. Learn to collaborate and store, share, and access your files any time from
any device.

Mastering Excel 365

Mastering Excel 365—Basics (2:58:27)

In this 26-lesson course you’ll learn to make your spreadsheets easily readable and visually
appealing, while including complex functions and summary reports. You will also learn how to
address function errors, customize your charts, and create and use tables and PivotTables to
easily manipulate and summarize your data

Mastering Excel 365—Beginner (2:08:18)

In this 19-lesson course you will learn to work wonders with your data—from organizing lists to
creating charts and interactive reports. Excel will help you answer critical business questions like
ROI, budget allocations, expense tracking, and more. This course is your first step towards
becoming an expert at using Excel.

Mastering Excel 365—Intermediate (3:32:49)

In this 37-lesson course you’ll learn great tools to modify your data and refine your workbook.
You’ll even learn to enhance your visualizations by adding sparklines, pictures, and SmartArt. And
if you need to work with others, you’ll learn some great tools available when sharing your
workbooks, including comments, hyperlinks, track changes, and share options.

Mastering Outlook 365

Mastering Outlook 365—Advanced (1:23:32)

In this 14-lesson course you will learn how to use many of the organization features built into
Outlook to set up accounts, manage data files, and manage your inbox. You will be able to
customize your Outlook environment by adding commands to the Quick Access Toolbar and
placing groups and commands on a new tab.

Mastering Outlook 365—Basics (1:37:34)

In this 13-lesson course you will learn how to customize Outlook to fit how you work, as well as
shortcuts to streamline how you create and manage messages. You’ll also learn tricks to help you
schedule meetings and track responses, as well as how to use your contacts effectively.

Mastering Outlook 365—Beginner (37:58)
This 8-lesson course will help you brush up on your Outlook skills, so you can become more
productive while using the basic elements of Outlook.

Mastering Outlook 365—Intermediate (1:34:29)

In this 14-lesson course you will learn how to use many of the features built into Outlook to create
professional outgoing messages, such as the accessibility checker and the Editor, as well as
message options, signatures, and automatic replies. You’ll also learn tools to manage incoming
messages, such as tracking, categories and flags.
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Mastering PowerPoint 365

Mastering PowerPoint 365—Advanced (1:23:32)
In this 27-lesson course you will learn how to use PowerPoint’s advanced customization options
and editing tools to create powerful and dynamic presentations.

Mastering PowerPoint 365—Basics (00:59:57)
This 13-lesson course walks you through all the basic features of Microsoft PowerPoint so you can
start creating your own presentations.

Mastering PowerPoint 365—Beginner (00:37:38)

In this 10-lesson course you’ll learn to modify your bulleted and numbered lists, add tables for
readability, and add animation to keep viewers engaged.

Mastering PowerPoint 365—Intermediate (02:12:49)
In this 26-lesson course, you’ll learn design principles and how to customize themes to help you
capture and retain the attention of your audience.

Mastering Word 365

Mastering Word 365—Basics (1:22:10)
In this 11-lesson course taught by Microsoft trainer Christina Tankersley, we’ll show you everything
you need to know to work efficiently and create polished documents.

Mastering Word 365—Beginner (00:57:30)
In this 12-lesson course taught by Microsoft trainer Christina Tankersley, we’ll show you everything
you need to know to start harnessing the full power of Microsoft Word.

Mastering Word 365—Intermediate (01:50:13)

This 19-lesson intermediate course is taught by Microsoft trainer Christina Tankersley, who will
show you how to skillfully use key functions and features. You’ll also learn how to manage your
documents and how to improve them using editing and collaboration tools.

Microsoft 365

Intro to Microsoft 365 (00:54:54)

In this course we’ll get you started with Microsoft 365. You'll learn what it is and how to access it
and how to navigate the home page and manage your files from the Quick Access list. Then,
Microsoft expert Chip Reaves will show you how to use and customize the Navigation Bar, and how
to use the App launcher. You’ll also learn how to modify settings, techniques for general and
specific searches to find exactly what you need, and how to find help from multiple sources.

Microsoft Planner Essentials (00:39:24)

Microsoft trainer Vicki Drewa will show you not only how to create a new plan and attach it to a
team or group, but also how to use your plan effectively. You’ll learn how to set up buckets for
process management, add tasks, assign team members, and track the tasks effectively. You’ll also
learn how to filter your plan to see just what you need and view dynamic charts to track
everything.

Microsoft Teams Fundamentals and Best Practices (01:05:04)

This course covers everything you need to know in order to start using Microsoft Teams in just the
first two lessons (20 minutes). The last three modules cover Teams best practices.
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One Drive Essentials (01:31:12)
Take this course and discover the full potential of OneDrive, OneDrive for Business, and SharePoint
Document Libraries.

SharePoint Online Basics (01:59:21)

In this Introductory course, SharePoint architect and Microsoft Certified Technical Specialist Idaho
Edokpayi demonstrates the basics of using SharePoint and SharePoint Online. You will learn how
SharePoint can be used to store documents and information, build intranet websites, securely
share files, and more.

Zoom

Leading Engaging Zoom Meetings (1:03:41)
In this course, you'll learn how to use Zoom to effectively manage and lead meetings.

GOODWILL ACADEMY ON-DEMAND LEARNING CATALOG | 2024 43



5
Goodwnll

academy

ESSENTIAL
SKILLS LIBRARY

BUSINESS CASES

Building A Business Case

Concept Evaluation: 01. Identifying Opportunities (8:39)

Discover how to identify opportunities to grow or change your business strategy. ldentifying
opportunities is a tremendous skill for any employee or manager, allowing learners to become true
contributors to their organization.

Concept Evaluation: 02. Finding Support (7:05)
Finding and utilizing support while building a business case is key to success. Learn how to identify
potential supporters and how to engage your support team.

Concept Evaluation: 03. Making Decisions (7:19)
Deciding to move forward on a business case can be one of the most daunting parts of the process.
This course will help you evaluate your idea and come to a conclusion.

04. Gathering Data: Costs and Benefits (6:00)

Discover how to identify opportunities to grow or change your business strategy. ldentifying
opportunities is a tremendous skill for any employee or manager, allowing learners to become true
contributors to their organization.

05. Gathering Data: Identifying and Addressing Risks (6:15)
Discover the four types of risks associated with a new business idea or concept. A careful evaluation
of risk is essential to any business case proposal.

06. Gathering Data: Understanding Financial Metrics (5:13)

Discover how to identify opportunities to grow or change your business strategy. ldentifying
opportunities is a tremendous skill for any employee or manager, allowing learners to become true
contributors to their organization.

07. Gathering Data: SWOT Analysis (6:56)

Building a successful business case depends on understanding how your idea or initiative fits into
the current company status. By conducting a SWOT analysis, you'll not only discover how to market
your idea to decision-makers - but you might just find an opportunity refine the concept itself.

08. Telling the Story: Writing a Proposal (6:59)
Now that you've gathered all of your data, it's time to write your business case proposal. In this
course, you'll learn the sections that should be included as well as some important writing advice.

09. Telling the Story: The Art of Persuasion (6:24)

Discover how to identify opportunities to grow or change your business strategy. ldentifying
opportunities is a tremendous skill for any employee or manager, allowing learners to become true
contributors to their organization.
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10. Telling the Story: Presentation (5:38)

Presenting a new idea to others can be a terrifying proposition. Let the course guide you through
the basics, calming your nerves and preparing you to lead a successful business case proposal
meeting.

11. Telling the Story: After Approval (7:49)

Once you've won approval for your business case idea, you can start the implementation process.
This course will guide you through implementation steps and help you develop ways to cope with
resistance.

BUSINESS MATH

New Employee Math

How to Fill Out a W-4 (7:32)

You've been offered a job, negotiated your salary and benefits, and now you've accepted! Next comes
the paperwork. One of the forms you can expect to fill out for any U.S.-based job is the IRS Form
W-4. At first glance, this form can look pretty complicated. In this course, we'll try to simplify it by
walking through it together.

Retirement Savings Basics (4:26)

If you've been in the workforce for any length of time, odds are you might have daydreamed once or
twice about retirement. Unless you plan to work for your entire life, the earlier you start planning
and saving for retirement, the better. Today, we'll cover the basics to help set you on that path,
including the following topics: Social Security, 401(k)s, Individual Retirement Accounts (IRAs), and
Roth IRAs.

Your First Paycheck (4:29)

There's nothing quite like the thrill of your first paycheck. It's easy to let your eyes zoom in on that
amount going into your checking account and nothing else. But it's a better idea to look at the rest
of those numbers on your paystub, so you know where each and every penny you earned is going.
That's what we're going to cover in this course.

Taxation Basics (3:32)

Taxes serve a very important purpose in society. We all pay taxes in some way, shape, or form,
whether it's income tax from our paychecks, property taxes on our homes or automobiles, or sales
tax on items we purchase. These taxes all go to fund initiatives for the greater good, including
schools, roads, libraries, and government operations. In this course, we'll focus mostly on income
tax. There are two types of income tax: earned income tax and unearned income tax. Each is taxed
at different rates at federal, state, and local levels.

Budgeting Basics (5:10)
Your paycheck is only as powerful as your intentions on how to spend it. That's why we're going to
discuss some budgeting strategies to help you make the most of every penny you earn.

Savings (5:10)
In this course, we'll discuss the four basic types of savings accounts and some strategies to help
you build your savings one paycheck at a time.
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Investment Basics (7:37)

If you want to put your money to work for you, investing is the way to go. There's a risk/reward level
out there for just about everyone, but it's important to have a solid foundation of how investing
works before you get started. We'll cover basic types of investment, as well as the easiest ways to
start investing, no matter what your income or experience level.

Job Offer Math

Understanding a Job Offer (4:45)

Not all job offers are created equal. There are many factors to consider when determining whether
a job offer is fiscally appropriate for your life. In this course, we'll go over the main components that
comprise the total compensation package, in other words, what you'll be getting in exchange for
your time and expertise. We'll also go over some other non-compensation elements that go into
evaluating a job offer.

Cost of Living Comparisons (3:41)

If you've ever taken a good look at your budget, you probably know how much money you need to
make in order to afford the life you have. But if you're entering a new geographic market, or even
thinking about it, it's important to understand that your salary may translate to a very different way
of life compared to what you're used to. In this course, we discuss the best way to determine the
average cost of living for wherever you end up.

Benefits by the Numbers (3:03)

When you look at your pay stub, your eyes likely go directly to the amount that ends up in your
checking account, followed by the amount you pay in taxes, followed by any deductions related to
healthcare, insurance, or investment plans. But there's one amount that's missing from the net pay
or even the gross pay listed, and that's the value of your employer benefits. In this course, we're
going to take you through several common employee benefits and the dollar amount attached.

Medical Insurance Basics (6:18)

There's no doubt about it, health insurance can be complicated. This course is designed to help you
better understand the basics of health insurance. We'll go over key terms, different kinds of
insurance, and some points of consideration when looking at different plans.

CAREER ADVANCEMENT
Moving Up

Defining Your Career (2:44)

You might be at a point in your career where you want to move up, but you aren't sure where to go.
Having a clear vision of where you want to end up before you take action will help you reach your
goals. Do you want to move up in your current job? Are you hoping for a raise or promotion? If so,
do you have a clear mental image of who you will be in the future? If you answered yes, great. You
don't need to watch this program. If you're struggling to come up with an answer, this course will
provide some helpful tips that you can apply to define your career.

Maintaining Your Resume (3:24)
Maintaining your resume, even in a job that you're completely satisfied with, is something that
everyone should do regularly. This helps you to remember to include any awards or recognitions, to
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expand on any job duties that may change, and to keep your contact information up-to-date. In this
course, we'll discuss when and how you should update your resume. We'll go over what information
to include, as well as how to maintain your LinkedIn profile.

Internal Interviews (3:34)

Internal interviewing can be a bit different from the standard interview. You're dealing with people
who have an exact knowledge of your qualifications, your work ethic, and other critical areas of your
work responsibilities. You may find that it's a bit more relaxed and informal, but that doesn't mean
you shouldn't stay professional. In this course, we'll go over how to properly and professionally
present yourself in an internal interview.

Asking for a Raise (3:49)

Another version of moving up could mean asking for a salary raise. This requires negotiation, which
may come easier to some than others. If you believe career advancement is overdue, don't let a little
discomfort keep you from asking for something you deserve. In this course, we'll discuss the best
ways to ask for a raise. This includes what you should do to prepare, knowing the right time to ask,
and how to present your pitch.

Internal Networking and Connecting with Executives (3:13)

When you hear the word "networking," you probably think of LinkedIn, professional associations,
meetups, or conferences. You might assume that the most useful networking happens outside of
the office. But if you really want to move up within your organization, you should make sure you're
connected with your own colleagues first. Networking with different coworkers at different levels in
different departments can be a game-changer in how you look for opportunities within your
company. In this program, we'll talk about how to effectively network within your organization.

Taking Initiative (5:34)

Businesses want employees who can think on their feet and act without waiting for someone to tell
them what to do. It's that kind of flexibility and courage that can drive your company to beat the
competition. In this course, we'll define what initiative looks like and how it can benefit you when
you use it at work. We'll also discuss how to develop and improve your initiative. We'll talk about
creating a career plan, expanding your responsibilities, looking for opportunities for improvement,
and requesting feedback..

Taking Control of Your Career

Career Planning (7:36)

It's easy to get complacent about professional development when you're currently employed. You
can easily consume yourself with the day-to-day hustle, not taking time to increase your skill set.
Making an effort to grow will help you become more successful in the long run. However, your goals
are only as effective as the plan you create to accomplish them. So, in this program, we'll talk about
the importance of having a strategy and then discuss putting a realistic plan in place. We'll go over
the concept of "dreamstorming" and touch on setting achievable goals that are time-based. We'll
also cover utilizing resources and explore some tips for successful career planning.

Knowing Yourself (8:27)

There could be several reasons why you aren't moving forward in your career. Perhaps there's no
position available at your company. Maybe your boss doesn't think you're ready to move up to a
higher role. Maybe you haven't given it much thought! But part of taking control of your career
involves knowing yourself. How do others perceive you? What skills do you have, and what skills do
you need to develop? What are some of your weaknesses? You've got to be honest with yourself if
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you want to grow. In this program, we'll discuss strategies to becoming more self-aware in order to
advance in your career. We'll go over internal and external self-awareness, knowing your skill set,
seeking feedback, and more.

Taking Action in Your Career (4:18)

According to James Clear, author of "Atomic Habits," "Every action you take is a vote for the type of
person you wish to become." Individuals who have the most career success are the ones who take
steps towards self-improvement, and do not stay stagnant. In this course, we'll look at some moves
you can make to take control of your career path. We'll discuss getting a plan in place, taking
initiative, nurturing your network, and communicating your goals and next steps.

COMMUNICATION AND LISTENING
Disc

DISC Introduction (6:27)

Everyone is different, which can make it difficult for us to interact with each other. What is it that
makes people different? What is it about an irritating coworker that makes him or her irritating to
you? By looking into DISC personality types, we can recognize our own tendencies, so that we can
better recognize tendencies in others. Having this information will help you strengthen relationships
and become a better employee, manager, friend, spouse, parent, etc. In this first course, we'll
introduce you to the DISC model and describe the four different DISC styles. (Note: Be sure to watch
this series in order.)

DISC Questionnaire (7:14)

In this second program of the DISC series, we'll help you determine your DISC style. Download and
take the self-assessment, completing all three sections. As you fill it out, consider your behavior at
work. Rate each answer with a four, three, two, or one (four being the most like you, one being the
least). Be honest, and remember there is no right or wrong, better or worse DISC style. *Be sure to
watch this series in order.

Understanding DISC Styles (3:59)

In this third program of the DISC series, we're going to discuss the four different DISC styles more
in-depth. We'll take a look at how each type handles stress or conflict, how they're motivated, what
they fear, and what their strengths are. We'll also go over some DISC styles of famous TV and movie
characters to give you some perspective.

Determining the Styles of Others (4:32)

In this fourth program of the DISC series, we're going to teach you a very quick way to determine
someone else's style. Things to look at include pace, language, how they ask questions, conflict
approach, and even the appearance of their desk. *Be sure to watch this series in order.

Mixing DISC Styles (7:14)

By now you have a basic understanding of the DISC personality types. You know their tendencies,
and you know how to identify different personality types in the people you interact with. Just
knowing someone's personality is a great place to start working together more efficiently, but it's
also helpful to have an understanding of the common outcomes when certain types work together.
That's what we'll cover in this final program of this DISC series. *Be sure to watch this series in
order.
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DISC Style: High D (3:01)

Now that you have a basic understanding of DISC and the different personality styles, we want to
take a more in-depth look at each specific style, so we've created a separate program for each DISC
type. This course will discuss the High D's and cover their strengths, weaknesses, fears, and needs.
We recommend that you start with your dominant style. Then view the remaining three programs to
help you understand how each type works and how to work with each type.

DISC Style: High | (2:38)

Now that you have a basic understanding of DISC and the different personality styles, we want to
take a more in-depth look at each specific style, so we've created a separate program for each DISC
type. This course will discuss the High I's and cover their strengths, weaknesses, fears, and needs.
We recommend that you start with your dominant style. Then view the remaining three programs to
help you understand how each type works and how to work with each type.

DISC Style: High S (3:10)

Now that you have a basic understanding of DISC and the different personality styles, we want to
take a more in-depth look at each specific style, so we've created a separate program for each DISC
type. This course will discuss the High S's and cover their strengths, weaknesses, and needs. We
recommend that you start with your dominant style. Then view the remaining three programs to
help you understand how each type works and how to work with each type.

DISC Style: High C (3:18)

Now that you have a basic understanding of DISC and the different personality styles, we want to
take a more in-depth look at each specific style, so we've created a separate program for each DISC
type. This course will discuss the High C's and cover their strengths, weaknesses, fears, and needs.
We recommend that you start with your dominant style. Then view the remaining three programs to
help you understand how each type works and how to work with each type.

Selling to a High D (4:52)

When you're selling to someone, especially someone with decision-making power, you need to
understand their value set, and their value set varies by personality type. In this course, we talk
about how you can sell to a High D.

Selling to a High | (4:41)
To sell to any customer, you have to meet their unmet need. So the objective of this program is to
learn how High | customers behave, what their needs are, and how you can better sell to them.

Selling to a High S (4:46)
When selling to a High S, your goal is the same as when selling to anyone, and that is to meet their
unmet need. Here, we'll talk about the needs of a High S and how you can better sell to them.

Selling to a High C (4:56)

The objective of this program is pretty simple: High C customers are different than other customers,
and when you sell to them, your approach has to be different, too. Here's how you can meet the
unmet needs of a High C to better sell to them.

Leading a High D (7:10)

In this course, we'll discuss the basic D characteristics and what you can expect in managing a High
D. We'll also go over how to lead them so that you're getting the most out of your D team members.
The goal of this program is to help you modify your style so you can lead a High D person
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successfully. Notice that we say to modify YOUR style. You're not going to be able to get them to
change. You have to change to lead them.

Leading a High | (6:18)

In this course, we'll discuss the basic | characteristics and what you can expect in managing a High
I. We'll also go over how to lead them, so that you're getting the most out of your | team members.
The goal of this program is to help you modify your style so you can lead a High | person successfully.
Notice we say to modify YOUR style. You're not going to be able to get them to change. You have to
change to lead them.

Leading a High S (6:59)

In this course, we'll discuss the basic S characteristics and what you can expect in managing a High
S. We'll also go over how to lead them, so that you're getting the most out of your S team members.
The goal of this program is to help you modify your style so you can lead a High S person successfully.
Notice that we say to modify YOUR style. You're not going to be able to get them to change. You
have to change to lead them.

Leading a High C (7:18)

In this course, we'll discuss the basic C characteristics and what you can expect in managing a High
C. We'll also go over how to lead them, so that you're getting the most out of your C team members.
The goal of this program is to help you modify your style so you can lead a High C person
successfully. Notice we say to modify YOUR style. You're not going to be able to get them to change.
You have to change to lead them.

Listening Skills

Active Listening (5:12)

To listen actively, you have to pay attention. You can't multitask, you can't avoid eye contact, you
can't assume, and you can't be formulating your response. You have to hear the information. It needs
to enter your brain, and then your brain needs to think about it. It's a much more complex task than
we might think. This program discusses several ways to be a better listener, and the many things
that often get in the way of listening well.

Listening Even When It's Difficult (6:26)

Listening to other people can be difficult when you're distracted or when the other person isn't
speaking clearly, but it's even more difficult if you don't agree with what they're saying. In situations
like this, it requires more than just active listening, which focuses on what the other person is saying
and confirms your understanding. In order to truly listen through a disagreement, we need
empathetic listening. In this course, we'll define empathetic listening and explore tips on how to
effectively and empathetically communicate with people, even when you disagree.

Communications

Active Listening (5:12)

To listen actively, you have to pay attention. You can't multitask, you can't avoid eye contact, you
can't assume, and you can't be formulating your response. You have to hear the information. It needs
to enter your brain, and then your brain needs to think about it. It's a much more complex task than
we might think. This program discusses several ways to be a better listener, and the many things
that often get in the way of listening well.
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Barriers to Effective Communication (4:43)
"Can you hear me now??" There are many barriers to communication in today's world, even beyond
cell phone reception problems. Sure, some are obvious. But there are various others, some of which
might even surprise you. Here, we'll explore these obstacles and provide the tools to tackle them.
Then you'll be communicating "loud and clear."

Building Trust Through Communication (6:12)

Trust is the foundation for healthy relationships, both personal and business. No matter who you're
communicating with, you want to trust them. And you want them to trust you. When trust is present,
people are more open, honest, and willing to collaborate and work together toward common goals.
However, trust is not something that is easily earned, and it must be continually nurtured and
maintained. Communicating well is one way to build that trust, so in this course, we'll go over
strategies for successful communication. We'll talk about transparency, active listening, showing
respect and empathy, and knowing how to give and receive feedback.

Communication Across Cultures (6:21)

Effective communication is essential in any professional environment, and this is especially true
when working with colleagues from different cultural backgrounds. Communication across cultures
can be challenging because cultural differences can impact the way people express themselves,
interpret messages, and make decisions. However, cross-cultural communication is critical as
companies focus on increasing diversity and reaching further geographically with their business. In
this course, we'll discuss the importance of understanding the similarities and differences of people
from different backgrounds and groups to better share and engage with them. We'll also go over
some ways to improve our own communication across cultures.

Communicating with Confidence (4:06)

In every interaction, it's not what you communicate, but how you communicate that can make all
the difference. Do you communicate with confidence? What does that even mean? Well, you must
be able to cultivate the emotional control, insight, charisma, and courage to voice your ideas. In this
program, we want to discuss confident communication and the steps you can take to be great at it.
We'll cover identifying and controlling your emotions, identifying goals, having clear views,
preparation, and respect.

Difficult Conversations (6:12)

Difficult conversations are an unavoidable part of any professional environment. These types of
conversations can be challenging because they often involve discussing sensitive or controversial
topics, addressing conflicts or misunderstandings, and potentially delivering negative feedback.
However, having these conversations is important in order to maintain a healthy and productive work
environment. They're often necessary for resolving conflicts, addressing concerns, or moving forward
with a project. In this program, we'll explore some strategies for having difficult conversations at
work, in a way that promotes understanding and respect between parties. We'll go over the STAR
method and cover some general tips for these challenging talks.

How to Be a Great Conversationalist (6:40)

Being a good conversationalist comes in handy both personally and professionally, and it comes
easier to some than others. This course takes an in-depth look at what it takes to have a successful,
two-sided conversation. We'll go over 10 rules that apply to any discussion, whether you're a
professional communicator, or one who struggles with striking up a conversation. These rules include
focusing on the positives, embracing differences, and asking purposeful questions.
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Persuasive Communication (6:23)

Have you ever met someone who seems to have the ability to convince anyone to do anything? What
is that magical charm they have? Effective persuasive communication is an important skill to have,
whether you're trying to sell a product, convince a coworker to agree with your solution to a problem,
or simply get someone to see from your point of view. In this program, we'll discuss several key
elements of persuasive communication that can help you make your case more effectively. These
include knowing your audience, establishing credibility, appealing to both emotions and logic, using
persuasive language, and utilizing nonverbal cues.

Playing the Devil's Advocate (4:54)

Playing the devil's advocate at work can be valuable, as it helps to encourage critical thinking and
promote healthy debate. However, it's important to approach this role with sensitivity and respect,
as it can also be perceived as confrontational or divisive if not handled carefully. So, what does it
mean to play devil's advocate at work? Essentially, it means to take on the role of the opposing side
in a discussion or debate, even if you personally don't agree with that perspective. This tactic allows
for a more well-rounded and thorough examination of an issue. In this program, we'll discuss how
to present alternative views and why it's important to consider various angles. We'll go over critical
thinking, asking difficult questions, using facts and logic, and more.

Saying "Yes, And" Instead of "No" (4:08)

Have you ever been to an improv show? Or even taken an improv class yourself? One of the cardinal
rules of improv is NEVER say "no." Your improv partner says, "l see you've caught a bug that makes
you dance!" If you say, "No, | haven't," it stops the show in its tracks. It gives the other person nothing
to work with. A better answer to this scenario is, "Yes! And it's contagious." Now the other person
has something to work with-they've caught the dancing bug as well. And the show can go on. Now,
you might be wondering what on earth this has to do with you and how you communicate in your
workplace. Well, it turns out that "Yes, and" instead of "no" isn't just helpful in improv comedy. It's
actually a great tool to keep ideas and conversations flowing in any scenario, including at work. In
this course, we'll explain how this works.

Sharpen Your Message (5:12)

With so much information competing for our attention, it's important to make sure your message
stands out and is clear and concise. In this course, we'll explore some tips and techniques for
sharpening your message to make it more effective. We'll go over the importance of identifying your
purpose, being selective and straightforward with your language, presenting in an organized way,
using visual aids, practicing active listening, and more.

Straight Talk On Bad Language (3:45)

Two out of three people say they prefer NOT to hear cursing in public conversations, and they're
offended when they do hear it. That's a large part of the population that's offended when they hear
people cursing. Meanwhile, a recent study revealed that 81% of employers believe that swearing at
work is unprofessional. In this program, we'll go over several other surprising statistics, while we
discuss the use of bad language in the workplace, and when it is, or is not appropriate.

The Water Cooler for Remote Teams (4:20)

Whether it's an actual "water cooler," kitchen, or employee lounge, most workplaces have a gathering
spot where employees can hang out and get to know each other better. They can chat about work
duties but also their families, pets, hobbies, sports, and other interests. This informal type of
communication helps build relationships and increase morale, so it plays an important part of
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workplace culture. In this program, we'll discuss ways to experience these bonding moments within
our remote teams.

Tips for New Messaging Formats (7:50)

Using new messaging formats, such as chat, video calling, and texting while at work can be a great
way to stay connected and productive. But it's important to use these tools effectively, in order to
get the most out of them. In this program, we'll walk through some helpful tips for using these tools,
regardless of the brands or names of your specific tools. We'll discuss tone and keeping
conversations professional, we'll go over equipment and testing, and we'll also cover when it's
appropriate to use each format.

Verbal Communication (8:07)

It's no secret that many people prefer texting and messaging to talking on the phone. It's astounding
to think that talking is no longer a primary form of communication for many. Even though technology
has given us alternative ways to connect, the ability to verbally communicate well is still an essential
life skill. This course will go over the four elements of verbal communication: volume, tempo,
inflection, and planning; and we'll discuss some general tips on how to be a good verbal
communicator.

Communication Essentials

Types of Communication (5:55)

Communication in the workplace happens in many different ways. Face-to-face, telephone, and
email are standard for most organizations. In many companies, workplace chats, instant messaging
(IM), and texting have become the norm. The type and method of communication you use largely
depends on whether the communication is formal or informal. This program talks about the different
types of communication, when they're appropriate to use, and some things that can get in the way
of good communication.

Communicating with Different Audiences (7:49)

Communication involves a whole set of skills-verbal and nonverbal. But there's another major layer
to communication: communicating with different people...since we're all unique individuals. Whether
this means people at different levels of your organization or people outside your organization, such
as clients or customers. Or maybe it means speaking to people with different personalities and
communication styles. In this program, we'll go over the basics of communicating with different
people at work by tailoring your message and delivery, whether you're talking to them in person,
through text, telephone, or video conference.

Communication Methods and When to Use Them (5:19)

When you're communicating, especially at work, it's important to understand the different methods
of communication and when to use each of them. For instance, should the meeting you're about to
set up be just an email instead? What about a chat? And in many workplaces now, there are video
conferencing and other long-distance methods to consider. In this program, we'll explore different
communication methods and what each one is best for. We'll cover emails, chats, phone calls, in-
person meetings, and video chats.
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CONFLICT MANAGEMENT

De-Escalation

Phases of Escalation (7:19)

Avoiding conflict in the workplace is impossible, because humans are social and emotional beings.
No matter your business, emotions can escalate when dealing with conflict. But the more informed
you are about how conflicts progress, the more power you have to de-escalate heated situations,
whether you're involved or just a bystander. In this course, we'll walk through the four phases of
escalation, but we'll also discuss what healthy conflict looks like and the necessary ingredients to
help stay composed in tense situations.

De-Escalating Conflicts with Your Boss (6:49)

No matter your dispute, having some tools in your back pocket to use in case of conflict between
you and a supervisor can be very helpful. In this course, we'll talk through some ways you can
prepare and different strategies to use. These tips and tools will help you to de-escalate things so
you can find a way to disagree productively.

De-Escalating Conflicts with Your Employees (9:49)

As a manager, it can be challenging to de-escalate conflicts with our employees. When disputes
arise, the uneven power dynamic between boss and employee can spark intense emotions from
them. Managers and leaders should be the models for how conflicts can be regulated. We must
practice strategies to de-escalate disputes with our employees. It sets the tone, impacts our culture,
and establishes boundaries for how team members operate at work. In this video, we'll discuss
strategies you can employ to do just this.

De-Escalating Conflicts Between Coworkers (7:30)

There are many reasons for conflict in the workplace. Communication breakdowns, differing values
and beliefs, resource scarcity, and unclear roles, expectations, or deliverables can cause conflict. It
can also be caused by stress, burnout, or perceived power dynamics. It's no wonder that conflict is
inevitable! But what's more important is how you show up in that conflict and help others through
it so you can get to the other side. In this course, we'll talk about how to accomplish that
successfully and cover techniques to help you de-escalate a conflict.

The Realities of Conflict Management (4:15)

Dealing with conflict is a difficult concept for many. Some will confront it head-on, others avoid it
at all costs, and many will dwell on it, letting it simmer under the surface. Regardless of where you
land on this, there are some right and wrong ways to deal with conflict, which is what we'll cover in
this series. Here, in this first course, we'll talk about why conflict happens in the first place, and
what you can do to mediate or mitigate those situations. We'll go over handling emotions, and what
you should or shouldn't do when emotions are high.

Maintaining Self-Control (4:25)

Most people know from experience, it's hard to maintain self-control when we get into a conflict.
It's easy to get caught up in the argument, to do everything to win the battle, or to become the
bigger victim. But really, your energy should go toward maintaining your self-control. In this course,
we'll talk about why that's so essential to healthy conflict management, but more importantly, we'll
discuss how to actually do it. We'll cover ways to get in front of, or control of, your own emotions.

GOODWILL ACADEMY ON-DEMAND LEARNING CATALOG | 2024 54



5
Goodwnll

academy

We'll talk about how to approach the situation objectively and analyze both sides, despite having
high emotions.

The EASY Conflict Management Process (5:37)

Once you're able to maintain your own emotions, there are some things you can do to help other
people calm down, too. Think of it as helping someone move their mood from the red zone to a
much calmer, productive place. In this program, we'll talk about how that process works, using the
acronym EASY. There's no guarantee that you'll be able to overcome all problems with this process,
but managing and resolving conflict becomes much easier when you put EASY to use.

CONTRACT MANAGEMENT

Contract Management: 01. Introduction to Contract Management (4:31)

Contracts are legal documents that govern our relationships with vendors, contractors, partners,
employees, and more. Contract management handles everything from the creation of a contract to
the execution of a contract between people and/or entities. There's a lot that goes into contract
management, so in this course we'll give you an introduction into what that entails. We'll cover the
contract life cycle and its various stages. We'll also talk about the skills required for someone
working in contract management.

Contract Management: 02. Writing Contracts (5:39)

Contracts can be lengthy, complex documents or a simple one or two pages, but they all need to
have the same basic elements regardless of size or complexity. In this program, we'll go over all the
aspects of writing a contract, including the essential elements you need to include. We'll discuss
contract types and outlining the legal purpose of contracts. We'll also touch on contract obligations
and metrics for success.

Contract Management: 03. Internal Contract Approval and Storage (4:18)

Once you've drafted a contract, you need to have it approved by your internal team before you begin
negotiations with other parties. In this course, we'll discuss some helpful tips for getting internal
approval. We'll go over ways to share your contract draft and apply any feedback received. We'll also
touch on proper document storage and discuss the importance of having a version-control process.

Contract Management: 04. Contract Negotiation (4:25)

At the most basic level, contract negotiation is when the two parties come together over the drafted
contract and align on all the contract terms. Negotiation can sound hostile, but it's mostly about
creating the opportunity for both parties to express their concerns and ensure that the contract
meets everyone's needs. In this course, we'll talk through the steps of a successful contract
negotiation. We'll also discuss making counteroffers, knowing when to compromise, and seeking
mutually beneficial agreements.

Contract Management: 05. Contract Initiation (4:03)

Once you have a signed contract in hand, it's time to initiate the terms of the contract. In this course,
we'll talk about what this step in the process looks like for the contract manager and anyone else
who may be involved. We'll discuss contract deliverables and obligations and go over how these
should be communicated. We'll cover kickoff meetings, outlining and assigning key roles and
responsibilities, setting metrics, and more.
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Contract Management: 06. Contract Monitoring and Tracking (6:05)

If you have a contract moving forward, it's important to monitor and track its progress. Your role in
this monitoring phase will depend heavily on the type of contract you're working with. Two essential
aspects of this phase include tracking success metrics to ensure that key milestones are hit and
communicating with leadership. In this program, we'll walk you through how to successfully
accomplish this stage of the contract life cycle.

Contract Management: 07. How To Handle a Breach of Contract (5:13)
Contract breaches are unfortunate and rare, but they do happen. If you're working as a contract
manager for any length of time, you'll have to deal with a contract breach eventually. In this course,
we'll talk through the steps you'll take to handle a breach of contract. We'll discuss having proper
documentation, working toward a resolution, and seeking mediation when necessary. We'll also cover
two different kinds of breaches and whether they're material or immaterial.

Contract Management: 08. Avoiding Common Contract Pitfalls (4:34)

We've already covered a lot about the contract life cycle and the steps you'll take along the way.
Like all other workflows, contract management has many potential pitfalls. So in this course we'll
talk about how you can navigate around these pitfalls. We'll discuss managing delays and project
bottlenecks. We'll cover how to avoid communication issues. And lastly, we'll talk about keeping
contract deliverables on track.

Contract Management: 09. Overview of Contract Management Law (3:37)

Contract managers aren't lawyers, so they're not required to know all the details of contract law.
However, if your role is to ensure that the contract is created and executed properly, you'll need to
know the basics. That's what we'll cover in this course. First, we'll take you through the history of
contracts. Then, we'll discuss the elements of a contract agreement that are needed to make the
contract legally binding.

Contract Management: 10. Contract Conclusion or Renewal (4:42)

Contracts can come to a close in a variety of ways. They can end once all the terms have been met.
They can conclude with a contract renewal or without renewal. They can also end in a breach of the
contract. In this course, we'll go through these various scenarios and discuss your role as a contract
manager. We'll go over automatic renewals, renegotiations, internal communications, and more.

CURRENCY & CASH COUNTING BASICS

"The Basics" on U.S. Currency (1:21)
Get a brief overview of U.S. currency, including the denominations and series in circulation, as well
as the design process.

Currency Authentication (15:00)
This interactive lesson provided by the U.S. Currency Education Program is designed to help you
learn how to use the security features in U.S. currency.

Counting Cash and Making Change* (15:00)

This course is designed to support employees who require additional assistance for counting cash
and making change. It reviews US Currency and the value of each coin, how to count groups of same
and mixed coins, as well as making correct change from the cash drawer. The course is meant to
supplement in-person training.
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CUSTOMER SERVICE

Customer Experience (CX)

What Is Customer Experience? (7:39)

If you are in any industry that provides products or services to customers, thinking carefully about
the customer experience is essential to success. You want new customers to become satisfied
customers, and satisfied customers to then become loyal customers. In flooded markets where
people have endless options, access to online ordering, and stores around every corner, a standout
experience can increase this satisfaction and loyalty. Which then of course increases sales!
Understanding the components of CX can help you do all this. In this program, we'll define CX and
talk through some of the basics.

Tips for Improving CX Strategy (10:18)

Customer experience, or CX, is about strengthening the bond between your customers and your
brand. Businesses need to thoughtfully design, monitor, and respond to customer interactions in
order to optimize their journey and takeaway. Approaching CX with intentionality helps ensure your
customers have the best experience possible and that you're working to successfully increase your
bottom line. In this course, we'll look at some concrete strategies to improve CX in your business to
help turn your customers into brand advocates. We'll discuss having a customer-focused approach.
We'll go over ways to personalize the customer experience, prioritize customer service, and leverage
technology.

The Customer Journey (9:05)

Customer experience (CX) exploration inevitably involves the discussion of the customer journey.
The customer journey maps potential touchpoints, allowing businesses to understand and strategize
customer interactions. Strategic planning along the journey is crucial for turning customers into loyal
advocates, ultimately leading to increased profitability. So, in this course, we'll walk you through the
five phases of the customer journey: awareness, consideration, purchase, retention, and advocacy.

Good vs. Bad Customer Experiences (8:30)

Customer experience, or CX, refers to the development of the bond between a customer and a
brand. Businesses have many opportunities to strengthen that bond - or to weaken it. Because the
customer's experience isn't just at the time of purchase. There are many touchpoints along the
customer journey that can make or break the trip. Which also means no matter where you work in
the company, you can have an impact that matters. In this course, we walk through some examples
of good and bad experiences at different points on the journey, so you can see how to guide your
clients down the right path.

Customer Experience Management (6:47)

A sure way to increase your revenue is to improve your customer experience. That's why smart
companies spend a lot of time and energy on customer experience management, also known as CEM
or CXM. The main focus of CXM is optimizing the customer experience to strengthen the relationship
between customer and brand. In this course, we'll unpack what exactly CXM is and go over the key
aspects, which include empathy, touchpoints, continuous improvement, and metrics.
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Customer Relationship Management (CRM)

01. Introduction to CRM (7:09)

Customer relationship management, or CRM, is a strategy and set of tools that organizations use to
manage and analyze customer interactions and data throughout the customer life cycle. It's all about
improving your understanding of your customers, which helps you build stronger customer
relationships, provide better service, and make informed business decisions. In this course, you'll
learn the fundamental components of CRM, discover popular CRM platforms, and explore ways to
implement CRM.

02. Utilizing CRM (6:20)

Customer relationship management platforms are invaluable tools for organizations aiming to
streamline their sales processes and maximize customer satisfaction. A well-implemented CRM
system helps manage sales leads, caters to existing customers, and even rekindles connections with
former ones. There are three key aspects of utilizing a CRM platform: managing sales leads, serving
existing customers, and reconnecting with former customers. We'll discuss each of these elements
in this program.

03. Data Analytics for CRM (5:49)

The integration of data analytics into CRM systems has become essential in maximizing the potential
of these systems across various departments within a business. Data analytics in CRM involves the
process of examining, cleaning, and interpreting data to reveal insights that can inform various
aspects of customer interaction. This course discusses how this process can be applied in different
ways across different departments. We'll also cover some tools and techniques to help you
implement data analytics.

Customer Service Basics

Being Customer-Centric (5:58)

Being customer-centric means putting the customer at the center of a business's strategy, culture,
and decision-making process. This approach prioritizes customers' needs, preferences, satisfaction,
and retention. And being intentional about how each role connects to meeting the customer's needs
can significantly impact your organization. In this course, we'll take a detailed look at the benefits
of implementing this approach across the different areas of your workplace, and then talk through
some strategies to make it happen.

Customer Retention (6:44)

In today's fiercely competitive business landscape, retaining existing customers is just as important
as acquiring new ones. In this program, we'll talk about the knowledge and strategies you need to
excel in customer retention and secure long-term sales success. We'll discuss building strong
customer relationships with communication and personalization. We'll go over strategies like using
customer loyalty programs and providing superior customer service. We'll also cover how to measure
customer retention using KPls and other metrics.

Creating Great Customer Conversations (4:56)

What exactly does it take to have a good conversation that would be considered good
service? How do we deal with others with good customer service? Great customer
conversations can be achieved with these five easy steps: Prepare, Greet, Act, Offer, and
Thanks. That makes a great customer conversation.
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Determining Customer Needs (4:58)

"Without a need, don't proceed." We want this expression ingrained into your sales psyche. If there's
no unmet need, then there's really no reason to be there on a sales call. So, you must determine
the customer's needs and then insert that into your sales strategy. In this course, we'll cover the
psychology of a sale and look at unmet needs, solutions, and benefits. We'll also discuss how to
determine customer needs and the ways that your solution can benefit them.

Representing Your Brand (7:46)

Often, millions of dollars are spent creating and maintaining a brand's image so that
consumers will feel good about, and buy, their products. As a representative of a brand, you
can do your part by looking good and acting appropriately every day. When you wear a
company uniform, a nametag, or follow a dress code, you ARE the brand. In this course,
we'll talk about how to present yourself to properly represent the brand you work for. We'll
discuss appearance, driving company vehicles, language, attitude and more.

Customer Service Feedback

Feedback Basics (5:16)

If you've purchased a product or service recently, there's a good chance you read customer reviews
before doing so This is one of the most common forms of customer feedback today and it's one of
the reasons experts refer to today's digital world as the "feedback economy." Customer feedback
does, indeed, make the economic world go round. In this course, we're going to go over the basics -
including the types of feedback, common ways of quantifying feedback, and why it's so important.
In the rest of this series, you can explore a variety of ways to GET customer feedback.

Feedback Surveys (8:11)

If you watched our first course on the basics of feedback, you learned about different types of
feedback you might get from customers. In this course, we're going to shift gears to talk about how
you can collect that feedback. There are, of course, a variety of ways, but we're going to focus on
surveys here. We'll cover the different types of surveys, ways to measure and interpret results, and
using incentives for participation.

Social Media Feedback (5:08)

According to Social Media Today, 74% of consumers rely on social media to help them make buying
decisions. If the post they read comes from a friend, colleague, or family member, it's even more
impactful. More than 80% of the Social Media Today survey respondents said recommendations from
family or friends strongly correlate to their buying decisions. So clearly, what people post about your
company, products, and services online for their "friends" to see really matters. In this program,
we'll talk through some of the ways you can use this avenue to gather customer feedback.

What To Do With Feedback (6:02)

Once you've gathered your feedback, what do you do with it? That's what this course is all about. In
this course, we'll discuss the three main steps: tracking, analyzing, and taking action. We'll go over
various tracking methods, discuss the importance of objective analysis, and talk about when and
how to make changes based on customer feedback.
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Retail Customer Service

Retail Customer Service (8:28)

Customer service doesn't exist just to make people feel good. If done right, it also increases the
chances of customer loyalty and retention. And the alternative can be very harmful to businesses.
According to research from American Express, Americans tell an average of 15 people when they've
received poor service. That kind of negative word-of-mouth can add up! So, in this course, we'll talk
through the key factors that impact customer service and explore strategies you can use to provide
it at a high level.

How to Give Exceptional Service (6:55)

A survey of retail customers revealed that there are five things customers want in their retail
experience. They want a knowledgeable associate, satisfaction, personalized service, online and
offline integration, and they want fun. Let's take a look at each of these.

Managing Retail Employees (10:16)

Being a manager is difficult. Being a manager in the world of retail is even more difficult. Not only
are you responsible for achieving store goals which include sales, upsells, shrink, and customer
satisfaction, but also your success is dependent on the people who work for you.

How to Handle Feedback (7:18)

Feedback is a gift. If you're lucky, your customers are giving you feedback. Feedback tells you what
you're doing well and what you're not doing well. And since you're striving to give exceptional
customer service, you want to receive feedback, both good and bad.

When the Customer Isn't Right: Retail Conflict for Managers (5:22)

"The customer is always right." If you have any experience working in retail, you know this statement
isn't accurate, nor is it a reasonable approach to customer service. There will always be unhappy or
dissatisfied customers, and, unfortunately, conflict is inevitable. Because your employees are on the
front line of customer conflict, they need to feel empowered to handle these situations. For that,
they need to be armed with helpful de-escalation techniques and to know that you are on their side.
In this course, we'll discuss how to empower your employees, so they're equipped to handle
customer conflicts. We'll also go over your role in handling conflicts.

DATA

Interpreting Data (6:06)

Interpreting data is essentially analyzing and making sense of the information you've gathered so
you can use it to make informed decisions and take appropriate actions. Seems simple enough, but
there's much more to it. You need to evaluate the quality of your data, choose the right analysis
method, recognize trends and patterns, and more. In this course, we'll cover some practical steps
for interpreting data and go over some useful tips to help you make sense of this important
organizational information.
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EFFECTIVE TIME MANAGEMENT

Common Time Management Problems (5:56)

Take a look at your to-do list. Is there anything on the list that you've been avoiding? If you're like
most people, you probably procrastinate from time to time, but how do you recognize that you're
procrastinating? And what can you do to get yourself back on track? In this course, we'll explore
why people wait until the last minute to do things and discuss how to stop doing that. We'll also
talk about PREcrastination and the problems that method can create. Lastly, we'll teach strategies
to manage your time wisely.

Workday Planning Techniques (4:51)

Do you ever feel like there's never enough time in the day? Well, planning your workday properly can
make time work FOR you, not the other way around. Whether you're working from home or in an
office, there's a lot to learn about managing your time effectively. In this course, we'll discuss some
planning techniques that will help you prioritize your time. We'll discuss block scheduling, traffic
light prioritizing, and power hour checklists. We'll also talk about how and when to schedule breaks.

Time Blocking and Focus Time (5:15)

Our time is valuable, yet we spend so much of it trying to do TEN things at once, leaving us too busy
to actually focus and get through the work. Making time in your day for the things you need to get
done is something you have to deliberately put into action, and time blocking is a good way to do it.
In this course, we'll talk about the steps to put time blocking into action. We'll also discuss how to
make the most of your time blocks using focus time.

The Pomodoro Technique (4:28)

The Pomodoro Technique is one of the most popular time management techniques, probably
because it's so easy to use. Not only does it help you get things done more efficiently, it can also
improve your understanding of how long each task will take. Essentially, the Pomodoro Technique
helps you plan for your day realistically, without taking on too much. In this course, we'll talk about
who can benefit from this technique, and how to put it to use.

Bullet Journaling Basics (4:37)

Do you prefer a physical planner or calendar to a digital one? Well, bullet journaling, which is usually
done in a physical notebook, allows you to customize every element of your planning to suit your
needs and manage your time better. Using this approach may take some getting used to, but for
anyone feeling like simple to-do lists and weekly planners aren't cutting it anymore, bullet journaling
could be the answer. In this course, we'll talk about how to create, customize, and use a bullet
journal.

The Four D's of Time Management (5:21)

Do you find yourself running out of time every day? Do you go through to-do lists, and try weekly
planners without ever feeling like they make a difference? Managing your time doesn't need to be a
painful process. The simple, effective solution is the four D's of time management. In this course,
we'll cover what the D's are, and how to put them to work for you.

Iceberg Method Basics (3:36)

Do you ever find yourself unable to get anything done, due to feeling so overwhelmed with work?
Whether you work in a creative or analytical field, you probably spend much of your day sifting
through huge amounts of information. The iceberg method will help you to quickly store and access
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important information when it's needed. In this course, we'll talk about where this method originated
from, and how it works to help you organize information.

Managing Multiple Priorities*

Managing Multiple Priorities* (45:00)

We all have so much to do every day, and it’s a big challenge to manage everything in the most
efficient, effective, and productive way. Adapted from the instructor led course developed by Dr.
Everett Shupe, the purpose of this course is to help you learn how to better manage your time and
priorities, using some proven strategies and techniques.

The Myth of Multitasking

Multitasking (7:04)

Multitasking is not what we think it is. Science shows the human brain isn't even capable of
multitasking at all. After spending years trying to multitask, we have actually reduced our ability to
focus. And we've decreased our productivity and increased our errors. Our brains just don't work in
that way. So, in this course, we'll explore the myth that is "multitasking.” We will define the term,
discuss the things that compete for our attention, and explain the difference between cognitive and
noncognitive tasks. We'll also explain how task shifting can lead to decreased attention spans, lower
productivity, and increased stress levels.

Monotasking (8:29)

Monotasking is focusing on one task at a time. It's committing to doing ONE thing, giving your brain
the opportunity to focus on that ONE item, for a set amount of time. It's the opposite of multitasking.
And it's not the same thing as task shifting, which is moving rapidly from one task to another, which
hurts productivity. In this course, we'll look at how monotasking and task shifting differ. We'll go
over how to monotask, covering some tips and tools for monotasking successfully.

EMAIL ETIQUETTE

Email Etiquette: 01. To Email or Not To Email? (1:28)

We often default to email because we can get it anywhere. It's on our desktop, laptop, phones,
tablets, and watches! It's become our "go to" for communication, but email isn't always the best
way to communicate. There's still value in meeting face-to-face or talking over the phone, and
there's still risk in communicating without the help of nonverbal cues and voice tone. In this program,
we'll discuss the different things that you need to consider before drafting an email.

Email Etiquette: 02. Spelling and Grammar Check (1:05)

Every email you send is a representation of your level of professionalism and character, so sending
messages that use proper spelling and grammar are highly important. In this course, we'll talk
through the different ways to proofread your writing and also discuss specific things to avoid when
drafting emails.

Email Etiquette: 03. Subject Line (1:18)
Every email needs a subject line. It's an attention-getter for your message. The subject line should
serve as a short synopsis of the email's content which gives the recipient the opportunity to prioritize
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their emails without reading through them first. There's an art to writing good subject lines, and
that's what we'll discuss in this course.

Email Etiquette: 04. Formatting Your Email (2:29)

As a form of professional communication, each email needs to contain a greeting, a body, and a
closing. Your company culture will dictate how formal or informal you can be. In this course, we'll
go over the different ways to write formal and informal greetings and closings, and how to properly
format the body.

Email Etiquette: 05. Sending Attachments (1:26)

There are many things to consider when sending files in your email. Most importantly, will the
receiver be able to open the email attachment? System restrictions and file sizes can prohibit a
person from receiving and opening your sent files. This course will discuss ways to successfully send
attachments.

Email Etiquette: 06. Reply Time (1:27)

How quickly should you reply to an email? It might be sooner than you think. In this program, we'll
go over the appropriate time frame for replying to emails. Other topics include: what you should do
when emails are complicated, responses that can't fit into the time frame, what to do when you
can't reply to emails for a few days, and the proper steps to awaiting a reply from someone else.

Email Etiquette: 07. When to Cc and Bcc (1:46)

Within your email system you have the option to carbon copy, Cc, or blind carbon copy, Bcc. How
do you know which one to use and when to use it? That's what this course is all about. We'll also
discuss other possible uses for these email features.

Email Etiquette: 08. Using Reply All (1:18)

"Reply all" is a blessing and a curse. The intent of "reply all" was to provide a quick way to respond
to everyone on an email without having to type in everyone's email address again. Sure, it can be a
great feature, but the problem is, it tends to get overused. In this program, we'll go over what you
need to do before you "Reply all."

Email Etiquette: 09. Forwarding Emails (1:35)

"Forward" is another handy email feature that we take for granted. "Forward" is to quickly pass on
information, without having to rewrite everything. However, like other email features, it's often used
used incorrectly. In this course, we'll go over what considerations to make when you forward a
message.

EMOTIONAL INTELLIGENCE

What is Emotional Intelligence? (4:30)

Having a solid understanding of emotions, be it our own emotions or the emotions of others, helps
us to be better people, particularly in the workplace. When we develop and use our emotional
intelligence, it helps us reduce stress, prevent conflict, and develop better work relationships,
resulting in higher quality work and productivity. In this course, we'll talk about the five
competencies that make up emotional intelligence, and we'll define the term EIQ, or emotional
intelligence quotient.
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Developing Self-Awareness (4:21)

How well do you know yourself? We've defined self-awareness as the ability to accurately sense
and identify your own feelings. It's the foundation that supports all the other emotional intelligence
competencies. Here, we'll discuss how to develop your self-awareness. We'll also introduce the self-
awareness triangle, which helps you identify how you see yourself, how comfortable you are with
being who you are, and what motivates you. We'll also talk about the importance of measuring your
self-awareness.

Developing Self-Regulation (6:30)

Your emotions will always be there, and the challenge is learning to manage the way you respond to
them. That's what self-regulation is; it's managing your responses to emotions by understanding
them and using that understanding to direct your behavior. It helps you act intentionally, rather than
reactively. In this course, we'll talk about how to develop this skill of self-regulation and why it's
important.

Developing Self-Motivation (3:09)

Even when you're familiar with your emotions, being productive and positive can be a real challenge.
That's why we use self-motivation as a tool to get ourselves on the right track. Within emotional
intelligence, self-motivation is how we find purpose and direct the power of our emotions toward a
specific task or goal. In this course, we'll talk about the two types of motivators, go over how to
strengthen your self-motivation, and discuss the search for things that inspire you.

Developing Empathy (4:58)

The first three competencies of emotional intelligence have been focused on you and your emotions.
Now it's time to shift gears and look at how we deal with the emotions of others. We call it empathy,
and it has a lot to do with social awareness. In this course, we'll define empathy and discuss how
to identify the emotions of others. We'll also go over some helpful tips on developing empathy, which
is an essential tool in demonstrating high emotional intelligence.

Failure: Moving Forward and Learning from Failure (5:36)

Henry Ford said, "Failure is simply opportunity to begin again, this time more intelligently." In the
moment, certain failures can seem catastrophic, earth-shattering, and devastating, but it's important
to maintain a healthy perspective and positive mindset. As Nelson Mandela once said, "Do not judge
me by my successes, judge me by how many times | fell down and got back up again." This takes
endurance, grit, and determination; these are the qualities we want defining our lives. In this course,
we'll talk about what it takes to move forward from a mistake and how to learn from past failures
to ultimately find success.

Making Sense of Feedback (6:32)

Throughout your career, you'll receive feedback from various sources. Sometimes, it arrives at just
the right time, and it's actionable, clear, and fair. However, sometimes it can be unclear, or it might
come at a time when you're just not ready to receive it. In this course, we'll talk about how to be
open to feedback and turn it into something that benefits you. You'll learn how to manage emotions,
categorize feedback, and handle actionable and nonactionable feedback.

Using DISC to Anticipate Emotions (5:30)

DISC can help you better understand the emotions of both yourself and other people. This allows
you to anticipate and avoid bad situations, while setting yourself up for success, knowing what works
better for you. In this course, we're going to talk about DISC personality styles and how you can use
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them to improve your emotional intelligence. Typically, you would complete a full DISC
questionnaire, and the result would give you your DISC profile, describing how you behave in most
situations. Rather than going through the whole questionnaire, we're going to walk through each of
the four DISC styles and how they relate to emotional intelligence.

How to Improve Your Emotional Intelligence (4:35)

After learning about each of the five emotional intelligence competencies, you should have a much
better idea of what it means to understand your emotions, and how that understanding affects your
work. So, how can you improve your emotional intelligence? That's what we'll cover here. We'll
discuss putting the five competencies into practice and taking an EIQ inventory to measure your
emotional intelligence growth.

ETHICS

Ethics for Everyone (6:24)

A simple explanation of ethics is "having a set of moral principles that guide us in determining what
is good or bad." In business, this seems like it's pretty much black and white. We simply follow our
company's code of conduct, and we're in good shape. But if we're not careful, ethical ambiguity can
make its way into our actions and decision-making, leaving a trail of distrust and dissatisfaction. In
this program, we'll talk about seven ethical principles and their importance in how you conduct
yourself on a daily basis. We'll also discuss how to know whether you're acting ethically or not.

Ethics for Managers (6:20)

Ethics are a top priority when you're a manager. Every day, you make key decisions that affect your
company, its stakeholders, and society as a whole. It's critical to understand and adhere to these
ethical and legal obligations, in order to meet expectations and to set an example for your
employees. In this course, we'll define business ethics and your ethical responsibilities as a manager.
We'll discuss the benefits of acting ethically, go over how to solve ethical dilemmas, and cover
business law in terms of ethical conduct.

FINANCIAL BASICS
Intro To Finance

Why Learn About Finance? (3:06)

Welcome to Finance 101. Are you feeling anxious already? Did your blood pressure spike just reading
that? It's okay, not all of us are numbers people. This series is designed for those who wish to dip
their toes into the world of finance and are ready to learn the basics. It's important that all people
have a general understanding of this broad-ranging topic, not just for career purposes, but for
personal finance benefits as well. In this first course, we'll discuss all that the term "finance"
encompasses, and we'll go over the various skills that come with a solid understanding of finance.
We'll also talk about why and how those skills are beneficial to you.

Finance Terms (5:46)

Finance jargon is a language all its own. In order to really delve into the study of finance, you'll need
to know and understand some important terms. This course will cover some common terminology
including assets and liabilities, expenses and cash flow, capital gains and losses, ROI, and more.
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These courses will give you a solid foundation of knowledge as you move forward in your study of
finance, helping you to comprehend more complex financial concepts.

Resources & Documents (3:25)

As a whole, a company's financial report provides a comprehensive look at their financial health. It's
typically reviewed and may be shared with current and potential investors, government entities, and
others who have a financial stake in the company. It lists every single transaction a business takes
part in throughout a given period of time, including loan payments, purchases, and sales. This
program will help you understand the main resources and documents needed for a financial report.

Budgeting Essentials

What is Budgeting? (1:52)

Every employee with every company impacts the budget of the business they work for, either directly
or indirectly. Whether you're an accountant, supervisor, janitor, marketing intern, or anything in
between, understanding your company's budgetary expectations and goals will help you be a better
employee. In this course, we'll go over the basics of budgeting, including the different types, common
timelines, necessary details, and objectives.

Budgeting Methods (3:02)

It's important to understand which types of budget will work best for your purposes. This course
takes a look at the different types of budgets that are used depending on the strategy. We'll go over
the most common types of business budgets: Zero-based, Top-Down, Bottom-Up, Value Proposition,
and Incremental. Each budgeting method has its pros and cons, and understanding the strengths
and weaknesses of each one can help you determine which is the most appropriate for your company
at any given stage.

Budget Reporting (1:54)

You've determined your budget, distributed it to the proper recipients, and now you're carrying out
the budget plan. The next and perhaps most vital part of the budgeting process is budget reporting.
Not sure what budget reporting is? That's okay because that's what this course is all about. We'll
define budget reporting and talk about two important terms: favorable and unfavorable variances.
Budgets aren't intended to be inflexible. They should evolve with business, and budget reporting is
the tool that allows companies to adapt and grow.

Budgeting Expenses (2:09)

Expense budgeting plays an integral part in ensuring that a company can turn revenue into profit,
while still being able to pay the costs associated with running the business. In this program, we'll
talk about what budgeting expenses means and why it's important. We'll also discuss the difference
between fixed and variable costs, and what costs may fall into both categories. Having a solid
understanding of these terms will help you to properly estimate total expenses in a given budgetary
period and aid in better profit generation.

Budgeting Revenue (2:24)

Budgeting revenue is often where business owners start. Revenue is what provides the money to
pay for expenses incurred by running a company, so it makes sense. Budgeting for revenue is also
an estimate and requires careful attention to data to ensure that your estimate is reasonable and
accurate. In this course, we'll talk about how to budget revenue correctly. We'll discuss the impact
of past, present, and future trends. We'll also go over two important considerations: capacity and
supplies. Having this knowledge will allow you to accurately and reasonably plan a revenue budget.
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Budgeting Discounts (2:08)

Discounts on products or services are a part of every business. Perhaps you're running a promotion
to increase sales, or lowering prices to move overstock off the shelves. Whatever the case, it's
important that you understand how discounts can impact your budget. In this course, we'll take a
look at planning and writing discounts into your budget and looking at your company's history of
discount patterns. We'll also discuss friends and family discounts, reward programs, and wholesale
discounts.

Managing Inventory (2:05)

An inventory budget is an estimate of how much money or capital a business needs to purchase
inventory. In this program, we'll talk about how to create this type of budget. We'll discuss data
analysis and the types of data used for inventory budgeting. We'll go over sales forecasts, bottom-
up budgeting, vendor analysis, and internal inventory controls. With an in-depth analysis of these
key factors, you can create an accurate budget that helps your company reach its goals.

Principles of Accounting

Principles of Accounting (5:12)

Businesses use accounting to create financial statements and analyze the contents of those
statements to keep track of their finances. In order for that information to be meaningful and
represent companies fairly across the board, they all have to play by the same set of rules. Those
principles are what we'll be talking about in this course. The principles of accounting include the
various standards used throughout the world and why and how they differ. We'll discuss the U.S.
standard, in particular, and some of the most important principles within it. These principles aim to
make financial reporting useful to both investors and creditors, as well as those involved in making
financial decisions and improving company performance.

Common Accounting Terms (3:35)

Accounting jargon is a language all its own. If you're not familiar with the terminology, having an
accounting-based conversation is virtually impossible. In this program, we'll help you learn to
translate common financial terms so you can feel more comfortable interpreting and even engaging
in corporate finance discussions. We'll go over four useful terms to give you a solid foundation for
understanding and discussing company finances.

Cash vs. Accrual Basics (2:40)

When a company tracks its income and expenses, the method it uses is called its "basis of
accounting." The two most commonly used methods are called "cash basis" and "accrual basis." In
this course, we'll talk about what these two methods are, how they differ, and the pros and cons of
each.

Fraud (6:30)

Fraud is a biggie in the financial world. It can affect companies of every size, so one of the biggest
concerns for any company should be the avoidance of fraud. Understanding what constitutes fraud
can help make sure you have procedures in place to avoid it. In this program, we'll be discussing
what fraud is, why it happens, and what can be done to prevent it.
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Balance Sheets

Introduction to Balance Sheets (3:03)

The balance sheet is one of the three components that make up a company's financial report. It
indicates a company's assets, liabilities, and owner's equity. It's used to help a company evaluate its
financial health and to communicate that information to interested parties. In this course, we'll go
over the parts of a balance sheet, how to create one, and how to ensure that your balance sheet is
"balanced."

Benchmarking, Ratios, Comparisons, and Trends (4:05)

Did you see the title of this course and think, "Big, scary financial words!" Have no fear. In this
program, we're going to break down benchmarking, ratios, comparisons, and trends so that they're
easy to understand. We'll discuss what each of these terms mean, how they work together on a
balance sheet, and what they mean to the financial health of your company.

Assets and Liabilities (3:41)

We know that assets and liabilities are two important sections that make up a balance sheet. But
what exactly constitutes an asset? Or a liability? There are many things that may or may not qualify,
so this course is designed to help you determine what should and should not be included. We'll
discuss the two categories of assets and two categories of liabilities.

Cash Flow Management

Cash Flow Management for Beginners (4:05)

Cash flow is one of the most important indicators of corporate financial health. It paints a picture
of how a company receives, pays, and invests money. In this program, we'll talk about the basics of
cash flow: what it is and why it matters. We'll go over cash flow statements, inflow, and outflow.
Applying these cash flow management basics will help you better understand and develop your own
company's finances.

Managing Payables (2:47)

A payable is money that your company owes to someone. When you receive a bill from a company
that has provided you with a service, that money owed is considered an account payable. Managing
these accounts is another important part of cash flow management, so that's what we'll be covering
in this short program. We'll discuss prioritizing payables and go over some strategies for managing
them.

Managing Receivables (2:46)

Managing receivables is another important aspect when it comes to cash flow management. This
refers to the collection of monies owed to the business, and is essentially the opposite of payables.
A receivable is an asset on the balance sheet that represents the amount of product sold on credit
to a customer. In this program, we'll talk about issuing credit, and setting up effective collection and
billing systems.

How to Read Cash Flow Statements (4:49)

Cash flow statements paint a picture of how money is flowing through a company, both in and out,
from one period of time to another. They can be difficult to follow, but hold a wealth of valuable
financial information. In this course, we'll go over how to interpret a cash flow statement. We'll
discuss the four main sections that make it up, go over some key things to look for, and talk about
the valuable analytics that come from this important statement.
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Income and Expenditures

Key Components (2:25)

The success of a business lies in balance income and expenditures. Without expenditures, a business
can't expand and grow. But without income, a business can't manage day-to-day operations or pay
its employees. So in this program, we're going to talk about the basics of what income and
expenditures are and how they affect a company's finances. We'll also go over both revenue and
capital expenditures, how they differ, and where they'll appear on a financial report.

Income Streams (3:34)

You're hopefully making money from your products or services, but have you thought about other
potential income streams to help your company achieve its financial goals? In this course, we take
a more in-depth look at income and the various ways that companies can bring in revenue besides
simply selling their products and services. We'll talk about calculating net income and go over the
most common types of income streams.

Expenditure Costs (2:42)

Every business has costs that are necessary to keep the company running. To stay financially healthy,
you must carefully balance these expenditures with the income coming in. There are two kinds of
expenditures that affect financial goals: revenue expenditures and capital expenditures. In this
program, we take a deeper look at what these are. We'll provide some common examples of these
expenditures and discuss their financial impact on a company.

Benchmarking Ratios (4:09)

We've gone over some various ways to analyze a company's financials, but a good analyst doesn't
stop there. In this program, we'll cover four more ratios to evaluate whether or not a company is on
track to hit their financial goals. We'll discuss revenue growth, profitability, operating cost
breakdown, and return on assets. We'll talk about benchmarking and how to compare a company's
performance to itself or other businesses or categories. We'll also go over trends and what you
should be looking out for.

Analysis (3:18)

Careful analysis and balancing of income and expenditures is key to ensuring that your organization
is on track to achieve its financial objectives. That's what this course is designed to help you with.
We'll discuss the strategy involved in determining what works best for your company. We'll talk
about analyzing expenditures and some ways you can reduce them, if necessary. We'll also go over
healthy ways to increase expenditures that will aid your business in the long run.

Financial Ratios

Revenue Ratios (2:56)

Productivity indicates a company is using its resources well. This is an area that should be examined
closely when analyzing a company. Revenue ratios are a good metric of productivity and efficiency.
Metrics may vary from company to company, but the mathematics are simple once you determine
which ratios need to be analyzed. In this program, we'll look at four common revenue ratios: sales
per customer, sales per employee, sales per cash register, and sales per unit of time.

Cost of Goods Sold and Gross Margin (2:01)
The cost of goods sold ratio and the gross margin ratio are two very helpful indicators of a company's
efficiency. They provide valuable information that can reveal trends, help you budget, and help you
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calculate product markup. In this program, we'll talk about these two important financial ratios.
We'll discuss what they are, how to calculate them, and what they mean for your business.

Net Investment Ratios (3:41)

Comparing your company's financial statements against other companies can benefit you in many
ways. This information can help you develop your own company's goals or show you how you're
progressing against industry standards. Whatever your reasons, it's important to know the best
methods to compare companies. In this course, we'll discuss different types of ratio analyses that
allow you to make those comparisons.

Finance As a Tool

Evaluating Costs (2:44)

With every business comes the cost of running it. If you have too many expenses, even if you're
bringing in revenue, you won't end up with a net profit. That's why evaluating costs is so vital to the
success of your company. In this program, we'll discuss the comprehensive information you'll need
to gather. We'll go over how to evaluate that data to determine which costs are essential and which
ones need to be reduced or eliminated. We'll also go over some helpful strategies to reduce your
costs.

Investing Using Metrics (3:14)

Anyone looking to pour money into a company is looking for a good return on their investment. In
this program, we'll go over three metrics a company can focus on to attract investors: liquidity,
growth, and return on assets. We'll take a look at what each of these metrics mean and what you
can do to positively impact those numbers to help your business become a more desirable
investment.

GROWTH MINDSET
The Growth Mindset

Understanding Fixed and Growth Mindsets (6:54)

Carol Dweck, a renowned Stanford psychologist, is known for her decades of work on motivation
and mindset. In her book, "Mindset," Dweck says that people either have a fixed or a growth mindset,
and the one that you adopt can affect every aspect of your life. She coined these terms - "fixed
mindset" and "growth mindset" - to describe the underlying beliefs people have about learning and
intelligence. In this course, we'll take an in-depth look at what these terms mean and how they
impact our attitudes on our own accomplishments, failures, decisions, and more. We'll also discuss
how to use each mindset for your own benefit.

Developing the Growth Mindset (4:53)

In her book "Mindset - The New Psychology of Success", Carol Dweck explains how having a growth
mindset opens the doors to self-development and success. She describes "purposeful engagement"
as using feedback and mistakes as opportunities to improve, while enjoying the process of learning
and becoming more productive. A growth mindset can be adopted in all areas of your life, including
education, physical abilities, artistic skills, relationships and, of course, in the workplace. Dweck
outlines four simple steps that you can take to switch to a new way of thinking. We'll cover those
strategies and more in this program.
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Limitations of a Fixed Mindset (5:40)

For many, adopting a fixed mindset is a comfortable approach. Staying within one's comfort zone
and focusing on routines helps fixed-minded people feel confident, secure, safe, and successful.
When individuals act according to their beliefs and perceptions of their abilities, they increase their
chances of success while minimizing their risk of failure or embarrassment. Now, while this might
feel safe, it's important to recognize that a fixed mindset also has limitations. That is what we'll
cover here. We'll also talk about the growth and fixed mindset spectrum and help you determine
where you land on it.

INNOVATION

Creativity

Innovation Basics (7:24)

Behind every great idea is a million bad ideas. Throw in loads of failure, time, energy, hard work, and
tedious planning. Sounds like fun, right? This is what innovation looks like. So, in this program, we'll
discuss the basics of innovation. We'll cover stages of innovation, types of innovation, strategies to
innovate, and ways to create a culture of innovation in your organization.

Innovating Outside the Box (6:59)

When you think of innovation, one of the first things you probably picture is pushing boundaries.
Thinking outside the box to come up with entirely new ways of doing things. This is how you arrive
at radical innovation, and in this course, we're going to talk about how this thinking outside the box
can lead to an entire shift in the way we view our work or other pursuits. We'll discuss paradigm
shifts and the many ways they can occur. This includes embracing failure, finding inspiration, and
more.

Innovating Inside the Box (5:56)

When you think of innovation, what do you picture? Probably brand-new ideas that break the mold,
that go outside the box. And that's often the case. But did you know that, even if you have constraints
on what you can do, even if you have a box you HAVE to stay in, you can still innovate? In fact, a lot
of times working within constraints leads to some of the best innovative solutions. In this course,
we'll discuss how this works by embracing your limitations, thinking creatively, and remaining agile.

Creative Constraints (5:34)

Whether you're a leader, a manager, or a frontline employee, you have a role to play in the process
of innovation. Ideas can come from anywhere, at any time! However, there are times when certain
leadership, management, and employee styles of work get in the way of innovation rather than
helping. So how can you spot when you're putting creative constraints on something? And how can
you then improve your work style to help better foster new ideas and growth? In this course, we'll
discuss various types of creative constraints we encounter and how to overcome these at work.

MATH
Currency & Cash Counting Basics

"The Basics" on U.S. Currency (1:21)
Get a brief overview of U.S. currency, including the denominations and series in circulation, as well
as the design process.
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Introduction To Math

Fighting the Fear (4:09)

If you took math in high school or college, you probably reached a point where you thought, "When
am | ever going to use this?" Well, in the business world, you might be surprised by how often you
do use math. If you didn't enjoy math back in school, and especially if you struggled with it, this may
seem intimidating. In this course, we're going to help with that. We'll discuss how math is important
in business and discuss strategies for overcoming your fears.

Positive and Negative Numbers (5:58)
In this program, we're going to discuss what positive and negative numbers are and how they're
used, so you can get more comfortable with both the concept and practical applications.

Adding and Subtracting (7:07)

Addition and subtraction are the most commonly used math operations in our daily lives, so it's
important to understand how perform them. In this course, we're going to go over common terms,
as well as how to do basic addition and subtraction.

Multiplying and Dividing (12:07)

Did you ever have to memorize times tables in elementary school? If so, you may or may not be a
huge fan of multiplication and division. But the truth is, it's a quick way to add groups of numbers
together or to separate a group into even subgroups. In this program, we'll learn the terms used to
talk about multiplication and division, as well as strategies to help you master equations.

Inequalities (3:27)
In this program, we're going to discuss inequalities and comparing numbers in terms of being greater
than or less than one another.

Understanding Fractions (4:47)

In math, we often deal in whole numbers. But what happens when things don't end up quite even?
What do we do with a remainder in division? Perhaps more importantly, how do we split up that
extra slice of pizza? In this course, we'll talk about how to do just that, with a type of number called
a fraction. First, we'll define the parts of a fraction, and then we'll talk about how we can use them.

Understanding Decimals (5:42)

If you've taken our course on fractions, you already understand what happens when an equation
doesn't end with a whole number. In this program, we're going to talk about an alternative to
fractions called decimals. By the end of our lesson, you'll know what they are and how to use them.

Understanding Percentages (4:03)

Fractions and decimals are both ways to express parts of a whole. In this program, we'll talk about
one more way: percentages. By the time we've finished today, you'll know what percentages are and
how to use them.

Choosing the Right Operation (3:12)

"Once you've finished with school, most of the math problems you encounter will likely come in the
form of word problems. In word problems, you're not told explicitly how to solve them. Instead, you
have to use the clues given to you in the words that make up the problem itself. In this program,
we'll learn what sort of words to look for to help you choose the right operation to successfully
solve the problem."
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Specialized Math

Understanding Ratios, Proportions, and Percentages (5:32)
Ratios, proportions, and percentages are all methods of comparing data. In this program, we'll define
each one and discuss their purposes.

Mark-ups and Mark-downs (4:41)

In the world of marketing, one of the most important skills is understanding mark-ups and mark-
downs. These two factors help determine potential for profits and drive potential sales. After
watching this course, you'll understand how to calculate mark-ups and mark-downs to maximize
profits.

Inventory Basics (6:27)
When it comes to running a business, one of the most important tasks is inventory management.
Here, you'll learn the components of managing inventory and some strategies for carrying them out.

Payroll Basics (3:22)

For many employees, one of the major motivations for showing up to work is getting paid. The
responsibility of making sure everyone gets paid on time and the correct amounts is called payroll.
In this course, we'll discuss the basics of payroll, including setting pay periods and pay dates, dealing
with taxes, timekeeping, and ensuring payroll is being done according to federal, state, and local
laws.

Net vs. Gross (2:55)

Whether we're talking about our paychecks or how much a business makes in profit, there's often a
difference between the initial amount made and what we get to keep. In this program, you'll learn
the difference between gross and net, and what it means when it comes to employee paychecks, as
well as business income.

Calculating Production Costs (4:36)

For businesses that sell products, knowing how to calculate the cost associated with creating those
products is a vital part of understanding how to reduce costs and maximize profits. Here we'll cover
the two kinds of production costs: fixed costs and variable costs. Then we'll use that information to
calculate unit costs and do a break-even analysis.

Determining Pricing (7:33)

Figuring out what to charge for your products is one of the most important parts of running a
successful business. If your price is too high, your sales will suffer. If you underprice your products,
you won't earn as much money as you should, and you'll sacrifice potential for growth. In this
program, you will learn effective strategies for pricing your products.

Understanding Profits and Margins (2:45)

When it comes to judging the success of a business, how much money it makes is one of the key
factors. But there's a lot more that goes into determining how successful or viable a business is. In
this program, we're going to look at two of those measures: profits and profit margins.

Understanding ROI (3:01)
In business, as in life, sometimes we have to give a little to get something back. At its simplest,
that's what a return on investment, or ROI, is. In this program, we'll discuss how to calculate ROI,

GOODWILL ACADEMY ON-DEMAND LEARNING CATALOG | 2024 73



5
Goodwnll

academy

what the limitations of ROI are when comparing the profitability of investments, and using rate of
return.

Interest Rates (2:21)

If you've ever had a savings account or taken out a mortgage to buy a home, you're probably familiar
with the term "interest." In this program, we're going to discuss interest and interest rates. We'll
cover how interest rates are determined, and how they can impact the economy.

Compound vs. Simple Interest (8:13)

Whether you're saving money or paying down a loan, understanding interest is a vital part of making
informed financial decisions. In this program, you can learn how to calculate both simple and
compound interest, so you're prepared for both scenarios.

Understanding Annuities (4:58)

The thought of being guaranteed income for the rest of your life probably sounds appealing. And at
their most basic definition, that's exactly what annuities provide. But, as with most things, it's not
quite that simple. In this program, we'll go over what annuities are and how they work.

Understanding Loans (4:36)

Sometimes in life we encounter situations where we need a little more cash than we have on hand.
Whether it's to buy a car or a house or to make a large purchase, when we take advantage of the
availability of someone else's money for a set period of time, it's called a loan. In this course, we're
going to learn how loans work so you can make informed decisions about when it's wise to take out
a loan and when it's not.

Statistics

Introduction to Statistics (8:21)

Statistics is the science of collecting, organizing, and analyzing data. This series will give you a
foundation for using statistics to find meaningful information in numbers. In this first course, we're
going to start with the basics and define some important statistical terms.

Understanding Probability (6:43)

Probability, at its essence, is how likely or not an event is to occur. If you've ever flipped a coin,
you've dabbled in probability. In this program, we'll learn about the basic principles of probability,
including the formula for calculating a given event's probability, how independent and dependent
events affect probability, and how to calculate the number of outcomes for different kinds of
sampling.

Organizing Data (5:47)

Collecting data using sound, strategic methods is vital to doing effective research. But without
strategies in place for organizing that data, you won't be able to interpret or communicate the story
your data is telling, and that makes it essentially useless. In this course, we'll learn how to avoid
such a scenario by going over terminology and principles for organizing data.

Data Analysis Basics (4:20)

When something starts going wrong at work, you don't want to just throw metaphorical spaghetti at
a wall, hoping a solution sticks. No, you need to follow a methodical process that defines the
problem, hypothesizes causes, collects and analyzes information, identifies solutions, and tests
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them. In short, you need data analysis. In this program, we're going to cover the basics so you can
solve problems at work quickly and efficiently.

MEETINGS

Effective Meetings

Tips to Facilitate Effective Meetings (6:33)

As a meeting facilitator, you want your meetings to be intentional and efficient, and to leave people
feeling like they accomplished something that they couldn't have done alone. When a meeting is run
well, it can increase engagement, productivity, and clarity within your organization. In this course,
we'll discuss the key factors to running an effective meeting using the five P's: Purpose, People,
Preparation, Promptness, and sticking to the Point.

Virtual vs. In-Person Meetings (5:36)

In recent years, technology has changed the meeting game. Being able to hold meetings online has
transformed the way we do business. With more and more people working from home or in hybrid
models, many businesses are tempted to make more meetings virtual. And while there are many
benefits to making meetings virtual, there are just some things that are better done in person. So
how do you decide? And what are the essential differences in these two meeting types? In this
course, we'll talk through some of the factors to consider that will help you choose whether your
meeting should be in-person or virtual.

Informational Meetings (5:05)

Informational meetings typically includes a facilitator who delivers a presentation while the rest of
the audience listens and observes. Despite the boring reputation, informational meetings are
essential in exchanging knowledge and information between departments and across an
organization. So how can meeting facilitators effectively deliver information to a lot of people within
a relatively short timeframe? This program gives viewers tips on delivering effective and engaging
informational meetings.

Problem-Solving Meetings (5:58)

Problem-solving meetings bring diverse perspectives, people, and departments together to
troubleshoot issues that get in the way of success. Some examples of this could include problems
with operations, efficiency, productivity, or even problems with employment, such as turnover or
retention. But if you're not careful, your problem-solving process can make or break the success of
your business. In this course, we'll talk through how to structure your problem-solving meetings for
success.

Decision-Making Meetings (5:18)

A decision-making meeting is a discussion that aims to find the best solution to a problem. The goal
of the meeting is to bring people together to reach an agreement or to come to a consensus around
a decision that needs to be made. Often, these meetings follow the structure of a problem-solving
meeting. If you haven't watched the video on Problem-Solving meetings, you might want to check
that one out first. But during a decision-making meeting, you aim to leave with concrete action steps
and deliverables. In this course, we'll talk through some tips to running a decision-making meeting
in a way that gets your people on board.
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Team-Building Meetings (6:50)

In the era of virtual and hybrid work, building a "team" can seem like an impossible challenge. It's
important for people to feel connected with their company's mission and vision. But it's also
important to feel connected to one another. Companies can strategically grow employee connections
by planning thoughtful team-building meetings. The purpose of a team-building meeting is to provide
a space for employees to connect, interact, build relationships, and build cohesion. In this course,
we'll discuss ways to plan team-building meetings, both in-person and virtually.

One-on-0One Meetings (6:22)

A one-on-one is a time when someone in a supervisory role meets alone with a direct report. Often,
the supervisor gives feedback on specific areas for improvement. They can help the employee set
goals that align with the larger goals of the organization and provide coaching to meet those goals.
Some examples might include performance reviews or sales rep meetings. In this program, we'll talk
about some tips to help you get the most out of your one-on-ones with your direct reports.

MOVING UP

Moving Up: 01. Defining Your Career (2:44)

You might be at a point in your career where you want to move up, but you aren’t sure where to go.
Having a clear vision of where you want to end up before you take action will help you reach your
goals. Do you want to move up in your current job? Are you hoping for a raise or promotion? If so,
do you have a clear mental image of who you will be in the future? If you answered yes, great. You
don’t need to watch this program. If you’re struggling to come up with an answer, this course will
provide some helpful tips that you can apply to defining your career.

Moving Up: 02. Maintaining Your Resume (3:24)

Maintaining your resume, even in a job that you’re completely satisfied with, is something that
everyone should do regularly. This helps you to remember to include any awards or recognitions, to
expand on any job duties that may change, and to keep your contact information up-to-date. In this
course, we’ll discuss when and how you should update your resume. We’ll go over what information
to include, as well as how to maintain your LinkedIn profile.

Moving Up: 03. Internal Interviews (3:34)

Internal interviewing can be a bit different from the standard interview. You’re dealing with people
who have an exact knowledge of your qualifications, your work ethic, and other critical areas of your
work responsibilities. You may find that it’s a bit more relaxed and informal, but that doesn’t mean
you shouldn’t stay professional. In this course, we’ll go over how to properly and professionally
present yourself in an internal interview.

Moving Up: 04. Asking for a Raise (3:49)

Another version of moving up could mean asking for a salary raise. This requires negotiation, which
may come easier to some than others. If you believe career advancement is overdue, don’t let a little
discomfort keep you from asking for something you deserve. In this course, we’ll discuss the best
ways to ask for a raise. This includes what you should do to prepare, knowing the right time to ask,
and how to present your pitch.

Moving Up: 05. Internal Networking and Connecting with Executives (3:13)
When you hear the word “networking,” you probably think of LinkedIn, professional associations,
meetups, or conferences. You might assume that the most useful networking happens outside of

GOODWILL ACADEMY ON-DEMAND LEARNING CATALOG | 2024 76



5
Goodwnll

academy

the office. But if you really want to move up within your organization, you should make sure you’re
connected with your own colleagues first. Networking with different coworkers at different levels in
different departments can be a game-changer in how you look for opportunities within your
company. In this program, we’ll talk about how to effectively network within your organization.

NETWORKING

The Benefits of a Professional Network (6:16)

Whether you're just starting your career or well-established in your current role, it's important to
create, grow, and maintain a network of professional acquaintances that you can reach out to for a
variety of reasons in your day-to-day work. Who you know can be just as important as what you
know in certain circumstances. In this course, we'll discuss why building a professional network is
so critically important in business. We'll go over the benefits involved, including finding job
opportunities, discovering good candidates for job openings, as well as gaining information, advice,
and ideas.

Building Your Network (6:02)

Building your professional network should be a well-thought-out process. You want to include
people who can help you further your professional goals. Connecting widely is okay, but you need
to use discretion so you're growing your circles in the right way. That's what this course is all about.
We'll go over how to properly use technology to grow your network. We'll also discuss the importance
of "connectors" and "influencers." Other topics we'll cover include how to make a good introduction,
looking for mutual connections, and creating personal messages.

Promoting Your Personal Brand (6:32)

Personal branding is the idea of developing a look and feel around your name or your career. You
use this to express and communicate your skills, personality, and values. We all can be a brand and
cultivate our power to stand out and be unique. This uniqueness draws people to your product, your
services, or even just your message. Your personal brand should be about who you are and what you
have to offer. In this program, we'll go over how to develop your brand, which includes defining your
target, being a good storyteller, and knowing ways to highlight your uniqueness. We'll also cover
creating an elevator pitch, developing your personal brand online, and speaking in public.

Giving Back to Your Community (6:26)

Perhaps the most important rule in networking is to be a giver, not a taker. A large part of creating
a group is giving back to the community. Whether it's through the professional network you've
created, an industry group, or the community you live in, hopefully you will feel compelled to help
others in your journey. In this course, we'll go over the many different ways to do that.

Being a Member (5:38)

Building your professional network requires active participation on your part. You need to be adding
value to the group or groups that you're a part of while promoting your personal brand along the
way. In this course, we'll discuss how to cultivate your memberships and bring value to each of
them. This includes finding the right groups to join, being an active virtual member, and knowing
what your intentions should be.
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OFFICE ETIQUETTE

Office Etiquette: Appearance (2:55)

Most companies have dress policies, but etiquette in appearance is more than wearing something
too revealing or too casual. In this course, we'll discuss all things appearance-related including the
do's and don'ts of personal hygiene, what to do if you notice a colleague's wardrobe malfunction,
and respecting others' senses of smell. We'll even touch on clipping your nails at work and not
wearing your shoes. Yes, this really happens.

Office Etiquette: Food (3:40)

Food can be offensive. Have you ever smelled an egg and onion burrito? It's horrible. Have you ever
opened the microwave at work to find a gravy explosion that someone left behind? How about
opening the shared fridge at your office, and it smells like feet and cheese? In this course on
etiquette, we're talking about food and, in particular, the kitchen area. We'll go over some offensive
behaviors and how to be a more considerate coworker.

Office Etiquette: Interactions (3:21)

Isn't it wonderful that every workplace is harmonious, where we can all hold hands, braid each
other's hair, and do trust falls? That's not your workplace? Of course it isn't. We're all very different
and we all have to get along. This course is designed to help employees interact respectfully with
one another in the office. We'll go over some tips on eavesdropping, attending meetings, collecting
donations, office parties, and other tricky situations.

Office Etiquette: Environment (3:01)
With the growing popularity of open office layouts, environmental etiquette has become increasingly
more important. This course is designed to help employees be more considerate and less...annoying.
We'll discuss things like speaking volume, phone etiquette, personal space, inappropriate desk decor,
cleanliness, and people in Speedos. This program will help build employee awareness of
surroundings and other people's needs.

PERFORMANCE REVIEWS

Performance Reviews for Employees

Performance Reviews for Employees: Preparing for Your Review (4:57)

Whether you’ve done a great job all year or not, review time is often one of stress. This course is
here to help make it less painful. We’ll talk about the best way to prepare for your review, which
means starting the year before. Yes, you read that right. It might sound daunting, but it’s really very
simple. We’ll discuss what information you’ll want to hang onto and present. We’ll also talk about
how to find and discuss your own areas of improvement. Lastly, we’ll cover setting SMART goals and
creating a plan for achieving these.

Performance Reviews for Employees: Self-Assessments (5:44)

Self-assessments can be difficult to write. You might feel like you're bragging about your
performance and find it challenging to be objective. For your manager, though, it’s an opportunity to
be reminded of your successes and challenges from your own perspective. Performance reviews
help keep everyone on track, provide clear expectations, and set reasonable goals for the year, and
self-assessments play a critical role in that. In this course, we’ll go over some pointers to keep in
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mind before writing your assessment. We’ll talk about what information should go into your
assessment and discuss how to review the assessment with your manager.

Performance Reviews for Employees: Handling a Bad Performance Review (3:33)

You’ve done your self-assessment, you’ve kept track of the work you’ve done throughout the year,
and you just had your review. But what if, even though you’ve prepared for your review, it wasn’t a
positive one? Whether you knew the bad review was coming, or it was a complete surprise, there
are things you can do to improve the situation. In this program, we’ll talk about how to keep your
emotions in check, discuss getting clarification on your manager’s concerns, and go over creating a
performance improvement plan.

PRESENTATION & TRAINING
Curriculum Design

What is Curriculum Design? (6:19)

A curriculum is defined as everything a learner experiences in the educational process, including
things like learning methods and platforms, assignments, tests, certification, and so on. At work,
this might be in-person training sessions, training materials or books, a learning management system
or training platform, video programs, interactive courses, gamification, and any certification that
follows. Curriculum design involves creating a plan for delivering the most effective training to the
employee using all or some of what we just listed. In this program, we'll cover the basics of
curriculum design. We'll talk about various types of curriculums and knowing which ones to choose
for your team or organization.

Helping L&D With Curriculum Design (7:10)

When your organization creates training programs, usually with a learning and development team,
they might not always have curriculum design in mind. This means they could end up creating
training programs and learning initiatives that fail to meet the overall standards or goals for you and
your team. This is especially true if you work in a large organization, where different departments
don't normally work closely with each other. Departments must come together to ensure the viability
and value of new and updated training programs. If you're working with the L&D team to design a
curriculum that works for you, what should you focus on? What are the most important factors to
consider during curriculum design? That's what we'll cover here. We'll go over knowing your target
audience, identifying performance or knowledge gaps, and more.

Utilizing Blended Learning (6:41)

One very important aspect of curriculum design is knowing when to use different methods of
learning. Blended learning is an approach to training that takes online educational materials and
digital tools, and combines them with in-person, place-based instruction. There are several different
models of blended learning, each one taking a slightly different approach to training. In this course,
we'll walk through several models and discuss the advantages and disadvantages of using these
blended learning approaches. We'll also talk about the use of learning management systems and
their many benefits.

Facilitation Skills Workshop Resources

The tools included here were developed by Google and adapted with permission by Gll for in-person
or virtual training sessions. Please feel free to leverage these resources if you would like to run a
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workshop of your own. Materials include a presentation deck, facilitator guide, participant notetaker,
facilitation skills tip sheet/handout.

The Art of Effective Facilitation—Facilitator’s Guide
The Art of Effective Facilitation—Participant’s Guide
GWA Facilitation Skills Tip Sheet

Presentation Skill Basics

Presentation Skills Basics: Know Your Audience (5:36)

When you're tasked with delivering a presentation, the first thing you need to understand is your
audience. Not every presentation is suitable to every audience. You may in fact have to have different
versions of the same presentation, based on the audience you're talking to at a given event. So how
do you get to know your audience? And once you do, how does that affect your basic outline for
your presentation? In this program, we'll talk about getting to know your audience, so you can craft
a presentation specific to them.

Presentation Skills Basics: Structuring Your Presentation (5:33)

Whenever you're putting together a presentation, you want to organize your information carefully,
and come up with a structure for your presentation. This is sometimes referred to as the backbone
of your presentation. There are all kinds of backbones that we can use, depending on what's most
logical and effective for that content. In this program, we'll go over the different types of backbones
and discuss some common mistakes people make when structuring presentations.

Presentation Skills Basics: Setting up Your Presentation (9:13)

A well-organized, prepared presentation is the best way to ensure the audience remains engaged
and your message gets across. In this program, we'll talk about some key strategies and tips to
setting up your successful presentation. We'll go over getting the room ready, including lighting,
seating, and temperature. We'll also discuss audio-visual components and talk about getting yourself
presentation-ready.

Presentation Skills Basics: Setting the Stage (8:27)

When you're putting together your presentation, there are going to be times when you need to set
the stage and prepare your audience for the information they're about to receive. Or, perhaps you'll
need to set up a point and drive it home. Whether you're setting the stage for your entire
presentation or simply one specific point, there are several tactics you can use to better prepare
your audience for what they're about to hear. In this program, we'll go over these strategies, covering
various types of openings and different ways to keep your audience engaged.

Presentation Skills Basics: Closing and Q&A (2:54)

You've completed your presentation, hitting every point, working through any technical snafus, and
keeping your audience engaged. Now it's time to bring it all home. You need a great closing to leave
your audience with a good lasting impression. You might even consider including a Q&A as part of
your closing. In this course, we'll go over how to wrap up your presentation and run a successful
question and answer session. We'll discuss the different ways to close, and go over some tips and
common missteps when it comes to Q&A.
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Presentation Skills Basics: Punching up Your Presentation (4:59)

Unfortunately, not every topic is going to be an exciting one to present. How do you keep people
engaged when you're talking about big data, budget forecasting, or employee benefits? That's what
this course is all about. We'll go over things you can do to punch up your presentation. We'll discuss
breaking up the content to maintain interest. We'll also talk about how to incorporate visuals and
humor into your presentation.

Presentation Skills Basics: Designing Handouts (3:41)

Everyone was engaged. The content was relevant, succinct, and creative. You captured everyone's
attention with your charismatic delivery. By tomorrow, 90% of the information you shared will be
forgotten. Sorry to burst your bubble, but it's true! Unless you can find a way to reinforce what you
covered, or provide a post-learning refresh, the attendees will not remember the content. In this
program, we'll talk about what these learning reinforcements should look like, why and how they're
helpful, and how much time you need to invest in creating them.

Presentation Skills Basics: Psyching Up, Not Out (3:19)

Public speaking is one of people's biggest fears. You may get clammy, dizzy, anxious, or even
paralyzed with fear. So when you must give a presentation, how do you power through these
emotions? In this program, we'll talk about psyching yourself UP, not out. We'll cover dealing with
nerves. We'll go over being over-prepared for your presentation. We'll discuss practicing and building
confidence. We'll also go over some breathing techniques to help calm your mind and body.
Controlling your emotions and allowing yourself to get into the zone will make for an effective and
powerful presentation.

Presentation Skills Basics: Handling Distractions (2:58)

Distractions happen. Maybe it's someone walking in mid-meeting. Or you experience a technology
glitch over the webinar. It happens. And every time there's a distraction, the audience will turn and
see what it is. Or sometimes they take that opportunity to check their phone or email, or otherwise
check out mentally. That's just the reality of the situation. Let's talk about what we can do to deal
with distractions, bringing the audience's attention back to us and what we're speaking on.

Presentation Skills Basics: After the Presentation (2:13)

The hard part is over. You've finished your presentation. What comes next? In this program, we'll
discuss what needs to happen once you're done speaking. We'll go over addressing the audience and
answering any questions. We'll also talk about cleaning the space and leaving it the way that you
found it. Lastly, we'll talk about notes you should take following your presentation.

Presentation Skills Basics: Creating Slides (7:08)

Most often, when you're giving a presentation, whether it's in person or in a webinar, it's likely going
to include PowerPoint slides. Let's be honest. A bad set of slides can turn the audience off and can
distract from your content. A lot can be said about how to create effective slides. In this course,
we'll focus on the most important aspects of creating great slides for your presentation.

Train The Trainer

Train the Trainer: What Is Your Role? (5:20)
If you're new to standing in front of people and sharing information, you might think that the roles
of a trainer, presenter, or facilitator are interchangeable. However, these roles are actually very
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different depending on how you wish to connect with your audience. In this program, we'll talk about
the differences between these roles and what's expected of you if you're asked to share to a group.

Train the Trainer: Becoming a Subject Matter Expert (6:18)

Have you ever been to a training session that made you want to fall asleep after 5 minutes? Were
you forced to go and look at the back of someone's head as they read off the PowerPoint slides?
Did you leave there saying you could have done it better yourself? Whether you've been tasked with
training your co-workers in-house or total strangers in public venues, there are steps you can take
to prevent training session disasters. Let's start with the basics of becoming the subject matter
expert (SME).

Train the Trainer: Creating Engaging Materials (8:06)

Great presentations are engaging and interactive. They leave an impression on the audience and help
reinforce learning points, so your group leaves with what they need to know. In this program, we'll
talk about how to create engaging materials to share with your group to get them excited about the
information you are sharing. We'll discuss creating an outline and how the body of the presentation
should flow. We'll go over designing slides and creating handouts. We'll also go over how to create
and use pre- and post-work for your audience.

Train the Trainer: Managing the Audience (6:26)

You've got the content for your presentation prepped and ready, but before you can share it with a
live audience, you need to work through some logistics. You want to think about the room layout.
You have to consider people's learning styles and how to meet their needs. You should understand
different audience types and how to handle their personalities. You need to come up with various
ways to keep your audience engaged throughout your presentation. It's a lot to think about and we'll
cover all of this and more in our Managing the Audience program.

Train the Trainer: Tricks of the Trade (8:04)

Engagement is a critical part of comprehension during a presentation. If you're dosing off, you're not
retaining anything. In this course, we'll talk about ways that you can connect with your audience,
and we'll go over some ways to get them to connect to each other. We'll discuss ice breakers,
breakout sessions, telling stories, and debriefing. Having these tricks in your toolbox will make you
a much more effective and impactful speaker.

Training Needs Assessments

What Are Training Needs Assessments? (5:32)

Within the world of learning and development, it can be difficult to make decisions about who needs
training, what that training should be, and how to measure your success. That's what a training
needs assessment is for. It can help you bridge the gap between your current performance and the
goals you want to achieve. In this course, we'll discuss more in detail what a training needs
assessment is and how you can use it.

Types of Training Needs Assessments (7:10)

A successful training needs assessment will identify those who need training and what kind of
training is needed. Of course, it's counter-productive to offer training to people who don't need it or
to offer the wrong kind of training. So, an assessment helps to put training resources, whether that's
time, money, or energy, to their best use. In this program, we'll talk about the different types of
training needs assessments, so you can get a better idea of which approach is best for you and
what's involved in the process.
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How to Conduct a Training Needs Assessment (9:28)

A training needs assessment identifies the current degree of competency, skill, or knowledge in one
or more areas, and compares that to a goal that you want to reach. It maps out a path from your
current performance to your target performance, and it can happen at three different levels:
individual, operational, and organizational. Generally speaking, a training needs assessment process
goes through five steps: identify business needs; gather data; perform a gap analysis; assess training
options; and implement a training plan. In this program, we'll take an in-depth look at these steps
and talk about how to conduct an assessment to address the needs of your company.

Developing an Evolving Learning Program (6:05)

As you go through the process of conducting a training needs assessment, you'll be creating a
catalogue of training solutions that you can apply to different situations. Over time, you'll find that
these solutions can't always address the skill and knowledge gaps presented by new employees and
new challenges. So, you have to update your training programs and set them up for long-term
success. You need to ensure that your training programs can evolve to meet the ever-changing
learning needs of your organization. In this course, we'll cover how to develop a current and
adaptable learning program and why it's beneficial to your company.

Understanding and Using Learner Archetypes (15:00)

This course will explore how learner archetypes can enhance learning and development for the seven
identified archetypes found in the Goodwill network. It will explore the onboarding process from the
perspective of three unique archetypes. For more information, navigate to Goodwill Exchange and
search of the document title "How to Use Learner Archetypes to Coach, Lead, & Drive Organizational
Change."

Video Conferencing

General Tips (3:12)

Right now, we're using video conferencing more than ever. Where would we be right now without it?
But as with any workplace tool, there are some rules of etiquette that you should follow. In this
course, we'll review best practices for video conferencing.

Appearance (2:07)

While you might be out of the habit of getting "ready" for work, you should still get dressed for a
video conference call in the same way you would get ready to go into the office or to a meeting.
Your audience will dictate your attire. Here we will review what is appropriate and what is not
appropriate for different types of video conference meetings.

Camera (2:45)

Have you ever thought about the angle of your webcam? An ill-positioned webcam can make the
most professional person look unprepared and unprofessional. Here we will review best practices
for different types cameras and angles.

Audio (2:39)

Audio issues can completely derail a video conference. If attendees are unable to hear you, it's
disruptive and prohibits productivity. Here are some ways you can troubleshoot audio issues before
your meeting to ensure a smooth call.
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Location (2:52)

Meeting attendees are learning lots of things about you based on what they see in the background
of your video conference. What can you do to eliminate those distractions and to help keep the
meeting focused on the topic? That's what we cover in this course.

PROBLEM SOLVING & DECISION MAKING

Decision Making Basics

Decision Making Basics: Gathering Information (6:39)

We are constantly making choices. Where to turn, what to eat, which work to start on, what to say
on a call, etc. Of course, we always want to make informed choices, and living in the information
age, finding information is easier than ever before. The trick is knowing where to find the data you
need, and how to determine what sources are trustworthy and reliable. In this course, we'll talk
about how to properly gather information to make good, informed decisions. We'll go over the
difference between data and knowledge, the various sources of data, and how to know when to stop
gathering it.

Decision Making Basics: Understanding Motivation (5:41)

Motivation is defined as the activation of goal-pursuing behavior. Motivation is the drive that pushes
people to get things done. Over the years, much research has been conducted to find out what gets
people motivated, and what helps them stay that way. To maximize workplace motivation, an
employer must remove causes of dissatisfaction AND provide opportunities for satisfaction. In this
course, we'll look at what truly drives people by discussing two types of motivation. We'll also walk
viewers through hidden motivators, also known as cognitive biases, which tend to run in the
background, yet still greatly impact decision making.

Decision Making Basics: Making Quick Decisions (6:47)

Have you ever been in a situation where you know you must make a decision, but you're dreading
it? Making up your mind is so painful that you've been postponing the inevitable? Or, you've made a
decision after careful thought, but then second-guess yourself, and pick apart your thought process
and rationale? If either of these scenarios sound familiar, then you're probably one of the multitudes
of people who have trouble making decisions quickly. This can be detrimental to your company or
career, if you have difficulty deciding. So, in this course, we'll talk about overcoming roadblocks that
get in the way of decision making. We'll also walk you through some good decision-making tips to
help you decide on things quickly and confidently.

Decision Making Basics: Facts vs. Opinions (6:54)

Opinions are a flimsy and unreliable basis for business decisions. All too often, however, people do
just that: base their workplace decisions upon the shaky foundation of their own or others' opinions.
When what they really should be doing is basing their decisions on facts. Many struggle with even
knowing if what they're hearing is a fact or an opinion. In this program, we'll talk about the difference
between the two, and go over the various types of facts and opinions. We'll discuss how to use both
in your decision making, and teach you how to test yourself, so you know that what you're basing
your decision on is factual.

Decision Making Basics: Generating Options (4:16)
"I had no choice." "I wish there was another way to go..." "I'm stuck between a rock and a hard
place." No matter how you say it, the desire for more choices is a common one. A lot of the time,
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the hardest thing about making a decision is producing options in the first place. When you find
yourself struggling to find viable options, or any options, two simple steps can help you move beyond
the obvious and find creative solutions: naming the box and brainstorming. That's what we'll cover
in this course on generating options.

Decision Making Basics: Decision-Making Models (4:32)

Over the last few decades, experts have studied and analyzed how decisions are successfully made.
These models provide a framework for the decision-making process. In this program, we'll give you
a brief introduction to two of these models and go over when we recommend utilizing them. When
making quick decisions, we recommend using the TDODAR decision model. And for decisions that
require deep analysis, we recommend using the Kepner-Tregoe matrix. Keep in mind, these models
are adaptable and not set in stone. They can be used in different scenarios than traditionally
recommended.

Decision Making Basics: Decision-Making Styles (6:10)

When different people make decisions, they approach those decisions in different ways. In other
words, they have different styles of decision making. In fact, there are generally four recognized
styles of decision making. They are directive, analytical, conceptual, and behavioral. In this program,
we'll go over how to identify the different styles, and share the positives and negatives of each.

Avoiding Mistakes in Decision Making (6:23)

If you've ever made a bad business decision, it can haunt you forever. Whether it was financially
detrimental, ethically unwise, or just a bad choice with a negative outcome, you're left to pick up
the pieces and start over. You can avoid making these mistakes in decision making by remembering
your ABCs: active, balanced, and conscientious. In this program, we'll talk about how to be all three
of these things, in order to avoid making crucial decision-making mistakes.

Trusting Your Intuition (5:55)

We often hear stories of leaders in battle or in business going with their gut to make quick decisions.
How many times in your personal life have you been told to trust your instincts? And yet, in business
education we're usually taught to rely on data or evidence, so we can base our decisions on facts
and analysis. So, should you go with your gut or not? We'll answer that question, and more, in this
program. We'll go over what it means to use your intuition to make a decision. We'll also discuss
how to develop and hear your intuition.

PROFESSIONAL SKILLS

Business Ethics (7:00)

Some situations that push ethical boundaries are obvious others less so. The definition of “ethics”
varies dramatically among industries, and rules change when dealing with governmental agencies or
international employees or customers. Savvy companies offer an annual ethical conduct compliance
refresher course with up-to-date scenarios supporting the most current policies.

Coaching Others (7:00)

Do you have a few employees who struggle to meet their performance goals each quarter? Does
your succession plan call for developing emerging leaders? The clock is ticking—what do you do?
Perhaps some coaching sessions are in order.
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Communicating Effectively (7:00)

Whether writing an email, sending a text, speaking to an audience, or talking on the phone, clear
communication matters. Learning how to effectively get your message across is a key part of any
business skillset. It takes practice and commitment to communicate effectively. To take this course
to the next level, consider adding links to your own internal communication resources and templates.

Conflict Resolution (7:00)

This course will teach your employees how to CATCH interpersonal conflict early and manage it long
before it gets out of hand. The course is ready to roll out as is, or you can consider adding internal
policies and resources for seeking help in managing conflict. Following this course, participants will
be able to:

Creative Problem Solving (7:00)

"If your organization values out of the box thinking, this course is for you. The course works well as
stand-alone training, or use it to break the ice and open minds as a kick-off for a larger workshop
or retreat."

Customer Service (7:00)

Provide team members the foundational customer service skills they need to take the high road
while managing difficult customers. Use the course as is, or you can consider adding the proprietary
customer service secrets that make your organization stand out from the competition.

Handling a Difficult Customer (7:00)

This course gives front line employees strategies for recognizing a difficult customer and regulating
their initial emotional response. The end goal: increase trust and earn customer loyalty. The course
can be used as is, or customized to empower customer service staff with your own best practices,
policies, and resolutions.

Interpersonal Skills (7:00)

This course raises awareness and provides beneficial practice focused on improving workplace
communication, trust, and ability to give and receive feedback. For an organizational boost, consider
timing delivery of this course before your next round of performance reviews.

Meeting Management (6:41)
This course offers participants the opportunity to plan and prepare to lead a focused, effective
meeting. The investment in this course will pay dividends every time employees meet.

Negotiation Skills (7:00)
This course works equally well as a stand-alone training, or as part of a blended curriculum with a
negotiation stretch assignment and follow-up group discussion.

Presentation Skills (7:00)

This course will help participants prepare a compelling presentation and overcome common
presentation issues. For maximum impact, consider using this fully customizable course in a blended
learning program, and challenge learners with an on the job presentation assignment and follow-up
for practice and feedback.

Prioritize Like a Pro (00:15)
This course will help participants define prioritization, describe the benefits of the Eisenhower
matrix, and discuss how to use it to prioritize time
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Stress Management (7:00)

This course helps participants recognize their own stress triggers, and provides tools to better
manage stress in their work and personal lives. Show you are committed to improving employee
health and quality of life. Consider personalizing the course to your organization, and making time
for stress management training part of your next employee appreciation event.

Time Management (7:00)

Practicing the principles of time management will help your organization reap the benefits of a more
productive and efficient workplace. This course is ready to use as is, or you can consider updating
it to include your own workplace systems and tools helping team members make most efficient use
of their workday.

Work-Life Balance (7:00)

This course will help employees hone in on what matters most to them, and develop strategies for
setting priorities for using time in personally meaningful ways. The course is ready to deliver, or
update it to reflect your own unique workplace roles and challenges.

Workplace Harassment (7:00)

Training is the answer to avoiding workplace harassment. Educate your managers and employees to
recognize and mitigate situations that could be construed as harassment. This Workplace
Harassment course provides a framework ready to customize with your own internal policies,
practices, and support information.

PROJECT MANAGEMENT
Project Management Foundations Bundle

What is a Project? (4:26)

If you've been assigned to manage a project, welcome to the world of managing deadlines, managing
other people, and seeing a project from start to finish. This series is designed to walk you through
the steps and processes you go through when managing a project. There are certifications out there,
and this series does NOT grant you certification. It will provide you with the basic understanding of
project management. In this first course, we'll define what a project is, we'll introduce you to the
four phases of the project management process, and we'll touch on some typical project constraints.

Project Charter (3:55)

When you've been assigned a project, the first thing you need to do as a project manager is to
develop a project charter. The project charter defines the boundaries of a project. It's a document
that you can refer to and look back at when you're at a difficult point in your project's timelines. It's
important to share this with everyone on the project so that everyone knows what is expected of
them and when it's expected. In this course, we'll discuss the three parts that a project charter
should contain: a summary, an outline, and the authorization section.

Timelines (4:28)

If you've ever worked on a project with a poorly-set, or tight deadline, you know it can be a high
stress situation. You may have different people trying to meet different deadlines and any number
of variables can get in the way. You may get pressure from the stakeholders to meet specific
deadlines that seem impossible to achieve. When you're a project manager, you need to be aware
of timelines and how they effect the outcome of your project. In this course, we'll discuss how to
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estimate timelines. We'll go over task lists, project management software, and using your project
charter to accurately estimate deadlines for deliverables.

Negotiating (4:24)

Negotiating is an important part of being a project manager. Anytime someone reaches an agreement,
a change, a commitment, an action, a result, or a price, negotiation is taking place. There will be
projects when you need to use negotiation skills frequently, and sometimes there will be projects
where you don't negotiate at all. It all will depend on the project and every project will be different.
A successful project management negotiation is a win-win situation, so that's what we'll be focusing
on in this program. We'll discuss preparation, making offers, deadlocks, concessions, agreement
documents, and things that you'll want to avoid when negotiating.

Communicating (4:30)

For most jobs, it's important to be an excellent communicator. That's particularly true when it comes
to being a project manager. As a project manager, you're going to spend a huge chunk of your time
communicating, so you need to be good at it. Everything in a project is based on how efficiently we
communicate. In this course, we'll briefly go over the communication process, different ways to
communicate, and the advantages and disadvantages of communication mediums used in project
management.

Measuring and Tracking (4:03)

To have a successful project, you need to be tracking and measuring the entire time. You can't start
a project, then not check in or check on updates until a week before the project is due. You need to
be constantly monitoring deadlines, tasks, and other updates. In this course, we'll help you
determine what aspects of the project need to be tracked and measured, we'll discuss different
metrics to use, and talk about how to refine and improve the way you're tracking your project
progress.

Handling Change (4:28)

As a project manager, you're going to be wearing a lot of hats. One of those hats will be a magic
genie hat for predicting the future. | know what you're thinking. It's not possible, but in fact, as a
project manager, this WILL be one of your responsibilities. Some projects require you to anticipate
what will happen in the next 6 months, 12 months, or even 24 months. And some projects will require
you to make predictions based on what happened in the past. Scopes are going to change: whether
it's because a stakeholder wanted a change, because a client missed a deadline, or because the
team fell behind for reasons outside of your control. As a project manager, you need to be prepared
for change and you need to know how to handle it. That's what we'll go over in this program.

People Problems (3:33)

If you aren't prepared for people problems as a project manager, you're going to struggle. You need
to be prepared to deal with people. This might be issues with lack of teamwork, inadequate
communication, unclear roles, little or no motivation, conflicting priorities, clashing personalities, or
changing of job roles mid-project. These people problems can be reduced if you take action before
problems arise. They can be reduced by paying close attention to three things: the design of the
project, the selection of key personnel, and how you define project roles.

Completing the Project (2:41)
As your project comes to a close, your job doesn't end just yet. You must double-check to make
sure everything was delivered correctly and on time, ensuring that the client's needs were met. In
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addition, we recommend holding an end-of-project meeting to garner feedback from the project
team. In this last program, we'll discuss what important information should be gathered post-project
to ensure more successful projects moving forward.

Project Management Supplemental Courses

Agile Methodology for Project Management (8:46)

If you work in project management, then you know that getting bogged down, becoming
bottlenecked, or simply spending too much time on any one thing is bad for business. So, in 2001, a
group of software developers came together in an effort to streamline their project management
processes and created the Agile Manifesto. These principles have been adopted and utilized by many
industries, and that's what we'll cover here in this course. We'll discuss the four agile values, the
twelve agile principles, and the overall methodology, so your organization can work on improving
your product development and management.

Project Management Overview (5:26)

Having a strong plan is integral to the success of any project. As every good project manager knows,
starting off a project without a strong foundation can lead to delays, miscommunication, or even a
complete project breakdown. To ensure your success, you need to be familiar with the basic
principles of project management, including structure, collaboration, and communication. Those
principles are what we'll be covering in this program.

Gantt Chart Basics (4:52)

Gantt charts are one of the oldest tricks in a project manager's playbook, and there's a reason
they've been utilized for so long. Gantt project planning is a great way to visually represent all of the
tasks your team has to complete for a project, as well as how the timeline for each task aligns.
They're useful for all kinds of projects, but particularly for simplifying complex ones that have a lot
of moving parts. In this course, we'll discuss the structure of the Gantt chart, how to build a chart
and the programs you can use to create it, and the pros and cons to using them.

Critical Path Method Basics (4:37)

Planning project deadlines can be tedious, and they're sometimes hard to determine. One solution
to this problem is found through the critical plan method. This method produces a planned schedule
for all essential tasks, one after another, to tell you how long a project will take overall. Usually,
these tasks will flow from one into another in one smooth path, but sometimes a project will have
multiple paths going on at the same time. In this course, we'll talk about the benefits of using the
critical path method, or CPM. We'll discuss the steps to using CPM, go over how to draw a critical
path analysis chart, and cover how to estimate time for tasks.

Waterfall Model Basics (4:48)

The waterfall model is best suited to linear projects, where the requirements and deliverables are
laid out clearly at the beginning, and there's little room for change. The project plan is built to fulfill
those requirements. There are five phases of the waterfall method: requirements, design,
implementation, verification, and maintenance. In this program, we'll walk through each of those in
more detail, as well as discuss tips on how to best utilize this project model.

Scrum Framework Basics (4:36)

The scrum framework is designed for teams building software or new products that need frequent
updates. It's one of the most popular frameworks within the Agile software development model,
with a heavy focus on short-term project deliverables. So, if you're the leader of a product
GOODWILL ACADEMY ON-DEMAND LEARNING CATALOG | 2024 89



5
Goodwnl

academy

development team expecting to produce multiple iterations throughout your product's lifecycle,
scrum is what you need. In this course, we'll cover the origins of scrum and its basic terminology.
We'll talk about building a scrum team and how to put the framework into practice.

RESPECT
Respect

Being Likeable (8:00)

Humans have an instinctive need to be liked. We experience positive feelings of high self-esteem
when we believe that others view us positively. Being liked gives us a sense of belonging, and it
impacts our view of our self-worth. Likability doesn't come just from natural traits. Likeability can
be developed through learned behaviors, understanding emotional intelligence, and personal growth.
In this course, you'll explore some key behaviors and habits of well-liked people that you can
emulate to make yourself well-liked. Learn about making connections, being positive, staying
present, and more.

Being Respected (6:59)

Being respected is when others hold feelings of admiration for you because of your worth, abilities,
qualities, and achievements - when they hold you in high esteem. People have an inherent desire to
be respected. It's a fundamental aspect of human interaction because it contributes to your sense
of dignity, self-worth, and value as an individual. In this course, we'll explore several ways to earn
respect. This includes showing empathy, maintaining accountability, and demonstrating confidence.
We'll also go over strategies for restoring respect if it's been lost.

How to Work With Someone You Dislike (8:39)

The reality is that we're not going to like everyone we work with. And in turn, not everyone is going
to like us. Sometimes we just don't click. Thankfully, there are some tried and tested methods we
can employ to successfully engage with someone that we're not very fond of. In this program, we'll
cover these strategies, including keeping emotions in check, practicing basic civility, finding common
ground, and providing honest, constructive feedback.

WORK VIRTUALLY

Collaborating in a Digital Work World (5:49)

Before the 2020 coronavirus pandemic, many believed collaboration had to take place with all the
stakeholders in a single room, using a whiteboard or Post-Its, to document and sort through their
ideas. But now, as we're looking forward to the future, collaboration is looking a bit different, starting
with the tools you'll use. In this course, we'll discuss video conferencing, project management, and
digital collaboration tools that will help you and your team successfully work together in a virtual
setting.

Setting Up Your Virtual Workspace (5:46)

Creating a dedicated home workspace isn't a one-size-fits-all approach. There is no perfect home
office set-up. One of the many benefits of an at-home office is that you have the freedom to make
it as individual as you are. You can decorate it to be minimalist and modern, or paint everything pink.
It's up to you! That said, let's discuss some general do's and don'ts of setting up a home workspace.
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In this course, we'll cover the best and worst places to set up a home office. We'll also talk about
internet speeds, equipment maintenance, ergonomics, office decor, and more.

Networking in a Virtual World (3:20)

Traditional networking events, like business seminars and industry conferences, which are hugely
beneficial for relationship building and gaining industry information, are being sidelined in our current
climate. So how can we bring networking into a digital, virtual work world? In this course, we'll cover
how to successfully interact with companies and other industry folks online. We'll discuss virtual
conferences and happy hours, as well as talk about how to effectively connect with others through
social media.

Building and Maintaining Sales Relationships (6:55)

How do you build a relationship when you're unable to interact face-to-face? How do satisfy a
customer's needs, while also making a positive impact through a digital service or purchase? It's
achievable, and that's what we'll cover in this course. We'll discuss various ways to add a human
touch to your digital relationships. We'll talk about methods to communicate with customers and
establish a point of contact. We'll also go over how to provide quality online service.

Time Management in a Work-From-Home World (5:48)

The new normal for many office workers and other professionals has been to work from home. If
you've found this transition away from the office to be difficult, then you're not alone. Juggling home
responsibilities and work responsibilities in a space where those two worlds are now blurred
presents a unique set of challenges. You might have difficulty focusing, or you're dealing with too
many distractions, or you're struggling with, perhaps, the biggest hurdle of all - time management.
Let's discuss some ways to tackle these issues so you are your most efficient, productive self while
working from home.

Body Language in Virtual Meetings (4:25)

Body language is an important aspect of communication. Some researchers even believe that up to
an incredible 93% of human communication is expressed nonverbally. Therefore, it's crucial to think
about your body language and the things that you might be communicating with others - especially
as you start to shift to remote work. In this course, we'll cover the basics of body language in virtual
meetings.

Working Virtually with Your Boss (5:54)

Working remotely brings its own challenges, but one that isn't often discussed is the ability to
maintain a healthy working relationship with your boss. It's all about knowing what's expected of
you, as well as finding the right balance and methods of communication. In this program, we'll talk
about the best ways to set expectations on both sides, knowing when and how to communicate.
We'll also go over handling and communicating setbacks, dealing with personal matters, and seeking
feedback.

WRITING
Writing Basics

Writing Basics: Why Care About Writing? (5:10)
Writing is one of our most important forms of communication. Most of us do quite a bit of writing
daily without even realizing it. Whether it's drafting emails, text messages, social media posts, or
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more in-depth pieces like proposals, writing well is a necessary skill. In this course, we'll go over
why having good writing skills is essential in business.

Writing Basics: Parts of Speech (7:09)

When you speak or write, you likely don't pay much attention to the actual parts of speech. But
learning the components used to communicate can help you form better, clearer, more cohesive
sentences. In this program, we'll discuss the seven components of speech: 1. Nouns, 2. Pronouns, 3.
Verbs, 4. Adjectives, 5. Adverbs, 6. Prepositions, and 7.Conjunctions.

Writing Basics: Parts of a Sentence (5:23)

Any given sentence, no matter how simple or complex, can be boiled down to two parts: the subject
and the predicate. Here, we'll talk about what those two terms mean and how you can use them to
construct better sentences.

Writing Basics: Capitalization (5:16)

Capitalization mistakes remain one of the most common errors found in today's business writing. In
this course, we'll discuss how you can avoid those mistakes by going over the six instances that
merit capitalization in the English language.

Punctuation

Punctuation: Ending Sentences (4:45)

When reading and writing, there are three ways to end a sentence. In this course, we'll go over those
marks: the period, the exclamation point, and the question mark. We'll discuss what they mean and
how to use them effectively. This is a great refresher course and is also helpful for ESL learners.

Punctuation: Commas (9:39)

The comma has long been a source of much confusion, conflict, and conversation. The comma's
purpose is to indicate a small break or pause within a sentence. If you've ever been intimidated by
appropriate use of commas, fear no more. After this course, you'll know how, when, and why to use
commas.

Punctuation: Semicolons and Colons (5:01)

Periods, question marks, exclamation points, and commas will get you through a lot of sentences.
But to take your writing to the next level, you'll want to consider a couple more options. Enter the
semicolon and colon. In this course, we'll go over the purpose of both of these punctuation marks
and how you should and shouldn't use them.

Punctuation: Apostrophes (6:41)
Apostrophes can get confusing because they serve many different purposes. In this course we'll
discuss all of their uses and teach you when and how they should appear in sentences.

Punctuation: Quotation Marks (4:23)
Let's talk quotation marks. In this course, we're going to focus on the rules for American English,
but know that the rules do differ in British English, so be prepared to do your research if needed.
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Writing Clearly

Writing Clearly: Active Voice vs. Passive Voice (3:30)

It essentially boils down to this: who's in the driver's seat? Is it the subject or is it the verb? With
active voice, the subject acts upon the verb. With passive voice, the subject receives the verb's
action. In this course, we'll take an in-depth look at each of these voice types.

Writing Clearly: Fragments and Run-Ons (5:19)

At its most basic level, a sentence contains a subject and a verb. So, what happens when we don't
have a fully formed sentence? Or what if we have one that tries to cram in too much? That's exactly
what we're going to talk about in this course: sentence fragments and run-on sentences. We'll learn
about the different types of sentence fragments and the rare occasions when you might want to
use them. We'll also learn about run-on sentences and how to avoid them.

Writing Clearly: Thinking About Tone (3:24)

You've probably heard someone excuse away a rude email or text by saying something like, "Tone is
hard to read in text." But in reality, with a well-constructed sentence, that's not true. Writers have
been imparting tone into their sentences since the written word began. The difference is that people
focus on it less these days, likely because everyone's in such a hurry. But truth be told, it takes more
time to explain what you actually meant in a quick email than it would have to write the sentence
carefully with tone in mind in the first place. To that purpose, in this program we'll talk about what
tone is and some tips and tricks for imparting a purposeful tone into your writing.

Writing Clearly: Organize Your Writing (4:41)

A well-organized piece of writing, no matter what kind it is, helps the reader follow the thread of
your idea from opening to ending. Even something as commonplace as email can benefit from some
forethought toward organization. How you organize your writing will depend some on what kind of
writing it is. How you organize an email is going to be different than how you organize a novel. But
the intent is the same. Get your thoughts in order so you can put them down on paper in a manner
that's clear and coherent for the reader. In this course, we'll discuss the five ways to organize your
writing.

Proofreading

Proofreading: How to Proofread (4:11)

How you write a business document, whether it's a resume, email, or a client proposal impacts the
way others view you. We all want to be perceived as professional, credible, and knowledgeable at
work. Proofreading is essential to writing properly, particularly in business. It helps you pinpoint
areas that need rewriting and it minimizes errors with grammar, punctuation, spelling, and wording.
Yes, spellcheck is great but it doesn't catch everything. In this first program on Proofreading, we'll
go over exactly how to proofread to help you perfect your writing.

Proofreading: Spell Check and Autocorrect (4:42)

Spellcheck and autocorrect tools are one of the great advances in technology when it comes to
writing, but they cannot fully replace a set of human eyes. They're designed to work in conjunction
with a good human proofread. In this course, we'll go over the pros and cons of spelling and grammar
checking tools, along with best practices to use them to your advantage. We'll also discuss
Autocorrect and its use in writing.
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Proofreading: Creating a Cheat Sheet (3:09)

You'd be surprised by how many rules and exceptions to those rules exist within the English
language. We all have words and grammatical rules that trip us up. One of the best things you can
do to make writing easier and less error-prone is to create your own personal cheat sheet. In this
program, we'll talk about some of the helpful items you might want to include.

Proofreading: Top 10 Writing Mistakes (6:10)

There are a lot of rules to remember when it comes to writing, and beyond just the rules, it takes
voice, tone, and organization to create an effective piece. You've probably heard the adage, "Rules
are made to be broken," but today we're going to talk about ten mistakes you should avoid at all
costs.
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GOODWILL HISTORY, STRUCTURE
AND SIGNIFICANCE*

GOODWILL HISTORY AND STRUCTURE"

Goodwill History and Structure” (20:00)
Learn about the history of Goodwill, explore the structure of the Goodwill network, and discover
other ways that our organization makes a positive impact across the globe in this interactive course.

Gll GOVERNANCE"

Goodwill Industries International, Inc. (Gll) Governance” (30:00)

In a series of short videos, you will learn more about GlI’s three governing bodies, the GIl Board of
Directors, the Delegate Assembly, and the Conference of Executives. You will also explore how their
decision-making processes align with Goodwill’s objectives that are in the best interest of all
stakeholders

GOODWILL’S FEDERATED MODEL"

Goodwill’s Federated Model* (5:00)
Learn about Goodwill’s federated model and how the Goodwill network balances centralized
coordination and local autonomy, while sharing a core mission and brand.

HOW DONATIONS MAKE A DIFFERENCE"

How Donations Make a Difference” (3:30)

In this short video, you will learn about how donations help fund Goodwill’s important mission
services. You will be prepared to share how retail store donations provide individuals with support
to empower themselves and thrive through training, development and employment.

NOTE-Lesson duration is most commonly indicated using the format (minutes:seconds); if the lesson
goes over an hour, it will be indicated using the format (hours:minutes:seconds)

GOVERNMENT
RELATIONS*

Advocacy Toolkit" (20:00%)

This toolkit is designed to assist you in your efforts to engage lawmakers and other key stakeholders
on the issues facing your Goodwill, so you can further help people access the training, education
and services they need to find jobs. You will find materials, including turn-key resources and best
practices, on how to educate your stakeholder and tools for you to be an effective advocate within
your community.
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Voter Engagement Toolkit:* (20:00)

This toolkit equips Goodwill organizations with the tools needed to effectively engage in elections
in a nonpartisan way and empower advocates to make a greater impact in their community.

*Lesson duration is most commonly indicated using the format (minutes:seconds); if the lesson goes
over an hour, it will be indicated using the format (hours:minutes:seconds)
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HEALTH AND
WELLNESS

HEALTH AND WELLNESS

Anger Management

Keep Your Cool: What is Anger? (4:34)

Do you have a hard time keeping your cool when something upsets you? When your emotions bubble
to the surface, do you tend to explode, and then regret your reaction later? This can leave a wake
of consequences, including damage to relationships and problems at work. In this program, we’ll
talk about the nature of anger, how to change your perspective, and several ways you can cool down
before erupting.

Keep Your Cool: Types of Anger (5:38)

Do you think anger is a bad thing or a good thing? Well, most people say that anger is always bad,
but it is both good and bad. Anger can be a tool that makes us determined, or strong, or inspired.
On the other hand, it can also make us disruptive, toxic, and even violent. So, how you handle your
anger is what matters — and the more you understand it, the more you can recognize it, and deal
with it. In the previous program, we talked about the nature of anger and how nuanced it can be.
Because there are multiple ways to experience anger, we need to talk about the different types of
anger. That’s what we’ll cover here.

Keep Your Cool: Controlling Anger (5:43)

By this point in our series on keeping your cool, you should have a much greater understanding of
your anger and your emotions, in general. But this is difficult. Sometimes you’re going to lose
perspective, and sometimes you’ll fail to prevent your anger. That’s okay, but there’s still more we
can do. In this last program, we’ll talk about controlling your anger in the heat of the moment. We’ll
go over the steps you can take to slow the physical process that happens as anger flares up. We’ll
also discuss some mental and emotional exercises that can help keep your anger from erupting.

Keep Your Cool: Changing Perspective (6:16)

Keeping your cool is a decision. Like we mentioned earlier in this series, you CAN control your anger.
Are you tired of being angry? Being mad all the time is exhausting. So, if you want things to change,
you need to commit to it — and the first step in that process is changing your perspective. In this
course, we’ll go over various tips to help you with this, including increasing your self-awareness,
identifying problems as they happen, and examining your circle of concern.

Keep Your Cool: Warning Signs (4:57)

We all get angry. It’s a natural human response. But some of us tend to get angrier than others and
later regret our reactions. If you fall into this category, then this course is for you. Here, we’ll discuss
the warning signs to watch for when we feel anger coming on, including the physical symptoms we
experience. We’ll also talk about internal and external agitators to be aware of, which include things
that you can and cannot control. Then we’ll go over how to navigate these situations to avoid an
eruption of anger. Lastly, we’ll do an exercise to help you determine your own agitators.
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Keep Your Cool: Preventing Anger (4:50)

Wouldn’t it be nice if you were able to just not get angry? That’s kind of ridiculous, right? Well, that’s
actually what we’re going to talk about in this course. It’s normal to feel angry, and it’s healthy for
you to express your emotions. Preventing your anger IS possible — and it has a lot to do with knowing
how to respond in those tense situations. In this program, we’ll talk about the importance of using
assertive communication, rather than being passive or aggressive, in how you address conflict with
others.

Deskercises

Simple, Cardio, and Core (2:25)

Sitting improperly at your desk can cause many physical problems. However, research shows that
stretching or light exercise at work can relieve physical and mental stress symptoms. These are
some simple Deskercises, plus cardio and core Deskercises.

Chest, Neck, and Back (2:47)

Sitting improperly at your desk can cause many physical problems. However, research shows that
stretching or light exercise at work can relieve symptoms of both physical and mental stress. These
Deskercises will work your chest, back, and neck.

Arms and Shoulders (2:29)

Sitting improperly at your desk can cause many physical problems. However, research shows that
stretching or light exercise at work can relieve symptoms of both physical and mental stress. These
Deskercises work your arms and shoulders.

Legs and Backside, While Standing (2:30)

Sitting improperly at your desk can cause many physical problems. However, research shows that
stretching or light exercise at work can relieve symptoms of both physical and mental stress. These
Deskercises will work your legs and backside, while you're standing.

Legs and Backside, While Sitting (1:12)

Sitting improperly at your desk can cause many physical problems. However, research shows that
stretching or light exercise at work can relieve symptoms of both physical and mental stress. These
Deskercises will work your legs and backside, while you're sitting.

Engagement

Making Your Work More Meaningful (6:44)

Engagement, productivity, motivation, and general satisfaction all stem from the same place: doing
meaningful work. People want their jobs to have purpose, they want to add value, and they want to
make a difference through the work they're doing. What's your purpose at work? Are you lacking
enjoyment or passion that you once had? Are you lacking the connection of seeing how your work
benefits others and adds value to your company? Bear in mind that, as a manager, this often spills
out onto your team, and they may feel the disconnect as well. So in this program, we'll talk about
how to make your work more meaningful.
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Ergonomics

Introduction to Ergonomics (8:17)

Office ergonomics can help you create a healthier, more productive workspace by fitting the job to
the worker. In this course, you'll explore risk factors such as force, posture, movement, and work
environment, and gain practical tips for optimizing your workstation. Whether you work from home
or in an office, you can enhance your comfort, efficiency, and overall well-being.

Techniques for Maintaining a Healthy Posture (8:32)

A healthy posture and well-designed workspace can help you prevent injuries. This course explores
the impact of poor ergonomics on your health and provides practical techniques to improve your
desk setup. Learn how to adjust your chair, desk, and monitor for optimal comfort, and understand
the importance of movement and proper positioning. Ideal for anyone working in a sedentary job,
this course will help you enhance your well-being and productivity.

Adjusting Workspace to Minimize Strain (8:15)

You can enhance your well-being and reduce strain by optimizing your workplace. Key principles
such as maintaining a neutral posture, lightening the load, and incorporating movement can help
you to create a comfortable and productive environment. Perfect for anyone spending long hours at
a computer, this course will help you work smarter and feel better.

Preventing and Responding to Strain (10:05)

This course covers common ergonomic risk factors such as force, posture, movement, and
environment, and provides practical strategies to recognize early symptoms of cumulative trauma
disorders (CTDs). You'll also discover effective stretches and movements to incorporate into your
daily routine, helping you maintain comfort and productivity. This course empowers learners who
work in sedentary roles to take control of their health and well-being at work.

Fighting The Flu

The Fight is On (1:00)

Flu season comes around every year. It seems every office, every school, and every family fights the
flu each year. This series is designed to educate you on the symptoms, review ways it's spread, and
ensure you're prepared to fight the flu.

Get to Know Your Opponent (3:02)
This toolkit equips Goodwill organizations with the tools needed to effectively engage in elections
in a nonpartisan way and empower advocates to make a greater impact in their community.

Gain the Upper Hand (1:37)
This toolkit equips Goodwill organizations with the tools needed to effectively engage in elections
in a nonpartisan way and empower advocates to make a greater impact in their community.

Throw in the Towel (2:18)
This toolkit equips Goodwill organizations with the tools needed to effectively engage in elections
in a nonpartisan way and empower advocates to make a greater impact in their community.

Call for Backup (3:25)
This toolkit equips Goodwill organizations with the tools needed to effectively engage in elections
in a nonpartisan way and empower advocates to make a greater impact in their community.
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Health and Wellness

Optimizing Work-Life Balance (6:12)

Juggling takes practice .and patience, and even with those two things, disaster can still occur. The
same is true with work-life balance. There will be times when you drop the "family," "health,"
"friends," and "spirit" balls. They will get scuffed, marked, nicked, damaged, and sadly, sometimes
shattered. This course will help you mitigate the damage.

Understanding Stress and Burnout (7:30)

Have you ever had one of those days, where nothing seems to go your way? It's like you're always
stuck in second gear. When it hasn't been your day, your week, your month, or even your year? Well
it could be more than just stress. You could be crossing over into burnout. What's the difference?
Stress is stress, right? No. Burnout is something different. That's what we'll cover in this program:
the difference between stress and burnout, what their causes are, and how to minimize stress and
prevent burnout before it starts. We'll take you through some stress management techniques, and
ways to reverse burnout.

The Benefits of Time Off (7:04)

Have you ever thought about the benefits of taking time off from work? A recent study found that
Americans only use 77% of their paid time off. Why is this? Many fear returning to a mountain of
work. Others can't afford to take a vacation. By not using all of their paid time off, the average U.S.
worker effectively donates over $600 of work time to their employer. Aside from the financial aspect,
what's the motivation for taking time off from work? That's what we'll be discussing in this course.

Hygiene

Healthy Hygiene: Hand Hygiene (3:59)

Practicing proper hand hygiene is very important, particularly with the transmission of germs and
viruses, and especially in the workplace. There are a handful of important elements to be aware of
when it comes to keeping your hands clean, which is what we’ll cover in this course. We’ll go over
various topics like how your hands get dirty in the first place, when to wash your hands, and how to
wash your hands properly.

Healthy Hygiene: Staying Home Sick (4:14)

One of the most important aspects to staying healthy is knowing when to stay home sick. Maybe
you came down with a nasty virus, maybe a member of your family is ill, or maybe you’re on the
fence about whether you’re feeling well enough to go into your office. Whatever the case, in this
program, we’ll talk about some best practices for staying home sick, why you should or shouldn’t
stay home, and what symptoms to look for when deciding.

Healthy Hygiene: The Benefits of Wearing a Mask (2:40)

Airborne diseases can spread very easily from one person to another in close proximity, but we know
that wearing a face mask helps slow the spread of germs and viruses in the air. In this program,
we’re going to talk about the benefits of wearing a mask. We’ll discuss why and how they’re helpful
and go over how to properly wear a mask.

Healthy Hygiene: Cleaning Your Workstation (4:17)

Our desks and workstations can be one of the dirtiest and most germ-ridden surfaces, and we
interact with them on a near daily basis. Whether you’re working from home or commuting to work,
it’s important to maintain a clean workstation. Many viruses can live on surfaces for several hours,
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so frequently washing your hands is important, but if you’re just putting your clean hands back on
your dirty keyboard or mouse or stapler, then you’re still at risk. In this program, we’ll teach you
how to properly clean and disinfect your workstation, go over which areas are the most vulnerable
to germs, and discuss how often it needs to be done.

Healthy Hygiene: Shared Workstation Hygiene (3:02)

Most employees don’t get to choose whether their company will have a more traditional office setup
or a shared desk arrangement, where people share the same workstation. If you’re stuck with the
latter, you should take certain precautions to keep yourself and your coworkers healthy. In this
course, we’ll go over several hygiene and cleaning tips to remember when working in shared spaces.

Know Your Numbers

Blood Pressure (3:38)

When you go to the doctor, or if you donate blood, it's customary to check your weight, temperature,
your pulse, your oxygen level, and blood pressure. The nurse or doctor then rattles the results back
to you like a newscaster delivers the winning lottery numbers. These numbers are important, but do
you really know what they mean?

Cholesterol (4:29)
Cholesterol is one of the modified risk factors that you do have control over. Meaning, it's a number
you should know.

Glucose (2:50)
Knowing your glucose level is important because numbers outside the normal range can indicate
serious health concerns, most notably diabetes.

BMI (2:43)
Body mass index, or BMI, is the last of the four modifiable risk factors we're discussing in this series.
It's a measurement of your weight in relation to your height, and is used to gauge your percentage
of body fat.

Mental Health

Destigmatizing (4:36)

Do you know how many Americans will experience a diagnosable mental illness in their lifetime?
Eight out of ten. 80% of Americans will deal with some type of uncontrollable mental illness, yet
somehow, mental illness still has a stigma attached. This needs to change, but to see that change,
we need to educate ourselves. That's what these programs are for. In this first course, we'll discuss
ways to destigmatize mental illnesses. We'll talk about educating others by removing offensive
language, talking openly about these conditions, and combating exclusion by showing compassion
and respect.

Navigating Your Own Mental Health (6:46)

Many people experience the debilitating symptoms of mental illness, but they don't recognize the
signs. In many instances, they're left untreated or will self-medicate through unhealthy measures.
In this program, we'll talk about the symptoms of mental illness and why these disorders affect
certain people. We'll discuss different types of treatment options and when it's time to explore
those. Lastly, we'll cover searching for a medical professional who suits your needs and what you
can expect from therapy.
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Managing Mental Health Issues (6:46)

As a manager, it's your responsibility to ensure that everyone is treated fairly and has the resources
they need to be successful. This is especially true when one of your employees is experiencing a
mental illness. In this course, we want to teach you how to recognize mental illness in an employee
and to know what your responsibilities are. We'll talk about how to support your team member and
encourage treatment. We'll also discuss what to do when mental illness impacts someone's work
performance.

Returning To Work After a Loss

Returning to Work After a Loss: When You've Lost a Loved One (4:54)

If you've recently lost a loved one, then the grief is likely still fresh. And while you carry that grief
with you, you have to start picking up the pieces and return to work. In this course, we're going to
highlight some steps you can take to help ease your way back into work in a healthy way.

Returning to Work After a Loss: When a Coworker Dies (8:55)

We as workers, managers, and leaders spend a tremendous amount of time with our work
colleagues. We get to know each other pretty well and even may get to know each other's families.
This is why one of the hardest things at a workplace is to have a coworker pass away. Whether it's
sudden and out of nowhere, or the result of a long battle with an illness, it's going to be difficult
and traumatic. In this program, we'll discuss the challenging subject of what to do at work when a
coworker dies. Whether you're a frontline employee or a C-suite leader, there are things you can do
to help in the coping process, and that's what we'll go over here.

Stress Management

Understanding Stress (3:01)

Welcome to our series on stress management. Eighty percent of workers feel stress on the job, and
nearly half of those people say they need help learning how to manage it. But in order to manage
stress, you must first understand it. In this program, we'll discuss the different types of stress,
common stressors, and the seven signs that indicate you're stressed.

Avoidable Stress (4:43)

Stress is a part of life, but some stress can be avoided with the right attitude. In this program, we'll
discuss the four most common sources of workplace stressors: role, workload, responsibilities, and
conflict. Then we'll go over the steps you need to take to avoid stress relating to these matters.

Unavoidable Stress (3:07)

Certain types of stress are completely unavoidable, but there are healthy ways to handle these
situations. In this course, we'll go over some different steps to take to cope with everyday stressors
and in particular, chronic stress.

Handling Stress (4:38)

Stress is something that we all face, but the way we handle stress impacts how much control that
stress has in our lives. In this program, we'll discuss the four levels of stress, and go over some
exercises everyone can do to manage or even eliminate the stressors in their lives.

Managing Stress (4:59)
Stress depends on the duration of the stressor, the intensity of the stressor, and the capacity of the
individual to withstand the stress. Some people withstand stress better than others. This is
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something that you can learn to do, or learn to do better, and that's what this course is all about.
We'll go over four simple steps you can take when managing your stress. We'll also review the seven
signs of stress and how to handle each one. And lastly, we'll discuss how to better manage stress
in the workplace.

The Science of Sleep

The Science of Sleep (6:26)

A good night's sleep leaves you waking up on time, feeling refreshed, feeling healthy, and looking
great. A good night's sleep has you feeling like you can take on the world. But how does that happen?
We close our eyes for 8 hours and "poof" like magic we're rested. Well, it's a little more technical
than the Sandman paying us a visit. Let's take a look at the science of sleep.

Sleep Hygiene (5:56)

Sleep hygiene is what you do before you go to bed. Do you have a bedtime routine? That's your sleep
hygiene. There are both healthy and unhealthy sleep habits. The healthier the habit, the better sleep
you get, the more rested you will feel, and the healthier you will be. Here's what the Academy of
American Sleep Medicine recommends for creating good sleep hygiene.

How Much Sleep Do You Need? (7:03)

Most of us don't get enough sleep at night. We burn the candle at both ends, trying to do more,
which results in less sleep. How much sleep do you need? There's no one size fits all answer to that
question, but this course will help give you an idea.

Sleeping for Shift Work (6:21)

Getting a good night's sleep is important. However, depending on your schedule, you might work at
night and therefore need to sleep during the day. Getting enough sleep is vital to your physical and
mental health, no matter when your bedtime is. In this program, we're going to look at some
strategies you can use to help you prepare for a change your sleep schedule.

Understanding Headaches

Understanding Headaches (5:23)
Most headaches aren't the result of a serious illness, but some may result from a life-threatening
condition. Yet, we all get them. If we can understand headaches, we can prevent them.

Surprising Headache Triggers (2:44)
You've got a headache, but do you know why? There could be a lot of surprising causes for your
headache, from the paint on your walls to your personality!

You Are What You Eat

You Are What You Eat (5:17)

Being a "morning person" or finding your "best time of the day" to be productive isn't just about your
personality. Our ability to focus and remain energized throughout the day has a lot to do with the
foods that we eat.

Reading Food Labels (6:10)

An average workweek is 40 hours, and hopefully, you're getting 8 hours of sleep a night. At best,
that leaves you with 40 hours for yourself. You should use some of this time to fuel your body,
rather than feed it.
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Brain Food (6:04)

As we get older our brains start to deteriorate. But, just like there are foods that help our muscles,
skin, or eyes, there are also foods that help our brains function and age well. Eating food that fuels
your brain is as important as fueling the rest of your body.

Meal Planning (9:52)
We're all different. We work different schedules and have different access to food throughout the
day. This means your meal plan is going to depend on your schedule.

FINANCIAL WELLNESS

Creating a Budget (7:46)

Are your finances healthy? We never really talk about money and health. We're focused on keeping
our bodies and our minds healthy. However, financial health can impact your overall health. Money
matters can cause stress and anxiety. Stress and anxiety can have a negative impact on your overall
health. Therefore, we need to think about financial wellness when we're talking about our well-
being. This course will go through budget creation as a first step.

Budget Sample (3:57)
If you're having trouble budgeting, it's not the end of the world. Staying on track can be tough, so
here are some additional tips to make it easier for you.

Debts (3:20)

Debt is the part of financial wellness that no one likes to talk about. It's what keeps many of us up
at night and can feel very isolating. Although you might think you're the only one facing this problem,
you're not alone. Furthermore, there are steps you can take to get control. This course explores the
initial steps.

Savings (2:22)

We live in the days of instant gratification. We want it, and we want it now. Unfortunately, that
mindset can be detrimental when talking about personal finance. We spend quickly and frivolously
when we shouldn't. When it comes to saving, we don't have the patience to wait and see our account
grow. This combination can be dangerous. But have no fear; this program focuses on a way that you
can start saving right away.

How to Save at Home (2:35)

Most likely, your home is your biggest expense. You need a place to live. There's no way around that.
So what can you do? This course explores ways to save on the cost of your home, while maintaining
the value of it.

How to Save on Food (3:14)

When you go to the doctor, or if you donate blood, it's customary to check your weight, temperature,
your pulse, your oxygen level, and blood pressure. The nurse or doctor then rattles the results back
to you like a newscaster delivers the winning lottery numbers. These numbers are important, but do
you really know what they mean?

How to Save on Your Car (2:05)
This course explores ways to save on your vehicle and transportation in general.
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How to Save at Your Financial Institution (1:46)
This course explores ways to save at your financial institution.

How to Manage Your Credit Cards (1:55)
This course explores ways to save on credit cards

How to Save Using Your Employee Benefits (2:33)
This course explores ways to save using your employer benefits that are beyond health and dental
plans.

How to Save on Subscriptions (1:27)
This course explores ways to save on subscriptions.

*Lesson duration is most commonly indicated using the format (minutes:seconds); if the lesson goes
over an hour, it will be indicated using the format (hours:minutes:seconds)
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LEADERSHIP &
MANAGEMENT

ACCOUNTABILITY

Accountable Leaders

Driving Performance and Responsibility Within Your Team (5:47)
Accountability is often thought of as something negative- the consequence for a task not having
been finished, or a deadline that was missed. Unfortunately in many organizations, that's what
accountability IS. The good news is that it doesn't have to be that way.

Building Accountability—Managing Yourself (6:45)

Do you manage yourself? Do you start your day knowing exactly what needs to be done? Or do you
go into work, go through your emails and let your work manage you? Managing yourself is a huge
part of building trust, which in turn, builds accountability. That's what this program is all about: how
to manage yourself to become more accountable. We'll discuss the five-step process for creating a
personal mission statement, we'll talk about how to set micro-goals for yourself, task management,
personal rewards, and more.

Building Accountability—Taking Ownership (4:19)

To have a high-functioning and performing organization you need to have a strong link between three
things: employees who take ownership, a culture of accountability, and a high-trust workplace. In
this course, we're going to talk about what it means to take ownership of something and why it
matters. We'll discuss different ways to encourage employees to take ownership of their work by
establishing expectations and defining what success looks like.

Building Accountability—Trust and Performance at Work (6:34)

If you're in a leadership position, ask yourself: "Do my employees trust me?" There are several studies
that show a widening in the trust gap between employees and leadership. This is a huge problem
because trust at work is closely linked to engagement, collaboration, and an organization's ability to
achieve its goals. Trust leads to high performance. In this course, we'll talk about the importance of
employee trust and how it impacts organizations. We'll also discuss what you can do to build
employee trust so that your team is engaged and performing at its best.

CHANGE MANAGEMENT
Change Management: Phases, Behaviors and Models

Change Phases (6:17)

Change is constant. Change is happening all the time to everyone. Things will always change. You
can count on it. So, if change is happening all the time, why aren't we better at handling it? That's
what we'll discuss in this course. We'll talk about common reasons that people resist change. We'll
also dive into the three phases most people experience when dealing with a change.

Change Behaviors (3:10)
In the first course on the phases of change, we learned that your response to change is driven by
how the change impacts you. In this program, we'll discuss three categories that people typically
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fall into when presented with change. We'll also talk about various things you can do to help you
cope with change.

Change Model (4:22)

In our previous courses, we've learned that our response to change is everything. In this program,
we'll look at two change management models: the thought-oriented model and the results-oriented
model. Understanding these models will help you develop an action plan and manage the change
effectively.

Change for Managers (5:55)

Not only are you trying to manage YOUR response to the change, but you also have to help your
teamwork through the change, as well. It's a tough job. So in this course, we'll talk through what
you can do to help manage change for others. We'll talk about how to handle your team's concerns.
We'll discuss various reasons that your team may resist change. We'll talk through how to properly
communicate change, how to anticipate your employee's reactions, and how to manage negative
responses.

COACHING
Coaching Skills

Introduction to Coaching Skills (4:38)

How do you get your employees to be better than they were yesterday? What can you do, as their
manager, to help them improve? It can be useful to look to another form of leadership for advice in
this area: coaching. Coaches have to handle all types of players, to get them to work together to
achieve their collective goal. It's the same setup in the workplace. Coaching is a skill that we can
learn and then follow as a process with all of our employees, and that's what we'll be covering in
this series of courses. In this first program, we'll introduce you to the various types of "players" you
may encounter on your team, and how to adapt your coaching to successfully manage each type.

The Rookie (5:02)

Everyone has to start somewhere, whether they're walking into a first job, or making a total career
change. In either case, people typically come in motivated to work hard and prove themselves. These
employees are what we call The Rookie, and they require a unique style of coaching out of you, their
manager. In this course, we'll talk about where these employees fall on the coaching axis, and how
to successfully coach them further along the axis through empowerment and encouragement.

The Everyday Player (4:00)

Once someone moves beyond their Rookie phase, they start to become a regular part of the team.
In baseball, this is called an Everyday Player. This is when someone should be doing productive work
for your team on an everyday basis. In this program, we'll talk about how to coach someone in this
phase. We'll go over where they fall on the coaching axis, and what sort of empowerment and
encouragement is needed. We'll also discuss some general tips to keep in mind when you're coaching
an Everyday Player.

The Key Player (3:52)

When an Everyday Player becomes successful at their job and can work independently with little
direction or guidance, they become a Key Player. This person understands the "how" and the "why"
of their job. As a result, they're an important part of your team and serve in a key role or position.
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In this program, we'll talk about how to effectively coach your Key Players. We'll also talk about
where they land on the coaching axis and what you should do to keep them successful.

The Captain (4:08)

When a member of your team has been there a while, or perhaps just has developed a certain
amount of leadership skills, they become a Captain. A Captain is someone who the other players
believe has the skills to be somewhat like a coach on the field. In the business world, this means
they can lead projects, or even step in for you when you're out. The Captain is the most trusted
member of your team. In this course, we'll talk about how to coach these players, go over what NOT
to do with them, and discuss ways to keep them empowered.

The Coaching Conversation (4:56)

Your coaching objective as a leader is to move every member of your team from Rookie to Everyday
Player to Key Player to Captain. Because ultimately, we want a bunch of people on our team who
can act independently and be trusted to lead their peers. So it's important that you know how to
coach these people from point A to point B, then to C and D. In this program, we're going to talk
about how to conduct a coaching conversation. A coaching conversation is one that helps somebody
improve and moves them to the next level of skill and competence.

Understanding and Using Learner Archetypes (15:00)

This course will explore how learner archetypes can enhance learning and development for the seven
identified archetypes found in the Goodwill network. It will explore the onboarding process from the
perspective of three unique archetypes. For more information, navigate to Goodwill Exchange and
search of the document title "How to Use Learner Archetypes to Coach, Lead, & Drive Organizational
Change."

EMPLOYEE RECOGNITION

Employee Recognition Program

Employee Recognition: 01. The Basics of Employee Recognition Programs (6:10)

Employee recognition is the way in which an organization recognizes employee achievements,
contributions, and successes. Employee recognition programs provide structures, systems, and
processes for this recognition, and there are many types ranging from monetary awards to shoutouts.
Employee recognition programs can be broken down into two categories: structured and
unstructured programs. In this course, we'll discuss these two categories and how they work to help
you decide if they're right for your workplace.

Employee Recognition: 02. Types of Employee Recognition (6:13)

Employee recognition programs can take many different forms. So how do you decide on which
method to use when recognizing your team members? In this program, we'll discuss the various
ways you can recognize employees and determine what's best for your organization's recognition
program. We'll go over the four main types of recognition: public recognition, private recognition,
promotions and perks, and monetary rewards.

Employee Recognition: 03. Employee Recognition Vendors (4:53)

It's possible to outsource certain aspects of employee recognition programs using vendors who
specialize in them. They handle the logistics and take the guesswork out of implementing your own
program. In this course, we'll talk through the pros and cons of working with employee recognition
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vendors. We'll discuss ways to narrow down your search for vendors, and we'll cover a few high-
profile vendors to help you see who's out there and what they provide.

Employee Recognition: 04. Your Role in Recognizing Employees (5:09)

Whether your company has a structured or unstructured employee recognition program, or uses a
vendor or doesn't, knowing your role as a manager might be confusing. How do you observe and
evaluate employee contributions in a remote workplace? What are the best ways to recognize your
employees? In this course, we'll answer these questions and clarify your role as a manager in
employee recognition programs.

Employee Recognition: 05. Making a Case for Employee Recognition Programs (5:09)

There may be a time when you need to make a business case for beginning or investing more heavily
into an employee recognition program. In this program, we'll cover the benefits of an employee
recognition program and talk about its potential return on investment. This includes increased
employee engagement and productivity, and reduced employee turnover.

Employee Recognition: 06. Launching an Employee Recognition Program (6:31)

You understand and appreciate the benefits of an employee recognition program and now you're
ready to implement it. Where do you start? In this course, we'll walk you through those steps, which
include getting buy-in, deciding on a program structure, determining budgets, setting program goals,
and communicating the program.

LEADERSHIP

Leadership Skills

Empathy as a Leader (5:39)

When you're leading a team, there are a lot of important skills you need to succeed. But more than
succeeding, you need to help your team weather difficult times. That's where empathy comes in.
Teams managed by emotionally intelligent leaders are proven to do better through rough patches.
They are more likely to persevere through difficult projects and thrive during times of outside
pressure. In this course, we'll talk about how to put empathy into practice as a leader. We'll take
you through some tips/techniques that apply in-person or virtually, including active listening, non-
verbal communication, and changing your perspective.

Introduction to VUCA Framework (5:08)

VUCA may sound like a snappy acronym straight out of a sci-fi film, but it's actually a useful way to
approach challenges. Originally used by the U.S. Army in the early 90s, the term is often used as a
catchall for big challenges. When applied correctly, however, there's a lot to be gained from putting
the VUCA framework into action. Just keep in mind that VUCA is actually better suited as a checklist
for organizations to ensure that they're ready to survive whatever is thrown at them. So, in this
course, we'll discuss what VUCA is, how it works, and what it can do for your organization.

Leadership Fundamentals

The Leadership Toolkit (6:56)

When it comes to being a good leader, the question that's most often asked is, "What's the best
leadership style?" The answer is: there isn't one. There are a lot of different ways to be a good
leader; you just need to find the style that works best for you. In this course, we'll help you figure

GOODWILL ACADEMY ON-DEMAND LEARNING CATALOG | 2024 109



5
Goodwnll

academy

that out by taking you through what we call the leadership toolkit. It includes possible leadership
styles, behaviors, and theories you might want to apply to your work as a leader.

Characteristics of a Leader (4:16)

What makes a great leader? The simple answer is: A leader is a collection of certain characteristics
that work well together. So, what are those characteristics? In this program, we're going to go
through the list and break down each of those that a good leader should have. We'll also talk about
the fundamentals of an effective leader.

Becoming a Followable Leader (8:37)

Who are the most followable leaders? Who are the people that everyone wants to work for? What
are their behaviors? Their characteristics? What makes them so likable? That's what we'll be
covering in this program. Then we'll talk about the skills you can develop to become a more
followable leader yourself.

Empowering Others (7:03)

Empowering someone means giving them the authority or power to do something themselves. You
also make that person feel stronger and more confident, in the process. When you empower your
employees, it's a win/win scenario that will benefit your company, which is the goal of a good leader.
In this course, we'll talk about empowering others, and specifically how to empower mid-level
managers, as a C-suite executive.

How to Inspire as a Leader (7:40)

To inspire means to "fill someone with the urge or ability to do or feel something." Inspiration takes
it one step further than motivation. If you've ever had an inspirational leader, you know what we
mean by this. In this course, we'll talk about what it takes to be an inspirational leader. We'll also
walk you through some do's and don'ts of inspiring as a leader.

Listening as a Leader (8:47)

Let's face it, many leaders are Type A personalities. We're energetic, we like to mingle, and most
importantly, we like to TALK. That's certainly an important aspect of leadership. But sometimes
what your staff needs from you is for you to stop talking and LISTEN. This is a key part of leadership,
because it's only by listening that we truly begin to understand what's going on at all levels of our
organization. So, in this program, we'll talk about both the types of listening and how to listen well
as a leader.

Developing Yourself (5:44)

You may know everything there is to know about being a good leader. You may have had a lot of
success in leading others and helping them develop. But have you ever thought about developing
YOURSELF as a leader? Leaders often get so focused on their company or their staff that they forget
about themselves. And while it's great to put others first, sometimes you need to step back and see
what you can do to develop yourself into a better leader. In this course, we'll go over some questions
you should be asking yourself and discuss ways to make improvements. We'll also cover some
important things to avoid.

Leading Teams

Leading a Team (6:44)
Congratulations, you've been chosen as team leader! Maybe you're a manager and have lead dozens
of teams. Or maybe you're a frontline employee who's been asked to lead a team of peers. It doesn't
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matter. The fact is, that you're expected to put a team of people together to accomplish a goal. In
this course, we'll discuss the characteristics, roles, and responsibilities of a good team leader. We'll
also talk about discovering and defining a team's purpose, creating a workflow, measuring progress
and the importance of good communication.

Team Building and the Tuckman Model (4:38)

According to the Tuckman Model, there are four stages to team development: forming, storming,
norming, and performing. If a leader understands the stages, they can better guide the team along.
Forming is the first stage when team members are getting acquainted. The next stage is Storming
and typically involves conflict and issues of power. Norming occurs when teammates settle into
their roles and learn to work cohesively. The Performing stage happens when the team works
together to accomplish their goals. Let's take an in-depth look at the four stages and focus on how
you, the leader, can intervene and support.

Transformational Leadership (Optional)

Transforming the Organization (7:27)

Customer needs are expanding, markets are changing, new products and technology are coming out.
You have to adapt to these changes. If you don't adapt, your competitor will. How do you make
things happen as a leader? How do you TRANSFORM the organization into a better version of itself?
That's what this program is all about. We'll discuss various types of organizations and the elements
at play when making a transformation, including managing process and cultural changes.

Dealing with Resistance (6:34)

You're trying to be a transformational leader. You're trying to bring your organization along into the
present and beyond. Some of your staff are doing well. But others, not so much. They're resisting.
How do you deal with someone in your organization who is resisting change? As a leader, if you want
your organization to transform, you need to bring EVERYONE along with you. In this course, we'll talk
about how to deal with this situation. We'll discuss the two ways to handle resisters. We'll also go
over how to manage change effectively and walk you through several steps to help deal with
resistance.

Creating Focus During Change (4:45)

Have you noticed your team becoming unfocused during change? It's easy to lose sight of what's
really important or what you should be focusing on when things are shifting around you. And as a
leader, you need to be focused. But you also need to help your TEAM focus on their work, in spite
of the distractions that come with things changing around them. In this program, we'll talk about
the circles of focus, and where you can help your team focus their energy. We'll also discuss
importance versus urgency, and how to get your team to work more productively during change.

MANAGEMENT
Management Fundamentals

What It Takes to Manage (5:47)

Managing is not as easy as some people make it look, but it's also not as difficult as some others
make it look. Regardless, being a good manager is hard work! Here, we look at things to consider as
you consider moving into management.
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Your Management Style (11:39)

Most people have been exposed at some point to a bad manager. There are plenty of bad managers,
although no one wants to be one! In this course, we'll look at different management styles and the
pros and cons of each. With this knowledge, you can identify the best style (or combination of styles)
for you.

Stop Doing and Start Managing (6:54)

It's likely that you got promoted to manager because you were good at your job. Now, as a manager,
you have to watch someone else do that job, and they might not be as good at it as you were. Or
maybe they don't do it the way you used to do. For these reasons, it's easy to fall into the habit of
jumping in and doing some of those things yourself, even though someone else has been hired to do
them. But you need to stop doing that, because as a manager, it's your job to manage. In the long
run, doing instead of managing hurts your team and individual team members, it hurts productivity,
and keeps you from doing the job you're actually supposed to be doing. In this course, we'll talk
about how to stop doing and start managing.

Retaining Your Best People (5:02)

You've found a great mix of team members for your department. They communicate well with each
other, they work well under pressure, and they can get the job done. You genuinely like working with
them and you hope that they feel the same way about you. But what role do you play in keeping
good people? Time and time again, studies show that it's bosses that compel good employees to
leave their jobs, even when they like the company. In this course, we're going to talk about important
steps you can take to retain your best employees. We'll go over ensuring connection and engagement
among your team. We'll also discuss feedback, finding opportunities for development and promotion,
and providing recognition.

Fighting for Your Team (8:16)

Going to bat for your team is part of being a manager. You may need to defend their work. You might
need to endorse their ideas. You may need to guard them from certain scrutiny. This could be from
customers, other departments, or even company leadership. This takes courage on your part, but
when you fight for the right things, you'll wind up with a team that's more productive and freed from
bureaucracy. In this course, we'll talk about how to fight for your team. We'll discuss going up against
bureaucracy, taking one for the team, and fighting for their future.

Evaluating Your Own Leadership Performance (6:44)

A leader's role is to guide their organization toward success, but how do they know if they're doing
a good job? In this course, we'll explore the key areas that a C-suite leader should consider when
evaluating their own performance. These competencies include communication, emotional
intelligence, decision-making, vision, and coaching and mentoring. If you're an executive, this course
will help you determine the best ways to evaluate your performance against these competencies by
receiving feedback and identifying areas for growth.

Are You a Boss or a Leader? (4:16)

Leading your team is not just about being the boss. It's about inspiring and empowering your team
members to achieve their goals and succeed. It includes supporting, coaching, and motivating your
employees by understanding their needs and strengths. In this course, we'll break down the
differences between being a boss and being a leader. From creating a positive work environment to
investing in your team's development, we'll cover all the ways to successfully lead your team.

GOODWILL ACADEMY ON-DEMAND LEARNING CATALOG | 2024 112



5
Goodwnll

academy

Your Open-Door Policy (4:44)

In today's fast-paced and competitive business environment, effective communication is crucial for
the success of any organization. Not only that, but employees want and need personal connections
to their bosses, whether they're physically in the same building with them or not. The ability to
communicate openly and honestly with managers and leaders can have a significant impact on
employee morale, productivity, and job satisfaction. This is where the concept of an open-door policy
comes in. In this course, we'll define what an open-door policy looks like, go over its benefits, and
discuss how to set up an open-door policy in your organization.

Managerial Courage

Are You a Micromanager? (5:07)

A recent poll states that 79% of employees claim they've been micromanaged at some point during
their careers. Managers have a difficult time recognizing their role in this, because the line between
being an effective leader and a micromanager can often be pretty thin. In this course, we'll clearly
define micromanagement and what those behaviors look like. We'll discuss delegation, setting clear
expectations, and learning how to trust the skills and experience of your team.

How to Break Bad News (4:40)

Delivering bad news is inevitable. The thought of delivering bad news can keep you awake at night.
Having to look someone in the eye and say something that will hurt them, disappoint them, or anger
them can be scary, awkward, and sad. In this program, we'll prepare you for sharing unpleasant
news. We'll talk about controlling your own emotions, planning the right time and place, and properly
delivering the message. We'll also cover empathy and how you should react to the other person's
response.

Hiring Team Players (6:22)

Team members who can cooperate and work toward a common goal are essential. These kinds of
employees are team players, and they bring together different points of view to allow for more
creativity and the freedom to take smart risks. They're the kind of people you want to be hiring, so
how can you make sure that you're hiring team players? In this course, we'll talk about what a team
player brings to the table and how to spot one during the hiring process. We'll discuss targeted
questions to ask to determine the prospect's cultural fit, so you can find the right person for your
team.

How to Build Resilience (6:06)

As a manager, your job can be rewarding and wonderful. It can also be tiring and thankless. It's a
difficult task dealing with the ups and down of management without becoming stressed and burned
out. With any job, you'll have challenges and setbacks. You're likely to make mistakes along the way.
How you handle these situations is what makes you a good manager. In this course, we'll discuss
having the ability to bounce back when things don't go as planned.

Effectively Challenge the Status Quo (6:20)

Status quo is defined as "the current state of things," and in this case, it refers to the way your
business operates. Maybe you've had the same sales strategy for years and years, or maybe you
haven't changed your workflow since you started. As new technologies arise, and as your customers
develop new needs, following the status quo only leads to complacency and stagnation. Your
resistance to change means you'll miss out on opportunities for growth, because growth requires
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change. In this program, we'll discuss the importance of exploring all perspectives, supporting new
ideas, and having a forward-thinking mindset.

Fighting for Your Team (8:16)

Going to bat for your team is part of being a manager. You may need to defend their work. You might
need to endorse their ideas. You may need to guard them from certain scrutiny. This could be from
customers, other departments, or even company leadership. This takes courage on your part, but
when you fight for the right things, you'll wind up with a team that's more productive and freed from
bureaucracy. In this course, we'll talk about how to fight for your team. We'll discuss going up against
bureaucracy, taking one for the team, and fighting for their future.

Building Strategic Alliances (6:43)

Alliances and partnerships are staples in a business's strategy. Large and small companies can
benefit from joining forces with another business to help each other achieve their goals. However,
strategic alliances are not simple or easy to create, build, and maintain. Strategic partnerships often
fail because of management errors. It's crucial to choose not only the right partner, but also to take
steps to grow the relationship. In this program, we'll talk about how to do that. We'll also discuss
advantages and disadvantages to these alliances, as well as how to ensure a successful partnership.

Developing Tact (9:51)

Business Insider conducted a survey of over 15,000 managers and professionals about what skills
made a good leader. What do you think came back as one of the top responses? It wasn't the ability
to be authoritative, or even organized, or inspiring. No, the thing respondents prized highly was tact.
Managers sometimes have to deliver bad news. But if you can learn to do so tactfully, you'll be a
much better leader, one that employees trust and like more. So in this course, we'll talk about how
to develop tact. We'll go over the preparation required for difficult situations. We'll also discuss how
to consider the personality of the person you're addressing. Lastly, we'll go over choosing your words,
using proper body language, and setting the tone.

Managing Prejudice Within Your Team (7:24)

There are a lot of difficult tasks and challenges you may face as a manager. But one of the trickiest
is when prejudice pops up within your team. This can be prejudice towards someone based on their
race, gender, religion, or national origin. But prejudice can also mean judging someone based on their
age, socioeconomic status, where they live, their appearance, medical conditions, or any other
defining characteristic a person has. So as a manager, how do you handle situations where prejudice
rears its ugly head within your team? In this course, we'll talk about starting with yourself, and
ensuring that you're leading by example. We'll discuss ways to curb offhanded remarks and slights
against others. We'll also talk about removing stereotypes and unconscious biases. These teachings
will help you create a safe and comfortable work environment for everyone.

Retaining Your Best People (5:02)

You've found a great mix of team members for your department. They communicate well with each
other, they work well under pressure, and they can get the job done. You genuinely like working with
them and you hope that they feel the same way about you. But what role do you play in keeping
good people? Time and time again, studies show that it's bosses that compel good employees to
leave their jobs, even when they like the company. In this course, we're going to talk about important
steps you can take to retain your best employees. We'll go over ensuring connection and engagement
among your team. We'll also discuss feedback, finding opportunities for development and promotion,
and providing recognition.
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Stop Throwing People Under the Bus (5:38)

When things goes wrong or mistakes are made, sometimes people place blame on someone or
something else. This is also known as throwing someone under the bus. They blame the process,
the circumstance, the client, or another coworker. This is harmful behavior, done for selfish gain
and to avoid looking bad, but the side effects of doing this can ripple far beyond just one act of
office scapegoating. In this program, we'll take a look at the adverse impact that throwing someone
under the bus can have on one's team, reputation, and career. We'll talk about why this happens,
and what you, as a manager, can do to put a stop to it, and even avoid doing it yourself.

Stop Doing and Start Managing (6:54)

It's likely that you got promoted to manager because you were good at your job. Now, as a manager,
you have to watch someone else do that job, and they might not be as good at it as you were. Or
maybe they don't do it the way you used to do. For these reasons, it's easy to fall into the habit of
jumping in and doing some of those things yourself, even though someone else has been hired to do
them. But you need to stop doing that, because as a manager, it's your job to manage. In the long
run, doing instead of managing hurts your team and individual team members, it hurts productivity,
and keeps you from doing the job you're actually supposed to be doing. In this course, we'll talk
about how to stop doing and start managing.

Controlling Disruptive People (8:32)

Every manager will deal with difficult workplace behavior at some point. Even if you have the best
hiring process in the world, it's still possible to end up working with a disruptive employee. Disruptive
people can consume a lot of your time and negatively impact your team's productivity. It takes
strong management to control disruptive behavior and prevent it from affecting your team's
functioning. In this program, we'll discuss the various types of disruptive behaviors, equipping you
with the skills, processes, and confidence to handle this type of person in your workplace.

Making Your Work More Meaningful (6:44)

Engagement, productivity, motivation, and general satisfaction all stem from the same place: doing
meaningful work. People want their jobs to have purpose, they want to add value, and they want to
make a difference through the work they're doing. What's your purpose at work? Are you lacking
enjoyment or passion that you once had? Are you lacking the connection of seeing how your work
benefits others and adds value to your company? Bear in mind that, as a manager, this often spills
out onto your team, and they may feel the disconnect as well. So in this program, we'll talk about
how to make your work more meaningful.

The Leadership Ladder (6:24)

You're a manager now! Congratulations! But what exactly does that mean? What's the difference
between a supervisor and a manager? And what's the difference between a manager and a director?
And what does being a leader mean? Change to: These are all great questions and in this program,
we'll cover the roles and responsibilities of a supervisor, manager, director, vice president, and the
leaders in the C-suite.

Character 01. Management is All About Character (4:42)

The difficult situations in your life and how you deal with those situations can make or break your
character. Character is defined as, "one of the attributes or features that make up and distinguish
an individual." Abigail Van Buren is quoted as saying, "The best index to a person's character is how
he treats people who can't do him any good, and how he treats people who can't fight back." This
character thing is important, particularly in business, and especially as a leader. This course takes
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an in-depth look at the importance of having good character as a manager, how to develop it, and
how to use it.

Character 02. Developing Your Character (6:11)

Character is not something that you're born with. It's something that you can grow and cultivate
over time. In this course, we'll discuss the six ways to build you character: 1. Defining your values
and using them 2. Learning from your past 3. Evaluating the company you keep 4. Being nice when
tempted not to be nice 5. Practicing humility and 6. Giving back. We'll also go over different ways to
handle difficult situations and what to do when your character is attacked.

How to Apologize: 01. The Process (5:37)

The best apology you can give someone is to change your behavior. Think about it. Let's say someone
lets you down, and they apologize with an "I'm sorry." Then, they turn around and do the same thing
again. If they're willing to wrong you twice with the same bad behavior, then how "sorry" are they?
While saying sorry is an important part of an apology, it's not the only part. To truly make amends
for something you've done wrong, you need to show that you're willing to put in the work to right
that wrong. Then, take action to prevent it from happening again. In this course, we'll go over why
apologies are important, we'll discuss the four steps to an apology, and then we'll cover some
examples of good and bad apologies.

How to Apologize: 02. The Audience (3:51)

We've discussed what a good apology looks and sounds like. We've gone over what each apology
should include: expressing remorse, accepting responsibility, offering a solution, and changing your
behavior. In this course, we want to demonstrate how to apologize to the different people that you
work with. This includes apologizing to your boss, your colleagues, your employees, and your
customers. We'll also talk about when you should not apologize, as we often over-apologize, even
when we aren't to blame.

Managing Difficult People (7:39)

Have you ever worked with that person who technically doesn't do anything wrong but is just...
awful? It might be someone with a difficult attitude, someone who whines, someone who's
manipulative, someone who lies, someone who's lazy, someone who spreads gossip, or maybe you
just can't put your finger on what's "off" about them. How do you manage someone like this? What
should you do if their behavior borders on inappropriate? In this program, we'll discuss how to
address these issues.

Taking a Stand (6:49)

As a manager you need to be able to advocate for yourself and your team. You may find yourself
wanting to draw your sword and storm the castle, but you need to control your reaction. The passion
and emotion you're feeling is admirable, but you can't let your emotions get the best of you or you'll
be met with more resistance. On the flipside, not taking a stand could be more harmful. Sometimes
fear of rocking the boat, creating enemies, or making the situation worse keeps us from doing what's
right and committing to the issue. In this program we'll discuss the most effective way to take a
stand for yourself and your team. We'll go over how to analyze the situation, gather the facts, defend
appropriately, and when to let it go.
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"You're Wrong!" (6:59)

When being told they are wrong, people can sometimes be defensive. But generally, people want to
learn from their mistakes and improve. Telling someone when they make a mistake is giving them
that opportunity. The skill is learning how to best tell someone, and we'll discuss that here.

Swallow Your Pride (5:58)

Pride manifests in many ways. Even if you don't go on and on about how awesome you are, pride
may still be a barrier between where you are now and the success you'd like. In this course, we'll
explore this concept and what you can do about it.

Your Management Style (11:39)

Most people have been exposed at some point to a bad manager. There are plenty of bad managers,
although no one wants to be one! In this course, we'll look at different management styles and the
pros and cons of each. With this knowledge, you can identify the best style (or combination of styles)
for you.

Supervision and Management

Productivity Through Praise (5:31)

Exactly as the name implies, productivity through praise is all about increasing your team's
productivity by praising and recognizing them. Based on a well-known psychological theory, this
proven methodology looks at basic human needs, and how satisfying those needs motivates people.
In this course, we'll discuss Maslow's Hierarchy of Needs and how to use this theory to help your
team reach their fullest potential.

Successful Delegation (5:47)

Successful delegation at work gives you more time to focus on other tasks. It also helps you grow
and develop your direct reports by sharing opportunities with them. The more successful they are,
the more successful you are. In this course, we'll talk about why delegation is difficult for some, go
over creating a process for passing off work to others, and explain how to use that process to
delegate effectively.

Employee Recognition (7:45)

Regardless of how you approach recognition, formal versus informal, group versus individual, or
hopefully a mixture of all of these, the most important thing is that you actively participate in
employee recognition.

Giving Feedback as a Manager (6:03)

We, as managers, often shy away from giving feedback or we approach it in the form of discipline.
The goal of feedback is to clarify the employee's current status and determine what the best next
steps are. It's an opportunity to help your team develop and become more successful.

8 Steps to Effective One-on-Ones (2:13)
Here are eight steps to running an effective one on one meeting.

8 Steps to Effective Team Meetings (2:48)
Here are eight steps to running an effective team meeting.
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Conducting a Performance Review (5:30)

Performance reviews aren't typically the most enjoyable part of anyone's job, whether you're the
reviewer or reviewee, even if you're an A+ performer. Managers, this course is designed to help you
turn the review process into a positive experience. We'll talk about how to conduct reviews
effectively, to get the best possible outcomes from your employees. We'll discuss setting clear
expectations, creating achievable goals, and staying in frequent communication throughout the year.
We'll also go over what steps to take before and during each review.

Doing More With Less (6:55)

When we talk about doing more with less, it usually means you have less time, less money, or fewer
tools and employees. Maybe your organization decided to downsize or restructure, and you've found
yourself lacking the resources you once had. Or maybe your business is growing, and you need to
find ways to make the most of what you have. Whatever the case, doing more with less is never
easy. In this program, we'll talk about how to work smarter, not harder. This includes focusing on
the strengths of your team and reprioritizing your goals. We'll also go over the importance of having
clear communication, analyzing goals, and planning for the future.

Managers: Creating a Culture of Transparency (8:10)

In creating a culture of transparency, your actions and behaviors create a workplace that generates
trust, engagement, and buy-in from your employees. While transparency isn't always easy, its
benefits far outweigh the risks. And in light of the COVID pandemic, where the future and the
economy are uncertain, successful businesses are the ones that have a strong culture of
transparency. In this program, we'll talk about what your company can do to create a culture of
transparency in your workplace.

101 MANAGEMENT FUNDAMENTALS TRACK
Leadership Fundamentals

The Leadership Toolkit (6:56)

When it comes to being a good leader, the question that's most often asked is, "What's the best
leadership style?" The answer is: there isn't one. There are a lot of different ways to be a good
leader; you just need to find the style that works best for you. In this course, we'll help you figure
that out by taking you through what we call the leadership toolkit. It includes possible leadership
styles, behaviors, and theories you might want to apply to your work as a leader.

Characteristics of a Leader (4:16)

What makes a great leader? The simple answer is: A leader is a collection of certain characteristics
that work well together. So, what are those characteristics? In this program, we're going to go
through the list and break down each of those that a good leader should have. We'll also talk about
the fundamentals of an effective leader.

Becoming a Followable Leader (8:37)

Who are the most followable leaders? Who are the people that everyone wants to work for? What
are their behaviors? Their characteristics? What makes them so likable? That's what we'll be
covering in this program. Then we'll talk about the skills you can develop to become a more
followable leader yourself.
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Empowering Others (7:03)

Empowering someone means giving them the authority or power to do something themselves. You
also make that person feel stronger and more confident, in the process. When you empower your
employees, it's a win/win scenario that will benefit your company, which is the goal of a good leader.
In this course, we'll talk about empowering others, and specifically how to empower mid-level
managers, as a C-suite executive.

How to Inspire as a Leader (7:40)

To inspire means to "fill someone with the urge or ability to do or feel something." Inspiration takes
it one step further than motivation. If you've ever had an inspirational leader, you know what we
mean by this. In this course, we'll talk about what it takes to be an inspirational leader. We'll also

Listening as a Leader (8:47)

Let's face it, many leaders are Type A personalities. We're energetic, we like to mingle, and most
importantly, we like to TALK. That's certainly an important aspect of leadership. But sometimes
what your staff needs from you is for you to stop talking and LISTEN. This is a key part of leadership
because it's only by listening that we truly begin to understand what's going on at all levels of our
organization. So, in this program, we'll talk about both the types of listening and how to listen well
as a leader.

Empathy as a Leader (5:39)

When you're leading a team, there are a lot of important skills you need to succeed. But more than
succeeding, you need to help your team weather difficult times. That's where empathy comes in.
Teams managed by emotionally intelligent leaders are proven to do better through rough patches.
They are more likely to persevere through difficult projects and thrive during times of outside
pressure. In this course, we'll talk about how to put empathy into practice as a leader. We'll take
you through some tips/techniques that apply in-person or virtually, including active listening, non-
verbal communication, and changing your perspective.

Developing Yourself (5:44)

You may know everything there is to know about being a good leader. You may have had a lot of
success in leading others and helping them develop. But have you ever thought about developing
YOURSELF as a leader? Leaders often get so focused on their company or their staff that they forget
about themselves. And while it's great to put others first, sometimes you need to step back and see
what you can do to develop yourself into a better leader. In this course, we'll go over some questions
you should be asking yourself and discuss ways to make improvements. We'll also cover some
important things to avoid.

Leading Others

Successful Delegation (5:47)

Successful delegation at work gives you more time to focus on other tasks. It also helps you grow
and develop your direct reports by sharing opportunities with them. The more successful they are,
the more successful you are. In this course, we'll talk about why delegation is difficult for some, go
over creating a process for passing off work to others, and explain how to use that process to
delegate effectively.
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Empowering Employee Decisions (3:32)

Empowering employees to make decisions is becoming more common in the workplace, especially
with the increase in remote workers. When employees are empowered to make choices, they gain
confidence, feeling more invested in their work and the success of the company. Their work
progresses more efficiently, without the need to continually stop and wait for approval. It puts a
stop to the "lI've got to check with my supervisor" conversations, which cause annoyance and
dissatisfaction with customers. In this course, we'll talk about how to empower your employees.
We'll talk about setting clear boundaries and giving your team the information they need to become
more empowered. We'll also go over how to support empowered decision-making.

Retaining Your Best People (5:02)

You've found a great mix of team members for your department. They communicate well with each
other, they work well under pressure, and they can get the job done. You genuinely like working with
them and you hope that they feel the same way about you. But what role do you play in keeping
good people? Time and time again, studies show that it's bosses that compel good employees to
leave their jobs, even when they like the company. In this course, we're going to talk about important
steps you can take to retain your best employees. We'll go over ensuring connection and engagement
among your team. We'll also discuss feedback, finding opportunities for development and promotion,
and providing recognition.

Fighting for Your Team (8:16)

Going to bat for your team is part of being a manager. You may need to defend their work. You might
need to endorse their ideas. You may need to guard them from certain scrutiny. This could be from
customers, other departments, or even company leadership. This takes courage on your part, but
when you fight for the right things, you'll wind up with a team that's more productive and freed from
bureaucracy. In this course, we'll talk about how to fight for your team. We'll discuss going up against
bureaucracy, taking one for the team, and fighting for their future.

Communication & Listening

Active Listening (5:12)

To listen actively, you have to pay attention. You can't multitask, you can't avoid eye contact, you
can't assume, and you can't be formulating your response. You have to hear the information. It needs
to enter your brain, and then your brain needs to think about it. It's a much more complex task than
we might think. This program discusses several ways to be a better listener, and the many things
that often get in the way of listening well.

Interpersonal Communication for Managers (9:14)
To be a good manager, you have to communicate well with your employees. Are you aware of how
you communicate, while you're communicating? That's interpersonal communication and that's what
this course is all about. We will cover the different elements of interpersonal communication and
how it's used effectively. We'll also talk about some helpful tips and tricks to being a better
communicator toward your employees and in general.

Listening Even When It's Difficult (6:26)

Listening to other people can be difficult when you're distracted or when the other person isn't
speaking clearly, but it's even more difficult if you don't agree with what they're saying. In situations
like this, it requires more than just active listening, which focuses on what the other person is saying
and confirming your understanding. In order to truly listen through a disagreement, we need
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empathetic listening. In this course, we'll define empathetic listening and explore tips on how to
effectively and empathetically communicate with people, even when you disagree.

Leading a Team

Leading a Team (6:44)

Congratulations, you've been chosen as team leader! Maybe you're a manager and have lead dozens
of teams. Or maybe you're a frontline employee who's been asked to lead a team of peers. It doesn't
matter. The fact is, that you're expected to put a team of people together to accomplish a goal. In
this course, we'll discuss the characteristics, roles, and responsibilities of a good team leader. We'll
also talk about discovering and defining a team's purpose, creating a workflow, measuring progress
and the importance of good communication.

Team Building and the Tuckman Model (4:38)

According to the Tuckman Model, there are four stages to team development: forming, storming,
norming, and performing. If a leader understands the stages, they can better guide the team along.
Forming is the first stage, when team members are getting acquainted. The next stage is Storming
and typically involves conflict and issues of power. Norming occurs when teammates settle into
their roles and learn to work cohesively. The Performing stage happens when the team works
together to accomplish their goals. Let's take an in-depth look at the four stages and focus on how
you, the leader, can intervene and support.

Coaching & Feedback

Introduction to Coaching Skills (4:38)

Painter Benjamin Haydon said, "Fortunately for serious minds, a bias recognized is a bias sterilized."
Whether we'd like to admit it or not, we all have biases. You're probably not even aware of some of
yours. In this course, we look at how they are formed, what they can look like, and why it's so
important to gain "consciousness."”

The Rookie (5:02)

Everyone has to start somewhere, whether they're walking into a first job, or making a total career
change. In either case, people typically come in motivated to work hard and prove themselves. These
employees are what we call The Rookie, and they require a unique style of coaching out of you, their
manager. In this course, we'll talk about where these employees fall on the coaching axis, and how
to successfully coach them further along the axis through empowerment and encouragement.

The Everyday Player (4:00)

Once someone moves beyond their Rookie phase, they start to become a regular part of the team.
In baseball, this is called an Everyday Player. This is when someone should be doing productive work
for your team on an everyday basis. In this program, we'll talk about how to coach someone in this
phase. We'll go over where they fall on the coaching axis, and what sort of empowerment and
encouragement is needed. We'll also discuss some general tips to keep in mind when you're coaching
an Everyday Player.

The Key Player (3:52)

Authenticity can help us form stronger bonds, make us more confident, and even allow us to feel
happier. Just knowing that, though, doesn’t make it any easier to be vulnerable. In this course, you’ll
see some strategies that the experts say can help you identify authenticity and reap the benefits of
becoming more authentic yourself.
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The Captain (4:08)

When a member of your team has been there a while, or perhaps just has developed a certain
amount of leadership skills, they become a Captain. A Captain is someone who the other players
believe has the skills to be somewhat like a coach on the field. In the business world, this means
they can lead projects, or even step in for you when you're out. The Captain is the most trusted
member of your team. In this course, we'll talk about how to coach these players, go over what NOT
to do with them, and discuss ways to keep them empowered.

The Coaching Conversation (4:56)

Your coaching objective as a leader is to move every member of your team from Rookie to Everyday
Player to Key Player to Captain. Because ultimately, we want a bunch of people on our team who
can act independently and be trusted to lead their peers. So it's important that you know how to
coach these people from point A to point B, then to C and D. In this program, we're going to talk
about how to conduct a coaching conversation. A coaching conversation is one that helps somebody
improve and moves them to the next level of skill and competence.

Stress Management

Understanding Stress and Burnout (7:30)

Have you ever had one of those days, where nothing seems to go your way? It's like you're always
stuck in second gear. When it hasn't been your day, your week, your month, or even your year? Well,
it could be more than just stress. You could be crossing over into burnout. What's the difference?
Stress is stress, right? No. Burnout is something different. That's what we'll cover in this program:
the difference between stress and burnout, what their causes are, and how to minimize stress and
prevent burnout before it starts. We'll take you through some stress management techniques, and
ways to reverse burnout.

Handling Stress (4:38)

Stress is something that we all face, but the way we handle stress impacts how much control that
stress has in our lives. In this program, we'll discuss the four levels of stress, and go over some
exercises everyone can do to manage or even eliminate the stressors in their lives.

Managing Stress (4:59)

Stress depends on the duration of the stressor, the intensity of the stressor, and the capacity of the
individual to withstand the stress. Some people withstand stress better than others. This is
something that you can learn to do, or learn to do better, and that's what this course is all about.
We'll go over four simple steps you can take when managing your stress. We'll also review the seven
signs of stress and how to handle each one. And lastly, we'll discuss how to better manage stress
in the workplace.

Time Management

Managing Multiple Priorities (45:00)

We all have so much to do every day, and it’s a big challenge to manage everything in the most
efficient, effective, and productive way. Adapted from the instructor-led course developed by Dr.
Everett Shupe, the purpose of this course is to help you learn how to better manage your time and
priorities, using some proven strategies and techniques.
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Helping Employees Use Their Time Wisely (6:41)

Just like you, your employees have a list of things to do every day. Some days their list is overflowing,
and they can't possibly get everything done. As a supervisor, it's up to you to help your employees
make the best use of their time to maximize their productivity.

Management Fundamentals Recommended Add-Ons

These optional course bundles are curated additions to the Management Fundamentals learning
track.

101 MANAGEMENT FUNDAMENTALS TRACK (ADD-ONS)

Foundations For New Managers

What It Takes to Manage (5:47)

Managing is not as easy as some people make it look, but it's also not as difficult as some others
make it look. Regardless, being a good manager is hard work! Here, we look at things to consider as
you consider moving into management.

Your Management Style (11:39)

Most people have been exposed at some point to a bad manager. There are plenty of bad managers,
although no one wants to be one! In this course, we'll look at different management styles and the
pros and cons of each. With this knowledge, you can identify the best style (or combination of styles)
for you.

Stop Doing and Start Managing (6:54)

It's likely that you got promoted to manager because you were good at your job. Now, as a manager,
you have to watch someone else do that job, and they might not be as good at it as you were. Or
maybe they don't do it the way you used to do. For these reasons, it's easy to fall into the habit of
jumping in and doing some of those things yourself, even though someone else has been hired to do
them. But you need to stop doing that, because as a manager, it's your job to manage. In the long
run, doing instead of managing hurts your team and individual team members, it hurts productivity,
and keeps you from doing the job you're actually supposed to be doing. In this course, we'll talk
about how to stop doing and start managing.

Supplemental Courses (Optional)

Optimizing Work-Life Balance (5:47)

Juggling takes practice and patience, and even with those two things, disaster can still occur. The
same is true with work-life balance. There will be times when you drop the "family," "health,"
"friends," and "spirit" balls. They will get scuffed, marked, nicked, damaged, and sadly, sometimes
shattered. This course will help you mitigate the damage.

8 Steps to Effective One-on-Ones (2:13)
Here are eight steps to running an effective one on one meeting.

Going from Coworker to Boss (3:32)
Congratulations! You're the supervisor, now! But, what if you're the supervisor of your former
coworkers? Now you must change your role. Watch this course for advice.
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Ethics for Managers (6:20)

Ethics are a top priority when you're a manager. Every day, you make key decisions that affect your
company, its stakeholders, and society as a whole. It's critical to understand and adhere to these
ethical and legal obligations, in order to meet expectations and to set an example for your
employees. In this course, we'll define business ethics and your ethical responsibilities as a manager.
We'll discuss the benefits of acting ethically, go over how to solve ethical dilemmas, and cover
business law in terms of ethical conduct.

8 Steps to Effective Team Meetings (2:48)
Here are eight steps to running an effective team meeting.

201 LEADERSHIP EXCELLENCE TRACK

Learning Culture

Developing a Learning Culture (8:43)

Learning often takes a back seat to other business functions, when it really should be in the driver's
seat. Without a culture of learning, how does your company improve and expand? How do you beat
the competition? It won't and you won't, not to your full potential, anyway. With this course, we can
help you change that. We give you the keys to formalizing your training and creating a structure to
it, so you can steer your way to Successville!

Change Management

Change Phases (6:17) *

Change is constant. Change is happening all the time to everyone. Things will always change. You
can count on it. So, if change is happening all the time, why aren't we better at handling it? That's
what we'll discuss in this course. We'll talk about common reasons that people resist change. We'll
also dive into the three phases most people experience when dealing with a change.

Change Behaviors (3:10)

In the first course on the phases of change, we learned that your response to change is driven by
how the change impacts you. In this program, we'll discuss three categories that people typically
fall into when presented with change. We'll also talk about various things you can do to help you
cope with change.

Change Model (4:22)

In our previous courses, we've learned that our response to change is everything. In this program,
we'll look at two change management models: the thought-oriented model and the results-oriented
model. Understanding these models will help you develop an action plan and manage the change
effectively.

Change for Managers (5:55)

Not only are you trying to manage YOUR response to the change, but you also have to help your
teamwork through the change, as well. It's a tough job. So in this course, we'll talk through what
you can do to help manage change for others. We'll talk about how to handle your team's concerns.
We'll discuss various reasons that your team may resist change. We'll talk through how to properly
communicate change, how to anticipate your employee's reactions, and how to manage negative
responses.
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Cultivating a Growth Mindset

Understanding Fixed and Growth Mindsets (6:54)

Carol Dweck, a renowned Stanford psychologist, is known for her decades of work on motivation
and mindset. In her book, "Mindset," Dweck says that people either have a fixed or a growth mindset,
and the one that you adopt can affect every aspect of your life. She coined these terms - "fixed
mindset" and "growth mindset" - to describe the underlying beliefs people have about learning and
intelligence. In this course, we'll take an in-depth look at what these terms mean and how they
impact our attitudes on our own accomplishments, failures, decisions, and more. We'll also discuss
how to use each mindset for your own benefit.

Developing the Growth Mindset (4:53)

Carol Dweck's book called, Mindset-The New Psychology of Success explains how having a growth
mindset opens the doors to success and self-development. When you approach challenges with a
growth mindset, you understand that you can develop the skills necessary and that failure is not
permanent. The growth mindset can be applied in all areas of life, including education, physical
abilities, artistic skills, relationships, and the workplace.

In this course, we'll discuss the four steps to developing a growth mindset:

e Learning to hear your fixed mindset voice.

e Recognizing that you have a choice.

e Talking back with your growth mindset voice.
e Taking the growth mindset action.

Limitations of a Fixed Mindset (5:40)

The fixed mindset is tempting. It's a comfortable place to live and work. Believing that you already
know what you're good at, and what you're not good at, gives you the opportunity to pick and choose
what you try and what you don't. It gives you the ability to put yourself in situations where you'll be
successful and to avoid situations where you might fail or be embarrassed. It's safe, but it's limiting.
Chances are, you're living in a fixed mindset more often than you think. In this course, we'll go over
how to know when you're in this cycle of negativity and what the risks are. We'll also go over failure,
practice, and how to "fix" a fixed mindset.

Problem Solving

Introduction to Problem-Solving (3:26)

Although a "problem-solving" series is for those with broken systems, flawed processes, or team
failures, it is also for you. Unless your team is doing 100% of their job, 100% right, 100% of the time,
then you have a problem to solve.

Define the Problem (5:18)
You can't solve a problem without first knowing what your problem is. That's why the first step in
problem-solving is defining the problem.

Determine the Root Cause (3:47)
Once you know you have a problem, and have documented your symptoms, it's time to get an idea
of how complex your problem really is by determining the root cause.
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Generate Solutions (3:34)

By this time, you know that you have a problem, and you've done extensive fact-finding to discover
the root cause. Now, it's time to generate solution ideas. Our goal here is to get as many possible
solutions and ideas, from as many varying perspectives, as possible. Notice that the goal here is NOT
to choose a solution. That's our next step. We are simply gathering ideas during this phase..

Evaluate and Select Solutions (3:13)

Now that you have a list of solutions, it's time to narrow down those solutions to the one that you
will implement. In order to do that, we must determine the solution that is most effective to solve
the specific problem you are focusing on.

Implement Solutions (4:23)

You have a solution idea. Now, you have to implement that solution. This could be something that
is a quick process adjustment. This might mean three years of transition to get new equipment. It
might mean a personnel shift. No matter what your solution is, you have to create an action plan. In
doing that, you must also determine exactly who needs to be involved and exactly who will be
impacted.

Monitor the Resolution (4:00)

This is our final step in problem-solving. By now you have assessed the problem, you've chosen your
best solution and you have implemented that idea. The last thing you need to do is monitor the
resolution.

Decision-Making Basics

Gathering Information (6:39)

We are constantly making choices. Where to turn, what to eat, which work to start on, what to say
on a call, etc. Of course, we always want to make informed choices, and living in the information
age, finding information is easier than ever before. The trick is knowing where to find the data you
need, and how to determine what sources are trustworthy and reliable. In this course, we'll talk
about how to properly gather information to make good, informed decisions. We'll go over the
difference between data and knowledge, the various sources of data, and how to know when to stop
gathering it.

Understanding Motivation (5:41)

Motivation is defined as the activation of goal-pursuing behavior. Motivation is the drive that pushes
people to get things done. Over the years, much research has been conducted to find out what gets
people motivated, and what helps them stay that way. To maximize workplace motivation, an
employer must remove causes of dissatisfaction AND provide opportunities for satisfaction. In this
course, we'll look at what truly drives people by discussing two types of motivation. We'll also walk
viewers through hidden motivators, also known as cognitive biases, which tend to run in the
background, yet still greatly impact decision making.

Making Quick Decisions (6:47)

Have you ever been in a situation where you know you must make a decision, but you're dreading
it? Making up your mind is so painful that you've been postponing the inevitable? Or, you've made a
decision after careful thought, but then second-guess yourself, and pick apart your thought process
and rationale? If either of these scenarios sound familiar, then you're probably one of the multitudes
of people who have trouble making decisions quickly. This can be detrimental to your company or
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career, if you have difficulty deciding. So, in this course, we'll talk about overcoming roadblocks that
get in the way of decision making. We'll also walk you through some good decision-making tips to
help you decide on things quickly and confidently.

Facts vs Opinions (6:54)

Opinions are a flimsy and unreliable basis for business decisions. All too often, however, people do
just that: base their workplace decisions upon the shaky foundation of their own or others' opinions.
When what they really should be doing is basing their decisions on facts. Many struggle with even
knowing if what they're hearing is a fact or an opinion. In this program, we'll talk about the difference
between the two, and go over the various types of facts and opinions. We'll discuss how to use both
in your decision-making, and teach you how to test yourself, so you know that what you're basing
your decision on is factual.

Generating Options (4:16)

"I had no choice." "I wish there was another way to go..." "I'm stuck between a rock and a hard
place." No matter how you say it, the desire for more choices is a common one. A lot of the time,
the hardest thing about making a decision is producing options in the first place. When you find
yourself struggling to find viable options, or any options, two simple steps can help you move beyond
the obvious and find creative solutions: naming the box and brainstorming. That's what we'll cover
in this course on generating options.

Decision Making Models (4:32)

Over the last few decades, experts have studied and analyzed how decisions are successfully made.
These models provide a framework for the decision-making process. In this program, we'll give you
a brief introduction to two of these models and go over when we recommend utilizing them. When
making quick decisions, we recommend using the TDODAR decision model. And for decisions that
require deep analysis, we recommend using the Kepner-Tregoe matrix. Keep in mind, these models
are adaptable and not set in stone. They can be used in different scenarios than traditionally
recommended.

Decision Making Styles (6:10)

When different people make decisions, they approach those decisions in different ways. In other
words, they have different styles of decision making. In fact, there are generally four recognized
styles of decision-making. They are directive, analytical, conceptual, and behavioral. In this program,
we'll go over how to identify the different styles and share the positives and negatives of each.

Conflict Management 201

The Realities of Conflict Management (4:15)

Dealing with conflict is a difficult concept for many. Some will confront it head-on, others avoid it
at all costs, and many will dwell on it, letting it simmer under the surface. Regardless of where you
land on this, there are some right and wrong ways to deal with conflict, which is what we'll cover in
this series. Here, in this first course, we'll talk about why conflict happens in the first place, and
what you can do to mediate or mitigate those situations. We'll go over handling emotions, and what
you should or shouldn't do when emotions are high.

Maintaining Self-Control (4:25)

Most people know from experience, it's hard to maintain self-control when we get into a conflict.
It's easy to get caught up in the argument, to do everything to win the battle, or to become the
bigger victim. But really, your energy should go toward maintaining your self-control. In this course,
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we'll talk about why that's so essential to healthy conflict management, but more importantly, we'll
discuss how to actually do it. We'll covers ways to get in front of, or control of, your own emotions.
We'll talk about how to approach the situation objectively and analyze both sides, despite having
high emotions.

The EASY Conflict Management Process (5:37)

Once you're able to maintain your own emotions, there are some things you can do to help other
people calm down, too. Think of it as helping someone move their mood from the red zone to a
much calmer, productive place. In this program, we'll talk about how that process works, using the
acronym EASY. There's no guarantee that you'll be able to overcome all problems with this process,
but managing and resolving conflict becomes much easier when you put EASY to use.

Emotional Intelligence

What is Emotional Intelligence? (4:30)

Having a solid understanding of emotions, be it our own emotions or the emotions of others, helps
us to be better people, particularly in the workplace. When we develop and use our emotional
intelligence, it helps us reduce stress, prevent conflict, and develop better work relationships,
resulting in higher quality work and productivity. In this course, we'll talk about the five
competencies that make up emotional intelligence, and we'll define the term EIQ, or emotional
intelligence quotient.

Developing Self-Awareness (4:21)

How well do you know yourself? We've defined self-awareness as the ability to accurately sense
and identify your own feelings. It's the foundation that supports all the other emotional intelligence
competencies. Here, we'll discuss how to develop your self-awareness. We'll also introduce the self-
awareness triangle, which helps you identify how you see yourself, how comfortable you are with
being who you are, and what motivates you. We'll also talk about the importance of measuring your
self-awareness.

Developing Self-Regulation (6:30)

Your emotions will always be there, and the challenge is learning to manage the way you respond to
them. That's what self-regulation is; it's managing your responses to emotions by understanding
them and using that understanding to direct your behavior. It helps you act intentionally, rather than
reactively. In this course, we'll talk about how to develop this skill of self-regulation and why it's
important.

Developing Self-Motivation (3:09)

Even when you're familiar with your emotions, being productive and positive can be a real challenge.
That's why we use self-motivation as a tool to get ourselves on the right track. Within emotional
intelligence, self-motivation is how we find purpose and direct the power of our emotions toward a
specific task or goal. In this course, we'll talk about the two types of motivators, go over how to
strengthen your self-motivation and discuss the search for things that inspire you.

Developing Empathy (4:58)

Your emotions will always be there, and the challenge is learning to manage the way you respond
The first three competencies of emotional intelligence have been focused on you and your emotions.
Now it's time to shift gears and look at how we deal with the emotions of others. We call it empathy,
and it has a lot to do with social awareness. In this course, we'll define empathy and discuss how
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to identify the emotions of others. We'll also go over some helpful tips on developing empathy, which
is an essential tool in demonstrating high emotional intelligence.

Developing Effective Relationships (4:37)

Mastering the abilities of the first four competencies paves the way for attaining greater relationship
skills. Effective relationships are about successfully interacting with people, managing your
emotions, and helping others manage their emotions. In this course, we'll talk about the importance
of effective relationships and how to develop the relationships you already have. We'll go over dealing
with peoples' differences, analyzing your current relationships, and understanding what you can do
to make those relationships stronger.

Using DISC to Anticipate Emotions (5:30)

DISC can help you better understand the emotions of both yourself and other people. This allows
you to anticipate and avoid bad situations, while setting yourself up for success, knowing what works
better for you. In this course, we're going to talk about DISC personality styles and how you can use
them to improve your emotional intelligence. Typically, you would complete a full DISC
questionnaire, and the result would give you your DISC profile, describing how you behave in most
situations. Rather than going through the whole questionnaire, we're going to walk through each of
the four DISC styles and how they relate to emotional intelligence.

How to Improve Your Emotional Intelligence (4:35)

When you're familiar with your emotions, being productive and positive can be a real challenge.
That's why we use self-motivation as a tool to get ourselves on the right track. Within emotional
intelligence, self-motivation is how we find purpose and direct the power of our emotions toward a
specific task or goal. In this course, we'll talk about the two types of motivators, go over how to
strengthen your self-motivation and discuss the search for things that inspire you.

201 Leadership Excellence Recommended Add-Ons

These optional course bundles are curated additions to the Leadership Excellence learning track.

201 LEADERSHIP EXCELLENCE TRACK (ADD-ONS)

Teambuilding Series (Optional)

What is Team Building? (3:10)

Almost all of us work or play or serve on teams in some capacity, so this topic is an important one.
A team is a group of people who are mutually dependent on one another to achieve a common goal.
A team recognizes and leverages the different talents and experiences each individual brings to the
table and uses that to achieve their shared goal. We're going to spend some time talking about the
characteristics that make a great team, how to develop a successful team, and then how to lead
them.

Types of Teams (4:48)

We've come up with six different types of teams that are commonly found within an organization.
Some teams are permanent, some are temporary. Some require supervision, while others are self-
directed. Some teams work in the same office, and others are globally separated, requiring
technology to stay connected. In this program, we'll look at each type of team, what their goals are,
and how they operate.
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Effective Team Members (5:26)

What traits make up a good team member? This is important to learn for two reasons: 1. To know
what to look for if you're adding people to your team. And 2. To learn whether YOU possess the
traits of a good teammate. In this program, we'll talk about the common features found in the best
team players: from being constructive communicators to solution-oriented, from reliability to
adaptability, and everything in between.

Team Development and the Tuckman Model (4:38)

When a group of people first form a team, their roles and interactions have not yet been determined.
Some individuals may simply observe while they decide where they fit, while others may jump right
in. There are models that describe how team development progresses. The most popular one is
called the Tuckman Model, and is generally accepted as the basic standard of team development.
The four stages in the Tuckman Model are known as Forming, Storming, Norming, and Performing.
In this program, we'll take a look at each stage.

Characteristics of a Successful Team (4:15)

We've looked at the characteristics of good team players and the traits that people should possess
to contribute successfully as individuals. A team, as a whole, should also possess characteristics
that create a climate for success. In this course, we'll discuss those essential team traits, including
how conflict should be handled, how to agree on a shared purpose, acknowledging people's value
and responsibilities, our views on diversity, making decisions, communication, recognition, and much,
much more.

Teams in Crisis Situations (5:51)

Eighty percent of businesses impacted by a crisis event either never reopen or close within 18
months. When your team is faced with a critical or unexpected situation, it's imperative that you
employ a crisis plan. Does your team have one in place? If so, what does it look like and does it
cover all bases? If not, you need to create one immediately. From communicating with your team or
customers, to how to manage a team during a crisis, this course covers the essentials when handling
the unexpected.

Transformational Leadership

Transforming the Organization (7:27)

Customer needs are expanding, markets are changing, new products and technology are coming out.
You have to adapt to these changes. If you don't adapt, your competitor will. How do you make
things happen as a leader? How do you TRANSFORM the organization into a better version of itself?
That's what this program is all about. We'll discuss various types of organizations and the elements
at play when making a transformation, including managing process and cultural changes.

Dealing with Resistance (6:34)

You're trying to be a transformational leader. You're trying to bring your organization along into the
present and beyond. Some of your staff are doing well. But others, not so much. They're resisting.
How do you deal with someone in your organization who is resisting change? As a leader, if you want
your organization to transform, you need to bring EVERYONE along with you. In this course, we'll talk
about how to deal with this situation. We'll discuss the two ways to handle resisters. We'll also go
over how to manage change effectively and walk you through several steps to help deal with
resistance.

GOODWILL ACADEMY ON-DEMAND LEARNING CATALOG | 2024 130



5
Goodwnll

academy

Creating Focus During Change (4:45)

Have you noticed your team becoming unfocused during change? It's easy to lose sight of what's
really important or what you should be focusing on when things are shifting around you. And as a
leader, you need to be focused. But you also need to help your TEAM focus on their work, in spite
of the distractions that come with things changing around them. In this program, we'll talk about
the circles of focus, and where you can help your team focus their energy. We'll also discuss
importance versus urgency, and how to get your team to work more productively during change.

Building Strategic Alliances (6:43)

Alliances and partnerships are staples in a business's strategy. Large and small companies can
benefit from joining forces with another business to help each other achieve their goals. However,
strategic alliances are not simple or easy to create, build, and maintain. Strategic partnerships often
fail because of management errors. It's crucial to choose not only the right partner, but also to take
steps to grow the relationship. In this program, we'll talk about how to do that. We'll also discuss
advantages and disadvantages to these alliances, as well as how to ensure a successful partnership.

MENTORING

What is a Mentoring Program? (4:42)

You can probably learn how a car engine works in a few hours by reading a book, right? But it takes
years to be able to listen to an engine and know what's wrong with it just by the sound. How do you
start to gain that kind of experience? How do you transfer knowledge? You need a mentoring
program! In this course, we'll look at what a mentoring program is, including the mentor/mentee
relationship and the different types of mentors. We'll also go over the benefits of a mentoring
program and why every organization should have one.

How to Create a Mentoring Program (4:51)

We understand that having a mentoring program is important, but how do we create one? In this
course, we'll go over the steps to developing and executing a successful mentoring program for any
organization. We'll discuss establishing goals, finding sponsors, and creating a mentoring committee.
We'll also go over how to find and properly match participants, as well as how to monitor progress.

Matching Mentors and Mentees (6:14)

Matching mentors and mentees is a key component to creating a successful mentoring program.
There should be careful thought put into matching pairs or groups. A successful match depends on
three things: experience, expectations, and compatibility. In this course, we'll talk about how each
of these factors should determine your mentor/mentee pairings. We'll go over how to create a
mentoring profile form that participants will fill out. We'll also discuss some additional things to
consider as you help develop these relationships.

Making a Mentoring Agreement (5:07)

You've heard the saying, "If it's not in writing, it never happened." Well, this applies to your mentoring
program. A written mentoring agreement ensures that your mentors and mentees are on the same
page throughout the entire mentoring process. In this course, we'll discuss the eight steps that your
mentoring agreement should include.

Mentoring Meeting Guidelines (2:50)
Once you already know how to start and set up a mentoring program, it's time to get into the nitty-
gritty details of the meetings. Namely, it's time to talk about your mentoring meeting guidelines.
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These should be laid out ahead of time and clearly conveyed to all participants. In the end, this will
lead to more cohesive and successful mentorships. In this program, we'll go over how to set up good
guidelines, including transitioning into the meeting, reviewing open issues, taking notes, and
answering questions. We'll also cover some do's and don'ts of mentoring meetings.

Creating a Successful Mentoring Relationship (5:26)

So, you're part of a mentoring program, and you've been successfully paired up. What's next? How
do both the mentor and mentee actually take advantage of this opportunity? How do you create a
successful mentoring relationship that bears fruit? In this course, we'll discuss the keys to a
successful mentoring relationship, including establishing trust, setting clear expectations, being
prepared, and giving/receiving feedback. We'll also touch on some do's and don'ts for both mentors
and mentees to follow.

RECRUITING & HIRING
Recruiting & Hiring

Hiring the Right Person (4:02)

Hiring is tough. You have an open position, and it needs to be filled. It's either open because someone
left the company, or it's open because you need to add headcount. Either way, the longer the position
is open, the less productive and more overworked that department becomes. As a result, the thought
often becomes "Let's hurry up and hire someone." However, you can't just hire anyone. The goal is
to hire the right person, the best person, and the most qualified person. In this course, we'll talk
about the costs of hiring the wrong person.

The Hiring Process (11:41)

Having a well-thought-out, documented, repeatable hiring process will help you to hire qualified
candidates. Not only does it take the guesswork out of the hiring decision, but it also keeps you
compliant with employment law. The process you use needs to make sense for the amount of hiring
you do and the type of company you work for. In this program, we're going to look at an in-depth
process broken down into three sections: what happens before posting a job, sourcing candidates,
and verifying your candidates.

Creating Job Postings (9:29)

A job posting is an advertisement for a job. Unlike a job description, which is used for compliance
and is typically maintained by HR, the job posting should include some information from the job
description but should also be written to appeal to the right candidates. In this course, we'll talk
about how to create a great job posting. We'll discuss where to post it, what information to include,
and go over some general tips to reach the best audience.

Using Social Media to Recruit (7:35)

One way to improve hiring is to incorporate social media into your recruitment strategy. Why's that?
According to Kepios, a digital consulting firm, there are 4.74 billion people on social media. That's
more than half the world's population. So, that's a lot of people you can reach for your recruiting
needs, if you know how to use social media effectively. Believe it or not, using this format can save
you time and money. It doesn't usually cost to create an account or to post jobs. The question is
where and how should you post? That's what we'll cover here.
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Managing Unconscious Bias During Recruiting (10:08)

When you interview, your goal is to find the best candidate using the fairest process, not only
because it's a legal requirement, but because it's the right thing to do. And while we try hard to
make sure we abide by Title VIl and the EEOC, we do have biases that can creep into the process.
In this program, we'll define unconscious bias, discuss some common biases that impact hiring
decisions, and walk through some steps you can take to eliminate these biases.

Reviewing Resumes (5:40)

One of the most important parts of the recruiting and hiring process is looking at applicant resumes.
But this is also one of the trickiest parts of the process. In this course, we'll talk about how to fairly
evaluate the resumes you get during recruitment. We'll discuss using applicant tracking systems, go
over what to look for in resumes, and touch on how to reduce bias.

Conducting an Interview (8:28)

You've reviewed several resumes, found candidates you wish to speak with, and now it's time for
interviews. In this course, we'll outline a process you can use to be consistent in each interview and
to get the information you need to make a good hiring decision. We'll discuss how to conduct a
phone interview as well as a face-to-face interview. We'll also go over several sample questions you
can ask candidates once you get to the interview stage.

Unacceptable Interview Questions (4:43)

There comes a time in practically every interview when you want to ask a specific question, but you
know you can't. But you really, REALLY want to. If you know you shouldn't be asking that type of
question, don't do it! You can land your company in a lot of trouble. Just like there are great
questions to ask in an interview, there are also questions you should NEVER ask. In this course, we'll
go through questions that may seem perfectly innocent but are on the borderline of discriminatory,
intrusive, and just plain inappropriate.

Verifying the Candidate (5:54)

Offering someone a job is one of the most gratifying parts of being a recruiter or hiring manager. You
may not realize it, but you are changing this person's life. On the flip side, one of the worst feelings
is when you have to call a candidate back and say, "Sorry, we're pulling our offer." In this course,
we'll talk about handling both of these situations, and discuss various ways to verify a candidate's
resume and background. We'll go over red flags that may come up when checking credentials and
what you should do when issues arise.

Successful Employee Onboarding

The Importance of Onboarding (3:37)

Losing employees comes at great costs and yields negative ripple effects. According to the Society
for Human Resources Management, or SHRM, the price of losing an employee, whether it's voluntary
or involuntary, is about six months of the base salary. And it takes approximately 42 days to fill an
open position. These are grim statistics, but they demonstrate the importance of keeping good
employees. This starts with having an excellent onboarding program. It's so integral that we're
focusing this entire series on how to onboard well. In this first program, we'll go over the importance
of onboarding and what a successful onboarding program consists of.
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Before They Start (5:25)

Onboarding can reduce turnover and increase employee retention. It can reduce job dissatisfaction
and increase employee engagement. It can reduce stress and increase productivity. All of this sounds
great, but onboarding is only successful if it's done correctly and consistently. In this program, we'll
look at some of the best practices, and specifically, what to do before the new hire starts.

Orientation Checklist (5:33)

When you're onboarding new employees, one of the most important steps is to have them go through
a new employee orientation right at the start. But what IS orientation, how does it differ from and
fit into the onboarding process, and what items should you make sure to include in your company's
orientation? In this program, we'll talk about all those things, as well as give you an actual checklist
you can use for your orientation.

Their First Week (6:59)

Have you ever heard someone talk about their first day and say that it was "information overload"?
That's the experience for many people. Of course, you're eager to get your new employee up and
running, but throwing loads of information at someone in a short time frame isn't the answer. In this
program, we'll look at the new hire checklist and see what you can do to make the first week
meaningful and successful. We'll go through a sample orientation agenda, and we'll discuss some
tips for the first week, including scheduling their days and the important paperwork that should be
completed.

Their First Three Months (5:16)

We know that 20% of turnover happens within an employee's first 45 days of employment. And we
know that a good onboarding process can increase employee retention by 3 years. So, the first three
months of an employee's tenure is critical to their longevity with your organization. In this course,
we'll discuss common reasons why employees jump ship quickly. We'll talk about some management
tips for the first three months and go over some additional things to consider as you bring a new
employee on board.

SUCCESSION PLANNING

The Importance of Succession Planning (4:41)

Succession planning is a process for identifying and developing new leaders who can replace the
leaders that retire or otherwise leave their position. When implemented correctly, succession
planning will ensure a smooth transition from one leader to the next, keeping the organization
moving forward, without people having to scramble to pick up the pieces when leadership changes.
In this course, we'll talk about why this matters, how it impacts companies, and what you can do to
start preparing to fill potentially vacant vital leadership positions.

Creating a HiPo Policy (5:16)

When developing your succession plan, you need to have a HiPo policy in place. This provides some
rules around who is considered a HiPo and how to find progression opportunities. This policy will be
unique to your organization, but there are some general things to keep in mind when you create it,
starting with business planning and strategic thinking. In this course, we'll discuss what this policy
should include, so you can find and develop the best high-potential employees.
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Identifying HiPos (5:35)

When identifying HiPos, you're ultimately trying to determine the likelihood that someone will
become a leader within your organization. The desired skills and traits will be unique to the
organization, levels of leadership, and roles you're forecasting to fill. In this course, we'll talk about
what to look for in your HiPos, by covering some common characteristics that many organizations
seek out. We'll discuss measurable criteria you can use to find the right candidates. We'll also go
over the difference between high-potential employees and high-performing employees, including
why it's important to make that distinction.

Retaining and Developing HiPos (5:20)

HiPos are some of the most sought-after employees in the job market. Their individual value is easy
to understand, even outside of their own organizations. That means there's competition, so you have
to work to keep your HiPos in your organization. You must find ways to keep them committed to
your business. That's what we'll cover in this program. We'll talk about personalizing a HiPo's
development, as well as how to keep them motivated and engaged.

STORYTELLING

Storytelling in Leadership (5:03)

Being a leader isn't easy, and being a respected and trusted leader is even more difficult. In order
to motivate your employees and gain their confidence, you have to put forward your authentic self.
One of the most effective ways to demonstrate authentic leadership at work is through storytelling.
This can be a powerful tool for connecting with others, building trust, and sharing important
messages in a way that resonates with people. In this course, we'll discuss how to use storytelling
to demonstrate authentic leadership at work. We'll go over how to develop these skills and identify
key messages.

TEAM BUILDING

What is Team Building? (3:10)

Almost all of us work or play or serve on teams in some capacity, so this topic is an important one.
A team is a group of people who are mutually dependent on one another to achieve a common goal.
A team recognizes and leverages the different talents and experiences each individual brings to the
table, and uses that to achieve their shared goal. We're going to spend some time talking about the
characteristics that make a great team, how to develop a successful team, and then how to lead
them.

Types of Teams (4:48)

We've come up with six different types of teams that are commonly found within an organization.
Some teams are permanent, some are temporary. Some require supervision, while others are self-
directed. Some teams work in the same office, and others are globally separated, requiring
technology to stay connected. In this program, we'll look at each type of team, what their goals are,
and how they operate.

Effective Team Members (5:26)

What traits make up a good team member? This is important to learn for two reasons: 1. To know
what to look for if you're adding people to your team. And 2. To learn whether YOU possess the
traits of a good teammate. In this program, we'll talk about the common features found in the best
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team players: from being constructive communicators to being solution-oriented, from reliability to
adaptability, and everything in between.

Team Development and the Tuckman Model (4:38)

When a group of people first form a team, their roles and interactions have not yet been determined.
Some individuals may simply observe while they decide where they fit, while others may jump right
in. There are models that describe how team development progresses. The most popular one is
called the Tuckman Model and is generally accepted as the basic standard of team development.
The four stages in the Tuckman Model are known as Forming, Storming, Norming, and Performing.
In this program, we'll take a look at each stage.

Characteristics of a Successful Team (4:15)

We've looked at the characteristics of good team players and the traits that people should possess
to contribute successfully as individuals. A team, as a whole, should also possess characteristics
that create a climate for success. In this course, we'll discuss those essential team traits, including
how conflict should be handled, how to agree on a shared purpose, acknowledging people's value
and responsibilities, our views on diversity, making decisions, communication, recognition, and much,
much more.

Teams in Crisis Situations (5:51)

Eighty percent of businesses impacted by a crisis event either never reopen or close within 18
months. When your team is faced with a critical or unexpected situation, it's imperative that you
employ a crisis plan. Does your team have one in place? If so, what does it look like and does it
cover all bases? If not, you need to create one immediately. From communicating with your team or
customers, to how to manage a team during a crisis, this course covers the essentials when handling
the unexpected.

GOODWILL ACADEMY ON-DEMAND LEARNING CATALOG | 2024 136



5
Goodwnll

academy

MARKETING &
COMMUNICATIONS

MARKETING
Digital Marketing

What is digital marketing? (4:45)

Unless you're completely "off the grid," you're interacting with digital marketing all day, every day.
from your smartphone, nudging you with text alerts, to your laptop and its email greetings, to the
tablet's app notifications, there is continual outreach from the business world to you, as the
consumer. you can sign up, save, engage, and "like," all with an easy "click" or "tap." so how are you
reaching out to your customer? what prompts, nudges, and invites should you have out there? and
where? "follow" us through this series, and we'll help you figure that out! we'll start with a general
scroll-through and then go through each component...click, click, click!

Types of Digital Marketing (6:38)

How do you optimize a search engine? What is pay-per-click? Why would you share content for
free? There are many new questions with digital marketing, and it can seem overwhelming at first.
Never fear, ej4 is here! In this program, we'll list and explain the main aspects of marketing digitally.
Then, in the following programs, we'll break those down individually, helping you choose the best
tools for your company.

Social Media (3:27)

Warning: Content is fire, and social media is gasoline, according to digital marketing guru, Jay Baer.
It's true that when used well, social media can cause your product to explode (in a good way!). But
how do you ignite and fuel your social media presence? We'll explain here, as we go through best
practices and approaches.

SEO (4:14)

Where do you rank? When someone searches those precious keywords, does your company show
up? Or are you three pages back, twiddling your digital thumbs? This is what search engine
optimization (SEO) addresses, and we're here to help you get up to speed. We'll go through the
key(word) aspects of SEO, so you'll know best how to hit that coveted first page!

Content Marketing (3:57)

Author Andrew Davis says, "Content builds relationships. Relationships are built on trust. Trust drives
revenue." When you provide valuable information, the prospect remembers and begins to trust you.
This dynamic make content marketing an invaluable tool. Here, we explore the key aspects of it,
how to get started, and how to get specific to your target market.

Email Marketing (4:09)

According to the Direct Marketing Association, for every $1 spent on email, the average return on
investment (ROI) is $40. Not too shabby! If you want to increase revenue, or even just reach out
personally to your customer, you'll want to check out this course. We go through the uses and
advantages of this very effective (and oftentimes, lucrative!) marketing tool.
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Pay Per Click (3:58)
What's the deal with pay-per-click marketing? When is it wise to PPC? In this course, we'll go through
the process, how it works, and when it would behoove you to join in.

Five Things Everyone Needs to Know (2:13)

There's no avoiding the digital movement. It's everywhere, with everyone, including your customer.
If you have a business, online or not, you'll want to get familiar (maybe even friendly) with these five
terms.

Driving Traffic to Your Website (4:35)

"If you build it, they will come." If your website was in the 1989 movie, Field of Dreams, you'd have
customers coming out of the cornfields to read your content and buy your product. Alas, that is not
the case. You need to build a good website, but you also need to direct the traffic to it. Here, we'll
go through best practices to get that virtual doorbell ringing.

Marketing Essentials

Understanding Marketing (4:59)

To consumers, marketing can seem like a mystery. We buy things and don't realize how much
marketing impacted our decision to buy this brand over that brand. For a business, marketing is an
essential function. For those of us outside of the marketing department, marketing can seem
complicated and confusing. Yet while it can be tricky, marketing can make your life a lot easier, and
your company more profitable. You just have to be familiar with it, which is what this series is in
place to help you with. In this course, we'll define marketing for the non-marketer.

We'll cover marketing orientations, and common marketing terms, and provide a general overview
of this complicated, yet critical part of running a successful business.

Types of Marketing (5:49)

Every business owner wants to grow and develop a strong client base. Marketing and promoting a
business is key to creating that growth. There are several different marketing methods that will help
to grow a business, and that's what we'll cover in this course. First, we'll discuss traditional
marketing like print advertisements, radio ads, and television spots. Then, we'll get into new
marketing methods that utilize the internet, as well as integrated marketing which centers around
strong, focused brand imaging. All of these types are important, so this program will help you
determine which method may work best for your company.

Brand and Product Overview (3:51)

If you have a superb product but a weak brand, you'll be lucky if anyone tries your product at all.
Those are two big words you'll hear a lot when it comes to marketing: "brand" and "product." You
might think they are the same, or that one is more important than the other. Neither of these are
true. There are several fundamental differences between a brand and a product and it's important
that you understand these differences. In this course, we'll go over the uniqueness of each, but also
discuss how they're in balance with one another.

What Everyone Needs to Know (3:24)

In most businesses, employees are expected to learn the ins and outs of the company. From the
company values to the rules to the processes to the employee's duties and expectations, there's a
lot to know. What should always be included in this list, is marketing. Any employee who comes into
contact with a customer or client is performing marketing, whether they know it or not. They are
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brand ambassadors, and every employee should know how to represent the organization accurately
and positively. Here are some key things EVERY employee must know about marketing.

Marketing to Millennials (4:09)
When marketing to millennials, you have to drill down deep into the generation and the
corresponding characteristics. In this course, we'll do just that, enabling you to create an effective
and targeted marketing campaign.

Marketing Strategy

What is a Marketing Strategy? (1:57)

Author Lee Bolman said, "A vision without a strategy remains an illusion." Having a strategy is
important, but what is a strategy? Here, we'll look at the components and benefits of this first step
to effective marketing.

Developing a Strategy (4:38)

We've all heard of the K.I.S.S. principle, which encourages us to "Keep It Super Simple." This applies
well to creating your marketing strategy. In this course, we'll take you through five simple steps to
get you started. Then, we'll explore the unique selling proposition, which is the base concept for all
good marketing. Finally, we'll go over the seven sentences you'll write to complete your strategy.
Sweet and simple.

Defining Your Target Audience (2:55)

There's a joke about a marketing client that says: "Our target market is males and females aged zero
and up." We can bet with good odds that this client is spending way too much on marketing. Defining
your market (with specific parameters) is crucial for your marketing budget and bottom line. This
course helps you hit the bullseye, by first focusing on your current base, then demographics, and on
to psychographics. By zeroing in on your customer, you'll avoid zeroing out your profits!

Measuring Your Marketing (3:55)

Management consultant Peter Drucker said, "What gets measured, gets managed." We agree. You
can't effectively manage your marketing without knowing where you're at by measuring. That's where
your marketing metrics come in. Through qualitative and quantitative data, you can tell who is
consuming your content, and how they are consuming it (with relish, or no?). Here, we'll explore this
data, where it comes from, and what it means for your "next move."

Public Relations

Intro to Public Relations (4:48)

In today's market, having a good public reputation is more important than ever before. If you have
one negative incident, it could affect the future of your company. According to the Public Relations
Society of America, or PRSA, Public Relations is defined as a strategic communications process that
builds mutually beneficial relationships between organizations and their publics. The goal of Public
Relations is to receive free editorial coverage. This can happen in two ways: press releases and
company mentions. How can you get your company featured in the New York Times? How do you
deal with bad press? We're going to talk through those scenarios throughout this series. In this first
course, we'll discuss the basics of public relations and the common terminology that you'll want to
become familiar with.
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Press Releases (7:07)

A press release is the quickest, easiest, and most cost-effective way to get free publicity. If the
press release is well written, it can result in multiple published articles about your company and
your products. In this program, we are going to talk about writing press releases, what it takes to
write a good one, and the steps you need to take. But also, just as important as writing a press
release, we're going to talk about how to send them. If your writing isn't getting in front of anybody,
what's the point in writing it?

Dealing with the Media (4:24)

As a Public Relations professional, you are going to have to deal with the media in a lot of ways.
You're going to see the good, the bad, and the ugly. In the last program, we talked about writing
press releases and sending those releases out to the media. But in this program, we are going to dig
a little deeper and talk about how to contact reporters, besides just sending them an email, how to
introduce yourself, and how to meet them in person.

How to Handle Bad Press (4:20)

You've heard the saying, "There's no such thing as bad press." That's only true to an extent. You will
have to deal with negative stories and bad press, but how you overcome these can make or break a
company. As a public relations professional, it's your job to handle disasters. No two situations are
the same, but in this course, we'll talk about some tips for handling a PR nightmare. We'll discuss
getting in front of the story, controlling the "spin," shortening the news cycle, and when it's best to
take no action.

Public Relations Trends: (3:23)

It's never too early to be planning and preparing your team for your PR strategy. Public Relations is
constantly changing. There are content marketing trends and innovative social media tools that
change how we approach media and public relations. In this course, we'll take you through a
breakdown of some Public Relations trends that you can expect to see. This includes going beyond
executives for personal branding and thought leadership, owning your digital landscape, bringing in
specialty firms for support, the "new" press release, and the importance of using video.

GOODWILL BRAND & MARKETING"

Goodwill MarCom Intro & Overview” (40:00)

Learn how to access GIl MarCom Resources, including Brandfolder and the Gll Editorial Calendar, to
build a stronger brand presence. In addition, learn how to connect with the Goodwill MarCom
Community.

NOTE-Lesson duration is most commonly indicated using the format (minutes:seconds); if the
lesson goes over an hour, it will be indicated using the format (hours:minutes:seconds)
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MISSION

BUSINESS ENGAGEMENT

Business Engagement Training Series

Business Engagement Training Series Overview

"Unlike other courses that offer training that tend to focus on delivering business services from the
job seeker perspective, Business U’s comprehensive webinars provide the foundational framework
and tools to implement business engagement strategies and tactics that can be applied immediately
to build and sustain long-term employer relationships to expand job seeker opportunities. "

Business Engagement Framework (75:00)

This course provides comprehensive insights into Business Engagement Frameworks, covering
effective strategies, business needs, and various engagement practices for fostering successful
partnerships.

Expanding Business Engagement Opportunities (75:00)
This course explores Expanding Business Engagement Opportunities, encompassing work-based
learning strategies and enhancing customer relevancy to drive business growth.

Workforce Development Strategies (75:00)

This course focuses on Workforce Development Strategies, emphasizing partnership leverage,
solution-driven resource development, and process alignment with service teams to extend outreach
opportunities.

Engagement Strategies One-to-One & One-to-Many (75:00)

This course delves into Engagement Strategies of One-to-One and One-to-Many, encompassing
hiring and training needs, multi-layered communication approaches, and the effective use of
testimonials to foster meaningful connections.

Prospecting for New Business Customers (75:00)
This course offers insights into Prospecting for New Business Customers, emphasizing relationship
building and leveraging online professional profiles to effectively engage with potential clients.

Overcoming Objections & Recovery Work (75:00)
This course provides practical strategies for Overcoming Objections and Recovery Work, focusing on
addressing business customer objections to achieve successful outcomes.

Monetizing Value-Based Business Services (75:00)

This course explores Monetizing Value-Based Business Services, examining the advantages of
publicly-funded business services, analyzing Return on Investments (ROI), and implementing
effective engagement strategies for enhanced profitability.
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CAREER COACH AND NAVIGATOR TRAINING

Goodwill Career Coach and Navigator Professional Certificate*

Goodwill Career Coach and Navigator Overview*

Coursera and Goodwill have created the Goodwill Career Navigator Professional Certificate so
learners can enhance the skills needed to build relationships with job seekers, assess needs, provide
industry information and advice, and analyze data and local market conditions. This knowledge will
help them inform career pathing and guide career planning and wraparound support for individuals.
The training provides a holistic and comprehensive skillset that will have an infinite ripple effect for
all it touches.

Goodwill Career Coach and Navigator Professional Certificate Self-Enrollment*
Use this link to self-enroll into the professional certificate.

Goodwill Career Coach and Navigator Professional Certificate (60:00)*

Through the Goodwill Career Coach and Navigator Professional Certificate training program on
Coursera, you will build skills and learn best practices to help others navigate their careers. No
degree or prior experience is required. Those who participate will learn to:

e Equip people to plan career moves and be successful in the workforce.

e Help people develop cover letters, réesumés, portfolios interview skills, and plans for long-
term career management.

e Engage community partners and employers to connect job seekers and career advancers with
opportunities and resources.

Skilling America Certified Navigator

Skilling America Overview
This course contains resources needed to understand and access in the Career Coach training
program.

Skilling America License Request
Use this link to request a Skilling America license.

Skilling America Certified Navigator Program (15:00)

Skilling America — an industry validated certification program — offers training on four critical
domains of talent development: career coaching, partnership development, labor market and job
analysis, and leadership, equipping navigators to move clients and communities toward financial
independence.

CARF*
Introduction to CARF*

Introduction to CARF: The Commission on Accreditation of Rehabilitation Facilities* (15:00)
This course offers a comprehensive introduction to the Commission on Accreditation of
Rehabilitation Facilities (CARF), an internationally recognized nonprofit accreditor of health and
human services. Participants will learn about CARF’s mission, the significance of accreditation, and
the detailed process involved in achieving it. The course also highlights the support and resources
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that Goodwill Industries International (GllI) provides to assist Goodwills in navigating the CARF
accreditation process.

CASE NOTES*

Completing Case Notes*

Project and Case Management Skills* (6:00)
This lesson is an excerpt from the Goodwill Career Coach and Navigator Professional Certificate. In
this lesson, you will learn about how to manage client caseloads effectively and efficiently.

Taking Comprehensive Case Notes* (12:00)

This lesson is an excerpt from the Goodwill Career Coach and Navigator Professional Certificate. In
this lesson, you will learn tips to create detailed and frequent case notes by using the five Ws and
one H strategy as well as identify best practices to document case notes efficiently.

CASEWORTHY
CaseWorthy Onboarding*

Introduction To CaseWorthy* (5:00)

This lesson will provide an introduction to CaseWorthy, a case management tool to track mission
participants through enrollment, service delivery, placement, and retention. It previews some of the
web-based platform’s system features and capabilities.

Logging In To CaseWorthy* (2:00)
This lesson will review logging in to CaseWorthy.

Interface and Layout* (5:00)
This lesson will review CaseWorthy's interface and layout.

Finding and Adding Clients* (6:00)
This lesson will review how to find and add new clients to CaseWorthy.

Program Enrollment* (5:00)
This lesson will review how to enroll clients in programs in CaseWorthy.

Documents and Checklists* (5:00)
This lesson will review how to enroll clients in programs in CaseWorthy.

Reports* (4:00)
This lesson will review reports available in CaseWorthy.

Users’ Roles* (2:00)
This lesson will review the various roles users can have in CaseWorthy.

Caseworthy Training Videos

Logging In & Database Overview (12:50)
This training video provides you with an overview of accessing and using the Caseworthy system.

GOODWILL ACADEMY ON-DEMAND LEARNING CATALOG | 2024 143



5
Goodwnll

academy

Finding Clients (06:29)
Learn how to how to find clients in the Caseworthy system.

Adding Clients (10:40)
Learn how to add clients in the Caseworthy system

Program Enrollment (20:30)
Learn how to enroll others into programs in the Caseworthy system.

Assessments Dashboard (11:23)
This training video provides you with an overview of the Caseworthy assessments dashboard.

Individual Career and Financial Plan (11:26)
Learn step by step instructions for creating a service plan for clients in Caseworthy.

Job Placement and Retention (13:39)
Learn step by step instructions for recording job placements and retention in Caseworthy.

Case Management - Core Functionality (30:00)
Learn about the core functionality of Caseworthy.

Case Management - Additional Functionality (17:17)
Learn about the additional functionality available within Caseworthy.

Family Dashboard (6:12)
Learn how to add information about the primary client and associated family members in
Caseworthy.

Client Incidents (12:50)
Details important concepts about adding and managing incidents within Caseworthy.

My CaseWorthy Tab (23:02)
Learn about menu items and queries that exists on the My Caseworthy dashboard.

Caseworthy Webinars

Caseworthy Data Upload Training (36:19)
In this webinar you will learn how to upload data into Caseworthy using templates.

CaseWorthy Introduction and LifeLaunch Workflow (1:23:16)
In this webinar you will learn about the Caseworthy portal and how to navigate the LifeLaunch
workflow.

CaseWorthy Introduction and OA Workflow (1:30:56)
In this webinar you will learn about the Caseworthy portal and how to navigate the Opportunity
Accelerator workflow.

CaseWorthy Introduction and LLI Workflow (32:17)
In this webinar you will learn about the Caseworthy portal and how to navigate the provider grant
portal.
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Gll Subgrantee - Live Portal Training 1* (2:04:10)
This training webinar provides an overview of the Goodwill subgrantee portal in Caseworthy

Gll Subgrantee - Live Portal Training 2* (1:53:36)
This training webinar provides an overview of the Goodwill subgrantee portal in Caseworthy.

Caseworthy Instructions & Templates

CaseWorthy Data Upload Instructions
CaseWorthy Data Upload Template

Caseworthy University Learning Guides

Form apBuilder Resource Guide
This guide from CaseWorthy University contains information about CaseWorthy’s apBuilder including
key terms, form types, how to access, an interface overview, as well as how to manage your forms.

Form Element Properties Reference Guide
This guide contains a table that lays out the properties and properties of CaseWorthy’s form
elements.

Data Types Reference Guide
This one-pager breaks down key data types in CaseWorthy.

Form Properties Reference Guide
This one-pager breaks down the types of form properties used in CaseWorthy.

Reporting and Analytics Resource Guide

This guide from CaseWorthy University contains information about CaseWorthy’s reporting and
analytic capabilities including the reports tab, CaseBot, SSRS Reports, Power Bl reports, and Query
apBuilder.

Data Types Reference Guide
This one-pager breaks down key data types in CaseWorthy.

Query apBuilder 2023 Quick eference Guide
This QRG is your resource to the Query apBuilder, a tool within CaseWorthy that allows you to create
your own queries on dashboards.

CONDUCTING A COMMUNITY NEEDS ASSESSMENT*

Conducting a Community Needs Assessment* (40:00)
This course is designed to guide you along your Community Needs Assessment journey. Each section
offers you multiple resources to walk you step-by-step through the process.
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DIGITAL SKILLS PROGRAMMING*

Starting, Managing, and Maintaining a Digital Skills Program*

Starting, Managing, and Maintaining a Digital Skills Program* (40:00)

This course is designed to accelerate Goodwill organization's adoption of digital skills initiatives,
increase the speed of program implementation, and positively impact efficacy. The course provides
the initial framework and critical focus areas that are key to digital skills programs.

Digital Skills Program Overview*

Digital Skills Program Overview* (00:34)
This video series provides information about digital skills resources available to the Goodwill
network.

Goodwill Digital Skills - Grow with GDCA* (03:39)
This video series provides information about digital skills resources available to the Goodwill
network.

Goodwill Digital Skills - Meta Social Media Marketing* (01:48)
This video series provides information about digital skills resources available to the Goodwill
network.

Goodwill Digital Skills - Microsoft and LinkedIn* (02:32)
This video series provides information about digital skills resources available to the Goodwill
network.

Goodwill Digital Skills - Additional Resources* (01:05)
This video series provides information about digital skills resources available to the Goodwill
network.

GRANT WRITING*

Getting Your Organization Ready*

Getting Your Organization Ready* (06:00)

Is your organization ready to seek funding through grants? This course will provide an overview of
key components to determine your organization’s readiness. Identify key departments and questions
to assess organizational capacity for grant management, establish and maintain a frequently used
documents folder, and learn how to connect with other philanthropy professionals. Lastly, identify
resources on Goodwill® Exchange to support your organization’s readiness.

Finding Funders and Types of Funding*

Finding Funders and Types of Funding* (09:00)

Identifying the right funders allows your Goodwill® organization to successfully raise the necessary
funds to support your mission and make meaningful impact. This course outlines where to look for
funders, information a funder may request as well as projects your Goodwill® organization could
seek funding for. In addition, the course identifies existing resources on Goodwill® Exchange to aid
your organization’s funding endeavors.
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Writing Your Grant*

Writing Your Grant* (09:00)

Before you begin writing your grants, it is essential to familiarize yourself with the grant components
and terminology used by a funder. This course provides an overview of items you may be asked to
share with potential funders prior to a formal application as well as common grant components.
Identify resources on Goodwill® Exchange that will aid your organization when writing your grant.

GOODWILL WORKS INSTRUCTIONAL TOOLS*

Virtual Training Instructor Guide*

Program staff that plan to utilize the Goodwill Works modules online via Zoom, Teams, Google
Classroom or other platforms can use the planning techniques outlined in this guide. The guide
provides insight into how to keep learners engaged online and how to prepare materials for
presentation mode.

Accessing Community Resources*

Accessing Community Resources Participants Guide* (1:00)
In this module, participants will understand the recommended path to access support services from
community organizations and a receive a step-by-step guide to help participants track progress.

Accessing Community Resources Instructor Guide* (1:00)
In this module, participants will understand the recommended path to access support services from
community organizations and a receive a step-by-step guide to help participants track progress.

Accessing Community Resources PowerPoint* (1:00)
In this module, participants will understand the recommended path to access support services from
community organizations and a receive a step-by-step guide to help participants track progress.

Attitude*

Attitude Participants Guide* (1:00)
In this module, participants will define a positive workplace attitude, learn strategies for responding
to & receiving negative feedback from others, and explore example of attitudes that lead to success.

Attitude Instructor Guide* (1:00)
In this module, participants will define a positive workplace attitude, learn strategies for responding
to & receiving negative feedback from others, and explore example of attitudes that lead to success.

Attitude PowerPoint* (1:00)
In this module, participants will define a positive workplace attitude, learn strategies for responding
to & receiving negative feedback from others, and explore example of attitudes that lead to success.

Career Development*

Career Development Participants Guide* (1:00)
In this module, participants will define career development and career advancement. Group activities
for goal setting and individual strategies for advancement are included.
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Career Development Instructor Guide* (1:00)
In this module, participants will define career development and career advancement. Group activities
for goal setting and individual strategies for advancement are included.

Career Development PowerPoint* (1:00)
In this module, participants will define career development and career advancement. Group activities
for goal setting and individual strategies for advancement are included.

Conflict Resolution*

Conflict Resolution Participants Guide* (1:00)
In this module, participants will define conflict, understand reasons conflict happens at work, and
build skills to influence the impact of conflict on performance.

Conflict Resolution Instructor Guide* (1:00)
In this module, participants will define conflict, understand reasons conflict happens at work, and
build skills to influence the impact of conflict on performance.

Conflict Resolution PowerPoint* (1:00)
In this module, participants will define conflict, understand reasons conflict happens at work, and
build skills to influence the impact of conflict on performance.

Customer Service Relationships*

Customer Service Relationships Participants Guide* (1:00)

In this module, participants will understand qualities of excellent customer service including friendly
greetings and goodbyes. Participants will also explore ways to provide extra consideration to help
special populations of patrons and how to respond to customer complaints.

Customer Service Relationships Instructor Guide* (1:00)

In this module, participants will understand qualities of excellent customer service including friendly
greetings and goodbyes. Participants will also explore ways to provide extra consideration to help
special populations of patrons and how to respond to customer complaints.

Customer Service Relationships PowerPoint* (1:00)

In this module, participants will understand qualities of excellent customer service including friendly
greetings and goodbyes. Participants will also explore ways to provide extra consideration to help
special populations of patrons and how to respond to customer complaints.

Decision Making*

Decision Making Participants Guide* (1:00)
In this module, participants will understand different types of decisions, review the decision-making
process, and practice decision making at the workplace through various role plays.

Decision Making Instructor Guide* (1:00)
In this module, participants will understand different types of decisions, review the decision-making
process, and practice decision making at the workplace through various role plays.
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Decision Making PowerPoint* (1:00)
In this module, participants will understand different types of decisions, review the decision-making
process, and practice decision making at the workplace through various role plays.

Dependability*

Dependability Participants Guide* (1:00)
In this module, participants will define dependability and use activities to explore ways to become

more dependable with co-workers, colleagues, supervisors and others in personal and professional
life.

Dependability Instructors Guide* (1:00)
In this module, participants will define dependability and use activities to explore ways to become

more dependable with co-workers, colleagues, supervisors and others in personal and professional
life.

Dependability PowerPoint* (1:00)

In this module, participants will define dependability and use activities to explore ways to become
more dependable with co-workers, colleagues, supervisors and others in personal and professional
life.

Ethics*

Ethics Participants Guide* (1:00)

In this module, participants will define ethics and understanding the role ethics play in everyday
decision making. Scenarios are included where participants can explore various ethical conflicts and
make decisions in the workplace.

Ethics Instructor Guide* (1:00)
In this module, participants will define ethics and understanding the role ethics play in everyday
decision making. Scenarios are included where participants can explore various ethical conflicts and
make decisions in the workplace.

Ethics PowerPoint* (1:00)

In this module, participants will define ethics and understanding the role ethics play in everyday
decision making. Scenarios are included where participants can explore various ethical conflicts and
make decisions in the workplace.

Job Retention*

Job Retention Participants Guide* (1:00)
In this module, participants will define job retention and explore strategies to retain employment
and prepare for career advancement.

Job Retention Instructor Guide* (1:00)
In this module, participants will define job retention and explore strategies to retain employment
and prepare for career advancement.

Job Retention PowerPoint* (1:00)
In this module, participants will define job retention and explore strategies to retain employment
and prepare for career advancement.
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Job Search*

Job Search Participants Guide* (1:00)

In this module, participants will understand the job search process, access up-to-date online
resources for assisting with the job search process, and prepare for interviews and discussions with
potential employers.

Job Search Instructor Guide* (1:00)

In this module, participants will understand the job search process, access up-to-date online
resources for assisting with the job search process, and prepare for interviews and discussions with
potential employers.

Job Search PowerPoint* (1:00)

In this module, participants will understand the job search process, access up-to-date online
resources for assisting with the job search process, and prepare for interviews and discussions with
potential employers.

Motivation*

Motivation Participants Guide* (1:00)
In this module, participants will define motivation and understand how motivation drives success in
the workplace, community or personal life. Goal setting is emphasized.

Motivation Instructor Guide* (1:00)
In this module, participants will define motivation and understand how motivation drives success in
the workplace, community or personal life. Goal setting is emphasized.

Motivation PowerPoint* (1:00)
In this module, participants will define motivation and understand how motivation drives success in
the workplace, community or personal life. Goal setting is emphasized.

Organizational Skills*

Organizational Skills Participants Guide* (1:00)
In this module, participants will learn the benefts of personal and professional organization. They
will learn common frameworks for organization, as well as resources to use.

Organizational Skills Instructor Guide* (1:00)
In this module, participants will learn the benefts of personal and professional organization. They
will learn common frameworks for organization, as well as resources to use.

Organizational Skills PowerPoint* (1:00)
In this module, participants will learn the benefts of personal and professional organization. They
will learn common frameworks for organization, as well as resources to use.

Self Advocacy*

Self Advocacy Participants Guide* (1:00)
In this module, participants will understand how to build their knowledge of their rights and learn
how to advocate for themselves in the workplace.
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Self Advocacy Instructor Guide* (1:00)
In this module, participants will understand how to build their knowledge of their rights and learn
how to advocate for themselves in the workplace.

Self Advocacy PowerPoint* (1:00)
In this module, participants will understand how to build their knowledge of their rights and learn
how to advocate for themselves in the workplace.

Self Presentation®

Self Presentation Participants Guide* (1:00)

In this module, participants will understand recommendations for body language, attire, and other
social interactions that influence interviews and daily work environments. Scenarios and an
"essentials shopping list" assist trainees in developing the skills they need to succeed.

Self Presentation Instructor Guide* (1:00)

In this module, participants will understand recommendations for body language, attire, and other
social interactions that influence interviews and daily work environments. Scenarios and an
"essentials shopping list" assist trainees in developing the skills they need to succeed.

Self Presentation PowerPoint* (1:00)

In this module, participants will understand recommendations for body language, attire, and other
social interactions that influence interviews and daily work environments. Scenarios and an
"essentials shopping list" assist trainees in developing the skills they need to succeed.

Stress and Anger Management*

Stress and Anger Management Participants Guide* (1:00)

In this module, participants will understand how stress and anger present in our everyday lives and
multiple methods for managing stress and anger through a variety of helpful strategies. Methods
can be used in professional and personal settings.

Stress and Anger Management Instructor Guide* (1:00)

In this module, participants will understand how stress and anger present in our everyday lives and
multiple methods for managing stress and anger through a variety of helpful strategies. Methods
can be used in professional and personal settings.

Stress and Anger Management PowerPoint* (1:00)

In this module, participants will understand how stress and anger present in our everyday lives and
multiple methods for managing stress and anger through a variety of helpful strategies. Methods
can be used in professional and personal settings.

Team Building*

Team Building Participants Guide* (1:00)
In this module, participants will experience various team building activities and learn key vocabulary.
Participants will understand how to be a team player and positively contribute to workplace culture.

Team Building Instructor Guide* (1:00)
In this module, participants will experience various team building activities and learn key vocabulary.
Participants will understand how to be a team player and positively contribute to workplace culture.
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Team Building PowerPoint* (1:00)
In this module, participants will experience various team building activities and learn key vocabulary.
Participants will understand how to be a team player and positively contribute to workplace culture.

TIME MANAGEMENT*

Time Management Participants Guide* (1:00)

In this module, participants will learn strategies for managing personal and professional
responsibilities through daily task lists, goal setting, and an introduction to apps and online tools for
calendars/projects. Participants will work through various workplace scenarios and practice tools
for time management in their personal lives as well

Time Management Instructor Guide* (1:00)

In this module, participants will learn strategies for managing personal and professional
responsibilities through daily task lists, goal setting, and an introduction to apps and online tools for
calendars/projects. Participants will work through various workplace scenarios and practice tools
for time management in their personal lives as well

Time Management PowerPoint* (1:00)

In this module, participants will learn strategies for managing personal and professional
responsibilities through daily task lists, goal setting, and an introduction to apps and online tools for
calendars/projects. Participants will work through various workplace scenarios and practice tools
for time management in their personal lives as well

HOW DONATIONS MAKE A DIFFERENCE¥*

How Donations Make a Difference* (3:30)

In this short video, you will learn about how donations help fund Goodwill’s important mission
services. You will be prepared to share how retail store donations provide individuals with support
to empower themselves and thrive through training, development and employment.

MISSION MATTERS

Strategic Supports for Mission Success

Strategic Supports for Mission Success* (8:00)

This course will introduce you to GlI’s mission consultation services and how their strategic
support can impact your mission success. You will learn about how a consultation can benefit your
Goodwill and the timeline and processes involved. Last, it will show you how to formally request a
consultation.

RECRUITMENT AND HIRING*
Indeed Digital Resource Guide*

Indeed Digital Resource Guide* (30:00)

The Indeed + Goodwill Digital Resource Guide is an interactive course intended to walk Goodwill
career navigators through the Indeed + Goodwill partnership including the landing page, job search,
Indeed assessments, hiring events, and other Indeed tools.
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Successfully Recruiting and Engaging Program Participants*

Successfully Recruiting and Engaging Program Participants* (30:00)

This course provides a framework for recruiting program participants and covers important topics
to consider for successful recruitment when launching a new program or increasing engagement in
an existing program.

NOTE-Lesson duration is most commonly indicated using the format (minutes:seconds); if the lesson
goes over an hour, it will be indicated using the format (hours:minutes:seconds)

OPPORTUNITY ACCELERATOR¥*

Introduction to the Opportunity Accelerator Course*

Introduction to Opportunity Accelerator* (20:00)

Introduction to the Opportunity Accelerator® provides a foundation to the Opportunity Accelerator®
framework. This course outlines the overall program, goals, connection to the mission, and resources
available to successfully implement the framework at your local Goodwill®. This course will take
approximately 20 minutes to complete.

Navigating the Opportunity Map Course*

Navigating the Opportunity Map* (30:00)

In this course, learners will practice using the Opportunity Map to adopt tools, resources and market
data to create career plans and to establish and sustain productive career coaching relationships
with clients.

RETAIL
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AFTER-RETAIL*

Overview of After-Retail Course*

Overview of After-Retail* (15:0)

The Overview of After-Retail course provides a foundation in the after-retail channels for your local
Goodwill®. Topics include a cursory glance at Recycling, Salvage, Downcycling and Trash, as well as
resources available to support your after-retail efforts. This course will take approximately 15
minutes to complete.

CUSTOMER SERVICE*

Customer Service for Donation Attendants GRATIS* (0:03)

In this short course, Donor Attendants will learn about the customer service principle of GRATIS
for interacting with Donors. There is a short 4 question knowledge check.

Retail Conflict Management

Why Conflict Management (2:48)

If you work in an industry with continual customer interaction and exchange of money, you're bound
to run into an unhappy person or experience a disagreement with someone at some point. Nobody
wants to deal with conflict at work, but it's an unfortunate fact of doing business. In this series,
we'll look at a few important keys to retail conflict management, including preparing yourself with
common scenarios, recognizing the phases of escalation, de-escalating, and maintaining control in
these tense situations. The goal is to prepare you for the worst-case scenarios ahead of time, so
they don't catch you off guard.

Preparation and Scenarios (5:02)

When you're dealing with stressful situations at work, one of the best things you can do is to prepare
yourself for those scenarios ahead of time. It boils down to knowing your company policies, being
aware of difficult scenarios that might arise, and knowing how to handle them before they happen.
Then, you'll be better positioned to respond in the appropriate manner. In this course, we'll talk
about ways to prepare for difficult situations at work by going over common retail scenarios you
might run into and how they should be handled.

Phases of Escalation (6:01)

Conflicts can escalate quickly. Your job is to step in and de-escalate the situation before things get
out of hand. There are four phases of conflict, with each phase presenting different signs, and that's
what we'll cover here. We'll talk about what signs to look for and how to handle each phase, so
you're prepared for anything when conflicts arise. Luckily, with the right training, you'll be able to
catch specific signs in the early phases and diffuse these situations quickly.

De-Escalation (5:37)

The ideal outcome for conflict management is to prevent it from ever happening. But no matter
what you do, some conflicts are going to flare up, especially when nerves are high, and people are
worn out. You do, however, have the ability to prevent some issues from arising. And you do have
the ability to minimize the conflicts that are seemingly inevitable. That's what we'll discuss in this
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course on de-escalation. We'll talk about what angry customers need, and how to meet those needs
through listening, understanding, and empathy.

Maintaining Control (6:20)

When you're in a difficult situation, it can be easy to let things get out of hand. Maybe you feel too
convinced that "the customer is always right." Or perhaps you just don't know what to do with your
own emotions. Whatever your personal struggle may be, you're not alone. Maintaining control over
tense and argumentative situations isn't easy. So, in this course, we'll go over some tips to help
simplify things. We'll talk about the importance of being prepared and how to best equip yourself
for conflict. Then, we'll cover how to stay in control and react properly when you're confronted by
an angry customer.

DGR LEADERS*

Effective Practices for Working with Community Partners* (0:10)

Learn from Donated Goods Retail experts on effective practices for working with community
partners. From tips on how to leverage Goodwill’s brand name to ideas for providing excellent
customer service, you’ll be able to maximize the value of corporate donations.

DGR OPTIMIZATION EXECUTIVE SUMMARIES*

Data Analytics*

Designed for CEOs and Senior Leaders, the DGR Optimization Executive Summaries contain the tools
and practices that support consistent quality performance in donated goods. Eleven executive
summaries provide an overview of critical topics for successful retail operations.

Donation Acquisition*

Designed for CEOs and Senior Leaders, the DGR Optimization Executive Summaries contain the tools
and practices that support consistent quality performance in donated goods. Eleven executive
summaries provide an overview of critical topics for successful retail operations.

Donor Engagement*

Designed for CEOs and Senior Leaders, the DGR Optimization Executive Summaries contain the tools
and practices that support consistent quality performance in donated goods. Eleven executive
summaries provide an overview of critical topics for successful retail operations.

Production Approaches*

Designed for CEOs and Senior Leaders, the DGR Optimization Executive Summaries contain the tools
and practices that support consistent quality performance in donated goods. Eleven executive
summaries provide an overview of critical topics for successful retail operations.

Pricing Strategies*

Designed for CEOs and Senior Leaders, the DGR Optimization Executive Summaries contain the tools
and practices that support consistent quality performance in donated goods. Eleven executive
summaries provide an overview of critical topics for successful retail operations.

Store Design*

Designed for CEOs and Senior Leaders, the DGR Optimization Executive Summaries contain the tools
and practices that support consistent quality performance in donated goods. Eleven executive
summaries provide an overview of critical topics for successful retail operations.
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Customer Experience*

Designed for CEOs and Senior Leaders, the DGR Optimization Executive Summaries contain the tools
and practices that support consistent quality performance in donated goods. Eleven executive
summaries provide an overview of critical topics for successful retail operations.

After-Retail*

Designed for CEOs and Senior Leaders, the DGR Optimization Executive Summaries contain the tools
and practices that support consistent quality performance in donated goods. Eleven executive
summaries provide an overview of critical topics for successful retail operations.

Warehouse*

Designed for CEOs and Senior Leaders, the DGR Optimization Executive Summaries contain the tools
and practices that support consistent quality performance in donated goods. Eleven executive
summaries provide an overview of critical topics for successful retail operations.

Transportation*

Designed for CEOs and Senior Leaders, the DGR Optimization Executive Summaries contain the tools
and practices that support consistent quality performance in donated goods. Eleven executive
summaries provide an overview of critical topics for successful retail operations.

Real Estate Growth*

Designed for CEOs and Senior Leaders, the DGR Optimization Executive Summaries contain the tools
and practices that support consistent quality performance in donated goods. Eleven executive
summaries provide an overview of critical topics for successful retail operations.

DGR PRODUCTION APPROACHES OVERVIEW*

Production Approaches*

There are three primary approaches for donation processing. The approach you choose will depend
on the growth stage, maturity and capacity of your Goodwill DGR program. These include: Least-
Cost Model, Multi-Sort Processing, and Advanced Multi-Sort Processing. Additional content is being
developed to support Goodwill organizations with each of these approaches.

DGR TOOLS & EQUIPMENT*

DGR Tools & Equipment* (30:00)
In this course, you will learn about common tools used to process donations in the Donated Goods
Retail division of Goodwill

HOW DONATIONS MAKE A DIFFERENCE¥*

How Donations Make a Difference* (3:30)

In this short video, you will learn about how donations help fund Goodwill’s important mission
services. You will be prepared to share how retail store donations provide individuals with support
to empower themselves and thrive through training, development and employment.
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1-TOUCH TRAINING*

1-Touch For Team Members*

1-Touch Overview* (04:09)
This brief video outlines the "what" and "why" of the 1-Touch processing model and provides a high
level look into each component of this processing model.

Introduction to 1-Touch for Store Team Members* (30:00)

This eLearning course provides a detailed look into the 1-Touch process for new and existing team
members, and will cover the following topics: An Introduction to the 1-Touch Model for Donations
Processing, How to Collect Donations, How to Process Donations, How to Flow Items to the Sales
Floor, How to Rotate Merchandise.

1-Touch for Team Members - Next Steps*
Recommended next steps upon completing the 1-Touch learning content.

1-Touch For Store Leadership*

1-Touch Overview* (04:09)
This brief video outlines the "what" and "why" of the 1-Touch processing model and provides a high
level look into each component of this processing model.

Introduction to 1-Touch for Store Leadership*

This eLearning course covers the responsibilities of store leadership and store team members, how
to manage the processing of donated goods in the 1-Touch model, and how to maintain the 1-Touch
model.

Introduction to 1-Touch for Store Team Members* (30:00)

This eLearning course provides a detailed look into the 1-Touch process for new and existing team
members, and will cover the following topics: An Introduction to the 1-Touch Model for Donations
Processing, How to Collect Donations, How to Process Donations, How to Flow Items to the Sales
Floor, How to Rotate Merchandise.

1-Touch for Team Leadership - Next Steps*
Recommended next steps upon completing the 1-Touch learning content

1-TOUCH TOOLS AND RESOURCES*
Microlearning Videos*

1-Touch Overview* (04:09)
The 1-Touch microlearning videos offer bite-sized lessons that will help reinforce key topics.

1-Touch: Donation Intake Process* (02:17)
The 1-Touch microlearning videos offer bite-sized lessons that will help reinforce key topics.

1-Touch: Initial Donation Sort* (01:36)
The 1-Touch microlearning videos offer bite-sized lessons that will help reinforce key topics.
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1-Touch: Routing Donations: Donor Door to Processing* (01:24)
The 1-Touch microlearning videos offer bite-sized lessons that will help reinforce key topics.

1-Touch: Routing Donations: Processing to Staging Area* (01:43)
The 1-Touch microlearning videos offer bite-sized lessons that will help reinforce key topics.

1-Touch: Hardlines Processing: Completing Quality Sort* (01:40)
The 1-Touch microlearning videos offer bite-sized lessons that will help reinforce key topics.

1-Touch: Hardlines Processing: Processing Saleable Hardlines* (02:25)
The 1-Touch microlearning videos offer bite-sized lessons that will help reinforce key topics.

1-Touch: Processing Softlines: Completing Quality Sort* (01:51)
The 1-Touch microlearning videos offer bite-sized lessons that will help reinforce key topics.

1-Touch: Processing Softlines: Processing Saleable Softlines* (02:12)
The 1-Touch microlearning videos offer bite-sized lessons that will help reinforce key topics.

1-Touch: Merchandise Flow to Floor* (02:04)
The 1-Touch microlearning videos offer bite-sized lessons that will help reinforce key topics.

1-Touch: Material Handler: Stocking Workstations with Donations and Supplies* (01:45)
The 1-Touch microlearning videos offer bite-sized lessons that will help reinforce key topics.

1-Touch: Material Handler: Prepping and Moving Salvage Containers* (01:58)
The 1-Touch microlearning videos offer bite-sized lessons that will help reinforce key topics.

Operations Manual*

The playbook, or store operations manual, is a critical support resource, intended to act as a “one
stop shop" for daily 1-Touch store operations.

Implementation Materials*

Implementation Guide*
The supporting assets in this section are designed to prepare retail leaders and store management
for execution of the 1-Touch conversion and ensure store teams embed new ways of working.

Implementation Checklists*
The supporting assets in this section are designed to prepare retail leaders and store management
for execution of the 1-Touch conversion and ensure store teams embed new ways of working.

Store Manager Toolkit*
The supporting assets in this section are designed to prepare retail leaders and store management
for execution of the 1-Touch conversion and ensure store teams embed new ways of working.

Job Aids*

Donor Count Sheet*
This section includes helpful job aids like tracking sheets and production schedules.

Donor Count Sheet (High Volume)*
This section includes helpful job aids like tracking sheets and production schedules.
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Production Output Sheet*
This section includes helpful job aids like tracking sheets and production schedules.

Production Cycle Poster*
This section includes helpful job aids like tracking sheets and production schedules.

Rotation Pull Job Aid*
This section includes helpful job aids like tracking sheets and production schedules.

Rotation Pull Schedule*
This section includes helpful job aids like tracking sheets and production schedules.

Quick Reference Guides and On-Site Posters*

1-Touch Infographic (Digital)*
This section includes various guides and visual aids that can be posted throughout the backroom.

1-Touch Infographic Poster (40x20 in.)*
This section includes various guides and visual aids that can be posted throughout the backroom.

1-Touch Common Terminology*
This section includes various guides and visual aids that can be posted throughout the backroom.

Donation Intake Guide*
This section includes various guides and visual aids that can be posted throughout the backroom.

Furniture Processing Guide*
This section includes various guides and visual aids that can be posted throughout the backroom.

Hardlines Processing Guide*
This section includes various guides and visual aids that can be posted throughout the backroom.

Material Handling Guide*
This section includes various guides and visual aids that can be posted throughout the backroom.

Merchandise Flow to Floor Guide*
This section includes various guides and visual aids that can be posted throughout the backroom.

Softlines Processing Guide*
This section includes various guides and visual aids that can be posted throughout the backroom.

GOODSITES*

Goodsites Overview* (5:00)

In this course, you will be introduced to GoodSites, a Territory Optimization tool. GoodSites is a
vendor-hosted, web-based platform that provides insights into your territory through mapping,
market planning and analytics. This course also includes insights from a member CEO and
information on how to access the tool.
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Goodsites: Toolbar and Base Map* (12:00)

In this course, you will be introduced to the capabilities of the GoodSites Toolbar and Base Maps.
This course features valuable insights for strategic planning for your organization to help you make
informed, data-driven decisions.

Goodsites: Hot Spots* (12:00)
In this course, you will learn about GoodSites Hot Spots. Hot Spots allow you to analyze the donor
and shopper viability of an area based on advanced analytics.

Goodsites: Massive Mobile Data* (10:00)

In this course, you will learn about the GoodSites Massive Mobile Data function. Learn how to
harness the power of massive mobile data to see regional information about where Goodwill visitors
typically spend their time. Additionally, you will learn how to run a variety of reports to best utilize
this data to support your organization.

Goodsites: Market Tab* (8:00)

In this course, you will learn about the many features of the Market Tab in GoodSites. The Market
tab includes map layers associated with market review, massive mobile data, demographics, and
standard geographies of each Goodwill territory.

Goodsites: Demographic Map Layers* (7:00)

In this course, you will learn about the Demographic Map Layers area of the Market Tab. This
GoodSites ability provides thematic map layers that represent varying demographics within your
Goodwill territory.

Goodsites: Potential Site Location* (8:00)

In this course, you will learn how to utilize GoodSite’s tools to explore potential site locations. Learn
how to search, preview the site using tri-view, and create reports that will help you analyze potential
sites.

Goodsites: Location Icon Menu* (8:00)

In this course, you will learn about the Location Icon Menus in GoodSites. Use these menus to locate
specific data about each location, create reports, and leverage this information to make strategic
decisions for your organization.

LOSS PREVENTION*
Internal Theft*

Internal Theft* (15:00)

This course is an overview of internal theft and the potential signs it may be occurring. In addition,
identify why and what team members may steal. The course emphasizes the importance of safety
when handling an internal theft situation as well as maintaining a secure and supportive environment
for everyone.

Shoplifting*

Shoplifting* (20:00)
This course is an overview of shoplifting and the potential signs it may be occurring. Identify how to
handle a shoplifting situation as well as tactics to help prevent shoplifting in your retail store. The
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course emphasizes the importance of safety when handling a shoplifting situation as well as
maintaining a secure and supportive environment for everyone.

MULTI-SORT TRAINING*

Intro To Multi-Sort Training*

This introductory resource outlines the role-specific lessons included in multi-sort training and
provides recommendations for how to use the eLearning modules

DGR Multi-Sort Overview* (10:00)
This lesson provides an overview of the donated goods retail multi-sort processing approach
Apparel Processing*

Apparel Processing: How to Be Successful in My Role* (10:00)

Apparel Processing: How to be Successful in My Role is part two of the apparel processing course.
In this module you will learn about the critical performance factors that serve as a blueprint to
success in this role.

Apparel Processing: The How-to-Guide* (15:00)

Apparel Processing: The How-to Guide is part one of the apparel processing course. In this module
you will learn, in detail, the steps of the sorting, hanging, and tagging process for all apparel and
soft-line goods.

Cashier*

Cashier: How to Be Successful in My Role* (12:00)

Cashier: How to be Successful in My Role is part two of our cashier course. In this module you will
learn how to successfully provide a world-class customer service experience to our shoppers, and
learn about the critical performance factors that serves as a blueprint to success in this role.

Cashier: The How-to-Guide* (10:00)
Cashier: The How-to Guide is part one of the cashier processing course. In this module you will
learn, in detail, the steps of the checkout, bagging, and cash handling process.

Donor Greeter*

Donor Greeter: How to Be Successful in My Role* (15:00)

Donor Greeter: How to be Successful in my Role is part two of the Donor Greeter course. In this
module you will learn about the critical performance factors that serve as a blueprint to success in
this role.

Donor Greeter: The How-to-Guide* (15:00)
Donor Greeter: The How-to Guide is part one of the Donor Greeter course. In this module you will
learn, in detail, the steps of the mulit-sort process that occurs at the donor door.
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Material Handler*

Material Handler: How to Be Successful in My Role* (15:00)

Material Handler: How to be Successful in my Role is part two of the material handler course. In this
module you will learn about the critical performance factors that serve as a blueprint to success in
this role.

Pricer®*

Pricer: How to Be Successful in My Role* (15:00)
Pricer: How to be Successful in My Role is part two of the pricer course. In this module you will
learn about the critical performance factors that serve as a blueprint to success in this role.

Pricer: The How-to-Guide* (25:00)
Pricer: The How-to Guide is part one of the pricer course. In this module you will learn, in detail, the
steps of the sorting, pricing, and merchandising of all hard-lines goods.

Sales Floor*

Sales Floor: How to Be Successful in My Role* (14:00)
Sales Floor: How to be Successful in My Role is part two of the Sales Floor course. In this module
you will learn about the critical performance factors that serve as a blueprint to success in this role.

Sales Floor: The How-to-Guide* (14:00)

Sales Floor: The How-to Guide is part one of the Sales Floor course. In this module you will learn,
in detail, the priorities of the sales floor team member including customer service, hanging and
organizing the sales floor, and keeping the sales floor clean, neat and safe for our shoppers.

MULTI-SORT TOOLS & RESOURCES*

Course Catalog Functional Training*
The course contains tools and resources related to the multi-sort process.
On-The-Job Checklists*

Accessories Pricer Checklist*
The course contains tools and resources related to the multi-sort process.

Books Pricer Checklist*
The course contains tools and resources related to the multi-sort process.

Cashier Checklist*
The course contains tools and resources related to the multi-sort process.

Donor Greeter Checklist*
The course contains tools and resources related to the multi-sort process.

Electrical Pricer Checklist*
The course contains tools and resources related to the multi-sort process.
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Furniture Pricer Checklist*
The course contains tools and resources related to the multi-sort process.

Hanger 2 Checklist*
The course contains tools and resources related to the multi-sort process.

Jewelry Pricer Checklist*
The course contains tools and resources related to the multi-sort process.

Keyholder Tier1 Tier2 Checklist*
The course contains tools and resources related to the multi-sort process.

Large Hard Goods Pricer Checklist*
The course contains tools and resources related to the multi-sort process.

Material Handler OJT Checklist*
The course contains tools and resources related to the multi-sort process.

Sales Floor Team Member 2 Checklist*
The course contains tools and resources related to the multi-sort process.

Shoes Pricer Checklist*
The course contains tools and resources related to the multi-sort process.

Sorter Checklist*
The course contains tools and resources related to the multi-sort process.

Sorter - Hanger Checklist*
The course contains tools and resources related to the multi-sort process.

Wares Pricer Checklist*
The course contains tools and resources related to the multi-sort process.
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NOTE-Lesson duration is most commonly indicated using the format (minutes:seconds); if the lesson

goes over an hour, it will be indicated using the format (hours:minutes:seconds)
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SMARTSHEET

Smartsheet Training

Smartsheet Training Recommendations

Not sure where to start with Smartsheet training? This document provides general guidance on
where to begin the training based on your access level and how you plan to use Smartsheet. We
recommend that all learners take the Introduction to Smartsheet and use the additional learning
paths to hone in on specific skills.

Intro to Smartsheet (19:28)

Smartsheet is Project Management software. In this introductory course, you will learn about the
basic functions that you will use as a Smartsheet user as you work with your team to track project
progress.

Smartsheet Level 1 (40:00)

Get started with this learning track to gain foundational knowledge in Smartsheet, including how to
set up your sheet for effective work management. The sheet is the foundation of your work in
Smartsheet. You can view a sheet as a grid, Gantt chart, calendar, or in a card view. In this learning
track you’ll explore how to set up a sheet, including structuring smart columns, rows, and hierarchy
to drive functionality. You’ll also learn how to share and manage files and collaborate with team
members through real-time conversations. Additionally, you’ll learn how to set up formulas and
conditional formatting rules. Finally, you’ll learn how to share your work with others.

Smartsheet Level 2 (40:00)

This learning track will help you get started tracking changes and automating work across your team
in Smartsheet. Smartsheet allows you to automate and track work processes in real-time so that
everyone can be more productive. In this learning track, you'll learn how to easily collect data using
forms, track and view activity in your sheet, and custom sort and filter views. You'll also learn how
to automate workflows and take action using alerts, reminders, update requests, approvals and
more. Finally, you'll review best practices for when to use cell linking and reporting to surface data
across multiple sheets to answer key business questions.

Smartsheet Level 3 (40:00)

This learning track will help you to understand how to work at scale across multiple teams with
Smartsheet. From managing multiple projects to providing visibility to executives, Smartsheet helps
organizations work at scale. In this learning track you'll learn how to apply advanced cross-sheet
formulas to calculate metrics. You'll also learn how to use dashboards to centralize key information
and chart real-time data. You'll review how to effectively set up and track projects, including
dependencies, baselines, and critical path. You'll also learn how to manage and collaborate on
content including proofing and document builder.

GOODWILL ACADEMY ON-DEMAND LEARNING CATALOG | 2024 164



W
Goodwﬂl

academy

MICROSOFT TOOLS

Microsoft FindTime Add-In (3:40)
Learn how to use the Microsoft FindTime add-in.

Microsoft Teams Spotlight (1:27)
Learn about how to use the spotlight feature in Microsoft Teams.

Microsoft Teams Spotlight (3:16)
Learn about how to use the spotlight feature in Microsoft Teams.

*Lesson duration is most commonly indicated using the format (minutes:seconds); if the lesson goes
over an hour, it will be indicated using the format (hours:minutes:seconds)
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WORKPLACE
SAFETY

OSHA
What is OSHA

What is OSHA? (3:53)*

When learning about workplace safety, you will hear the term "OSHA" frequently. That's because the
purpose of OSHA is to keep workers safe. In this course, we'll learn more about this entity and its
very important mission.

OSHA Recordkeeping

General Recordkeeping Criteria (6:23)

While it may not be an exciting topic, it's imperative that you know what's required in recordkeeping
on work-related injury and illness. This series will provide a thorough examination of the when, what,
how, and who of reporting and recordkeeping. In this first course, learn OSHA's general criteria, as
well as the special cases, for creating and keeping records. And since we're so nice, we've done our
best to make it "painless" for you. This content complies with OSHA regulation 1904.1-1904.3

Special Cases (4:20)

In this course, learn about the four special cases that require recordkeeping: needlestick injuries,
medical removal, hearing loss, and tuberculosis diagnosis. This content complies with OSHA
regulation 1904.8 - 1904.11.

First Aid (3:40)
In this course, learn what's considered "first aid" by OSHA for recordkeeping purposes, and what is
not. This content complies with OSHA regulation 1904.7.

Understanding OSHA Forms and Privacy Protection (5:11)
In this course, learn how to complete OSHA's injury and illness recordkeeping forms, while protecting
the privacy of the employee. This content complies with OSHA regulation 1904.29.

Reporting Requirements for Serious Events (4:19)
Learn about OSHA's reporting requirements for serious events, including what needs reported, in
what manner, and how quickly. This content complies with OSHA regulation 1904.39.

New Electronic Rule (2:41)
Learn OSHA's 2017 rule for electronic submission of recorded injuries and illnesses, and how to
comply with it. This content complies with OSHA regulation 1904.41.

RISK MANAGEMENT
Risk Management Basics

Defining Hazards (3:39)
Hazards and risks, and loss, oh, my! At first, risk management can seem overwhelming, even
frightening. But, as The Wizard of Oz's Good Witch told Dorothy, "It's always best to start at the
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beginning..." In the case of risk, you begin by defining it. This course explores the concepts of hazard,
risk, and loss. With this base knowledge, you can follow the (not necessarily yellow or brick) road to
a solid risk management plan and the peace of mind it brings.

Identifying Risk (4:50)

How do you identify risks? Do you walk around the office, looking for loose wires and water on the
floor? That may be a small part of it, but there's much more to finding possible problems. It involves
looking at your unique company and analyzing its unique situation. Here, we talk you through this
process, enabling you to clarify, and consequently better handle, whatever the future may hold.

Risk Management Techniques (3:33)

Spongebob Squarepants said of blowing bubbles, "It's all in the technique." This statement can be
applied to risk management. What techniques do you have for handling various risks? Do you fly by
the seat of your (square)pants? Or do you have established policies to minimize the impact? This
course presents several methods and their benefits, empowering you to answer back when (bubble)
trouble calls.

Risk Assessment (10:02)

Have you had your risks assessed lately? Do you know what it means to do so? We do, and we're
more than happy to share! In this course, we'll walk you through two methods for evaluating and
rating risks. This enables you to more objectively and rationally move forward on a plan.

Healthy Risk Culture (3:55)

There's a healthy balance between safe and risky business, but do your people know what this
"balance" means for them? And are they encouraged to put it into practice daily? This course
explores what a healthy risk culture looks like, and helps you instill it with confidence.

Embedding Processes (4:16)

Your risk management philosophy and plans only flourish if nurtured. This happens through planting
seeds of integration, keeping a continuous flow of communication, and weeding out any
misunderstandings. This course addresses these items, and more.

Managing Risk

Safety (5:52)

As Mom would say, "Better safe than sorry."” Why are mothers always warning us to play it safe?
Because they're smart. They know that by making assessments and training on safety ahead of time,
you can alleviate a lot of trouble and pain. This course (cross)walks you through how to do all that,
including OSHA's take on safety controls. Mom would most definitely approve.

Preventive Maintenance (4:46)

As Benjamin Franklin said, "An ounce of prevention is worth a pound of cure." When good ol' Ben
said this, he was addressing fire safety. But it can pertain to just about everything, and preventive
maintenance is no exception. This course looks at preventive versus reactive maintenance, how to
plan, and what triggers are. Once you've applied this knowledge, you'll find yourself enjoying another
one of his wisdoms: "A penny saved is a penny earned."

Criminal Awareness (4:32)
"That would never happen to us." This is a common thought when it comes to workplace violence.
But the companies that have experienced it most likely thought the same thing. So even though we

GOODWILL ACADEMY ON-DEMAND LEARNING CATALOG | 2024 167



5
Goodwnll

academy

hope for the best, we need to plan for the worst. This course goes through the types of violence,
risk exposure, and warning signs, helping you best manage if something should occur.

Employee Health (6:27)

What makes for a healthy workplace and, as the band R.E.M. would put it, "Shiny Happy People"?
Well, it takes a mixture of things, including safety, wellness, and stress prevention. This course
explores these items and a sound approach to each.

Financial Basics (4:45)

How's your cash flow these days? How about your debt-to-equity ratio? If they're both good, we'll
assume you want to keep it that way. This course introduces the basic ways we gauge financial
health, and then looks at possible risks to that health. Finally, we go through the steps you can take
now to best avoid each scenario.

Reputation Management (7:30)

Warren Buffet says, "It takes 20 years to build a reputation and five minutes to ruin it. If you think
about that, you'll do things differently." This is so true, particularly in our age of social media.
Whatever we're doing, we need to be acting as if our reputation depended on it...because it does!
We must first look internally at our hiring, training, and general processes. Then, we must evaluate
the management of our external reputation, which includes our critically-important online presence.
This course goes through both of those profiles, and how to make sure your company is getting the
"thumbs up" and "five stars."

Decision Making (5:22)

The Clash rock band shared it in their eternal lyrics, "Should | stay, or should | go now? If | go, there
will be trouble, and if | stay, it will be double." They are having trouble making a decision, but at
least they're performing a risk assessment on the choices! We can do the same, only better. In this
course, we share our five-step plan for defining the decision, and choosing between the options, but
only after identifying the risks for each. With this knowledge, you can feel much more confident in
"rockin' out" those decisions!

Crisis Management

Planning (8:10)

A crisis is defined as "a time of intense difficulty, trouble, or danger." These are typically unexpected
events that can be catastrophic to businesses of any size. While companies cannot usually prevent
disasters from happening, they can recover more efficiently with a planned and coordinated
response. In these programs, we'll discuss the importance of crisis management planning and how
it can reduce risk, minimize damage, and save lives. Let's take a look three key crisis plans to have
in place: an emergency response plan, a crisis communication plan, and an information technology
disaster recovery plan.

Preparing for Crises (9:20)

In this course, we'll look at how to prepare for a crisis. We'll cover preventive maintenance and how
to be "crisis ready" in your office, including what should be stocked in emergency supply kits and
first aid kits. Communication is key during disasters, so we'll touch on how to keep lines of
communication open within your organization following a crisis. Lastly, we'll go over how to establish
a culture of awareness to limit the impact or even evade disasters.

GOODWILL ACADEMY ON-DEMAND LEARNING CATALOG | 2024 168



5
Goodwnll

academy

Responding to Natural Disasters (5:40)

Before disaster strikes, organizations need to plan, prepare, and promote awareness. However,
despite best efforts, natural disasters can happen at any time, leaving a deep impact on companies.
In this course, we'll talk about the different types of natural disasters and how businesses should
react in the moments after. Whether an organization experiences severe thunderstorms or
catastrophic hurricanes, the response should be prompt and the focus should be on recovery, with
safety being the number one priority.

Responding to Emergencies (8:16)

When things go wrong, what do you do? In this course, learn how to respond to emergencies.
Accidents, medical crises, fires, hacking events, and workplace violence are all examples of
emergencies. How should you respond when something like this happens in the workplace? How
should companies prepare for the unexpected? In this course, we'll cover different safeguards that
businesses can put in place to help prevent these incidents, we'll talk about what steps to take
during an emergency, we'll discuss what to do when someone is injured, and what information all
employees should know prior to an emergency.

Business Continuity (6:19)

The ability for a company to continue operating following a crisis is critical to stay in business. How
can your company return to business as usual as quickly as possible? In this course, we'll go over
how to assess the risks that are unique to your business and area. We'll talk about the importance
of completing a business impact analysis which helps companies predict the consequences of
business disruption due to a crisis. Lastly, the course will cover the components of a business
continuity plan which documents recovery procedures following a crisis.

Media Inquiries (5:40)

Media presence after a crisis is unavoidable. However, the treatment your company receives by the
media and the resulting public opinion is within your control. In this course, we'll go over the roles
and responsibilities of a crisis communication team. We'll talk about who should be the face of the
company during a crisis, we'll discuss what information should be relayed and the best ways to
communicate it, we'll go over how to manage social media, and we'll cover some additional
communication tips.

Planning for a Pandemic

Preparing for a Pandemic (4:39)

A pandemic is an epidemic of disease that has spread across a large region. They happen when new
diseases emerge that are able to infect people easily and spread from person to person in an
efficient and sustained way. Pandemics can affect your business in countless ways and require
extensive planning and allocation of resources to reduce risks, minimize damage, and protect the
health of your employees and customers. In this course, we'll take a look at how to prepare for a
pandemic, including establishing company policies, creating plans for maintaining business
operations, and coordinating a communications strategy.

Internal Communications (5:17)

In the event of a pandemic, one of the most important things you'll need to manage is internal
communications with your staff. They may be frightened, worried, or confused about what this event
means for both their personal lives and work projects. How are they going to do their jobs? What do
you expect of them? Should they come into the office or stay home? And what about your

GOODWILL ACADEMY ON-DEMAND LEARNING CATALOG | 2024 169



5
Goodwnll

academy

customers? Will their orders be delayed? It's up to your business to have a plan in place for internal
communications during a pandemic, so you can answer all these questions for your staff and
customers in a timely manner. In this course, we'll discuss how to establish a communication team
and communication procedures for a pandemic.

External communications (6:40)

Media presence after and during a pandemic crisis is unavoidable. Reporters report, it's as simple as
that. The treatment your company receives by the media and the resulting public opinion, however,
is within your control. In this program, we'll go over some best practices for handling media inquiries
in the event that a pandemic outbreak affects your company. We'll discuss naming a spokesperson,
preparing media statements, holding press conferences, and handling interviews. We'll also cover
what should be included in a media kit, how to manage social media, and general tips for
communicating with the media.

Illness in the Office (9:16)

If a pandemic breaks out in your region of the world, or in a region of the world where you have
employees, it could severely impact your staff's lives and ability to work. What do you do in a
situation like this? Luckily, there are some steps you can take in your office to prevent the spread
of the illness in question, continue operations as much as possible, and stay in line with public
health recommendations. We'll go over what preventative measures to take to avoid the spread of
illness. We'll also talk about handling sick employees and recommendations for working from home.

Business Continuity (5:07)

Business continuity is the ability to continue to do business regardless of crises, disasters, and other
disruptions. Normally these disruptions might be earthquakes, floods, or fires, but pandemics can
affect your business in much the same way, even if it's not happening where you live and work. In
this program, we'll discuss how to assess the potential impact of a pandemic to your business. We'll
go over various disruption scenarios as well as how to create a business continuity plan.

SAFETY

Back Safety and Injury Prevention

Back Safety: You Need to Know (7:00)

Take care of your back, and your back will take care of you! In this curriculum, your learners will
understand their backs, recognize injury risk factors, demonstrate ways to eliminate or reduce back
injury hazards, know how to handle materials safely, and recognize and report concerns when it
comes to back safety.

e |dentify the parts of a healthy human spine and describe how your back works.

Back Injury Risk Factors at Home & Work (7:00)

Take care of your back, and your back will take care of you! In this curriculum, your learners will
understand their backs, recognize injury risk factors, demonstrate ways to eliminate or reduce back
injury hazards, know how to handle materials safely, and recognize and report concerns when it
comes to back safety.

e |dentify personal and occupational risk factors for back injury and describe repetitive actions
that increase risk of back injury.

GOODWILL ACADEMY ON-DEMAND LEARNING CATALOG | 2024 170



5
Goodwnll

academy

Recognize & Report a Back Injury (7:00)

Take care of your back, and your back will take care of you! In this curriculum, your learners will
understand their backs, recognize injury risk factors, demonstrate ways to eliminate or reduce back
injury hazards, know how to handle materials safely, and recognize and report concerns when it
comes to back safety.

e Recognize the primary symptoms of back injury, identify steps to take if back pain occurs,
and explain the importance of reporting back injury.

Understanding Back Pain (7:00)

Take care of your back, and your back will take care of you! In this curriculum, your learners will
understand their backs, recognize injury risk factors, demonstrate ways to eliminate or reduce back
injury hazards, know how to handle materials safely, and recognize and report concerns when it
comes to back safety.

e |dentify three main sources of back pain and describe simple steps to help keep your back
pain free.

Reducing Your Risk of Back Injury (7:00)

Take care of your back, and your back will take care of you! In this curriculum, your learners will
understand their backs, recognize injury risk factors, demonstrate ways to eliminate or reduce back
injury hazards, know how to handle materials safely, and recognize and report concerns when it
comes to back safety.

e Explain back injury risk factors

Materials Handling for Back Safety (7:00)

Take care of your back, and your back will take care of you! In this curriculum, your learners will
understand their backs, recognize injury risk factors, demonstrate ways to eliminate or reduce back
injury hazards, know how to handle materials safely, and recognize and report concerns when it
comes to back safety.

e Identify best practices for manual materials handling and list the steps to take for safer lifting.
Bloodborne and Airborne Pathogens

Exposure Control Plan (7:00)

Training for exposure to bloodborne or airborne pathogens is critical for worker safety. In this
curriculum, you will learn to identify bloodborne and airborne pathogen hazards, describe exposure
controls and safe work practices, and list actions to take if an exposure incident occurs.

e Describe exposure controls to protect against bloodborne and airborne pathogens.

Airborne Diseases: TB & FLU (7:00)

Training for exposure to bloodborne or airborne pathogens is critical for worker safety. In this
curriculum, you will learn to identify bloodborne and airborne pathogen hazards, describe exposure
controls and safe work practices, and list actions to take if an exposure incident occurs.

e Describe the characteristics and hazards of two major airborne diseases: TB & Flu.
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Airborne Pathogens: You Need to Know (7:00)

Training for exposure to bloodborne or airborne pathogens is critical for worker safety. In this
curriculum, you will learn to identify bloodborne and airborne pathogen hazards, describe exposure
controls and safe work practices, and list actions to take if an exposure incident occurs.

e Define airborne pathogens, explain how airborne diseases are transmitted in the workplace,
list practices to help prevent the spread of airborne disease at work.

Bloodborne Diseases: HBV, HCV, HIV (7:00)

Training for exposure to bloodborne or airborne pathogens is critical for worker safety. In this
curriculum, you will learn to identify bloodborne and airborne pathogen hazards, describe exposure
controls and safe work practices, and list actions to take if an exposure incident occurs.

e Describe the characteristics and hazards of three major bloodborne diseases: HBV, HCV, HIV.

Bloodborne Pathogens: Bloodborne Pathogens for Employees (6:19)

Many professions put employees in close proximity with blood, which may contain bloodborne
pathogens. To address this health concern, the Occupational Safety and Health Administration, or
OSHA, established certain standards for limiting your exposure to potentially infectious materials.
In this program, we'll take a look at what bloodborne pathogens are and what you need to know to
deal with them. We'll cover ways to protect yourself and what you should do if you're exposed. This
content complies with OSHA regulation 1910.1030.

Bloodborne Pathogens: Bloodborne Pathogens for Employers (7:20)

The Occupational Safety and Health Administration, or OSHA, identifies bloodborne pathogens as
"infectious microorganisms present in blood that can cause disease in humans." OSHA created their
Bloodborne Pathogens Standard in order to help keep employees safe. OSHA's Bloodborne Pathogens
Standard identifies what an employer is required to do to protect its employees who are
"occupationally exposed to blood or other potentially infectious materials," or OPIMs. In this course,
we'll talk about what your responsibilities are as an employer. We'll discuss creating an exposure
control plan. We'll go over preventative measures and implementing the use of universal precautions.
We'll also cover reactive measures that must be taken if there's an exposure incident. This content
complies with OSHA regulation 1910.1030.

Bloodborne Pathogens: You Need to Know (7:00)

Training for exposure to bloodborne or airborne pathogens is critical for worker safety. In this
curriculum, you will learn to identify bloodborne and airborne pathogen hazards, describe exposure
controls and safe work practices, and list actions to take if an exposure incident occurs.

e Define bloodborne pathogens and describe occupational exposure for bloodborne disease.

Work Practices to Control Pathogen Exposure (7:00)

Training for exposure to bloodborne or airborne pathogens is critical for worker safety. In this
curriculum, you will learn to identify bloodborne and airborne pathogen hazards, describe exposure
controls and safe work practices, and list actions to take if an exposure incident occurs.

e List precautions to take when cleaning and decontaminating materials which may be infected
with blood or OPIM, describe best practices for disposing of biohazards, and explain
precautions for workers trained and authorized to provide first aid.
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Pathogen Exposure Incident Response (7:00)

Training for exposure to bloodborne or airborne pathogens is critical for worker safety. In this
curriculum, you will learn to identify bloodborne and airborne pathogen hazards, describe exposure
controls and safe work practices, and list actions to take if an exposure incident occurs.

e Explain actions to take if an exposure incident occurs and list employer responsibilities
following an exposure incident.

Understanding Bloodborne Pathogens: Bloodborne Pathogens and the Needlestick Safety

and Prevention Act (3:21)

In 1991, OSHA's Bloodborne Pathogens Standard was put into effect because injuries caused by
needles or other sharps were still an issue. The Needle Stick Safety and Prevention Act, which
required certain revisions be made to the original Standard, was passed. This content complies with
OSHA regulation 1910.103.

Confined Spaces for Employers

Confined Spaces for Employers: 01. Rules and Responsibilities (7:16)

Being trapped in a confined space as poisonous gas fills the air sounds like a nightmare, right? This
could be a potential reality because more than 1.5 million American workers are sometimes required
to work in confined spaces. The atmosphere in a confined space can become hazardous quickly.
Accidents can cause workers to be buried alive, or flash flooding can occur. Of all the workplace
fatalities tracked by the Occupational Safety and Health Administration (OSHA), about 3% occur in
confined spaces due to asphyxiation, drowning, or explosions. As an employer, you need to
understand how serious these situations are. Moving forward, we're going to highlight key aspects
of the OSHA confined spaces standard. If you're in charge of compliance at your organization, it's
highly recommended that you read the entire standard and check state and local regulations.This
content complies with OSHA regulation 1910.146.

Confined Spaces for Employers: 02. Emergency Procedures and Rescue (6:09)

When it comes to confined space rescues, emergency planning and rescue protocols can greatly
influence the outcome. In fact, proper planning could mean the difference between a rescue and an
avoidable tragedy. The federal Occupational Safety and Health Administration (OSHA) estimates
there are about 100 deaths in confined spaces every year. These occur across a variety of industries,
but more than 60% of the fatalities are would-be rescuers. And while we all know that different
confined spaces have their own unique challenges, OSHA points to poor planning as a leading cause
of fatalities. Some rescues are unsuccessful because the rescuers don't fully understand the
environment they're entering or the on-site team is unprepared to help. In this course, we're going
to talk about what employers need to know when planning for a rescue. It's important to begin by
noting that, regardless of your industry, a documented, written emergency response plan is required
by OSHA for permit-required confined spaces. This content complies with OSHA regulation 1910.146.

Confined Spaces for Employees

Confined Spaces for Employees: 01. Personnel Responsibilities (6:50)

Every year, more than a million and a half American workers perform duties in confined spaces. And,
every year, more than 100 people die as a result. These statistics are disturbing. You need to
understand the importance of this course and all the confined space courses. In this program, we're
going to cover how having the right personnel in place, with proper training, can enhance safety!
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We'll also discuss permit-required confined spaces and key roles and responsibilities. This content
complies with OSHA regulation 1910.146.

Confined Spaces for Employees: 02. Understanding Permits (5:49)

If your work dictates that you sometimes need to enter a permit-required confined space, this
course is for you. In this course, we'll define permit-required confined spaces, discuss the permit
procedure and what it entails, we'll talk about the entry supervisor's responsibilities when it comes
to permits, and what information a permit should address. We'll also touch on when a new permit
is required, permit cancellations, and the exception to permit requirements. This content complies
with OSHA regulation 1910.146.

Confined Spaces for Employees: 03. Atmospheric Hazards (8:11)

Atmospheric hazards can range from reduced oxygen levels, noxious fumes, flammable gases,
combustible dust, or potentially lethal gases that can be undetectable by even the most experienced
workers. They can render a person unconscious within seconds or minutes. In this course, we want
to take you through each of the possible hazards and discuss what they are, how they originate,
what the impacts are, and the testing that the Occupational Safety and Health Administration (OSHA)
requires to detect them. We'll also go over what to do if dangerous levels are found. This content
complies with OSHA regulation 1910.146.

Confined Spaces for Employees: 04. Personal Protective Equipment (5:12)

Working in confined spaces in inherently risky. Anytime someone enters these spaces, their risk of
injury increases. Personal Protective Equipment, or PPE, can help protect people from injury. In this
course, we'll go over the different types of PPE one might use when working in confined spaces.
We'll discuss where to go to find out what equipment you'll need and who should provide it. We'll
also talk about cleaning and maintenance, routine tests, and what to do when PPE is defective. This
content complies with OSHA regulation 1910.146.

Confined Spaces for Employees: 05. Confined Spaces for Construction (5:14)

In 2015, when the Occupational Safety and Health Administration (OSHA) decided to create a
separate confined spaces standard for the construction industry, officials said they hoped to save
780 lives every year. With the development of the rule, the administration recognized that
construction is a unique industry with its own unique challenges. It's recommended that all
construction employees participate in the full training on confined spaces for general industry. This
course is essential for construction because it points out the differences between the two standards.
However, you'll still need to view these other courses to ensure full compliance. This content
complies with OSHA regulation 1910.146.

Control Of Hazardous Energy: Lockout/Tagout

Workplace Energy Control Program (7:00)

Workers can be seriously or fatally injured if machinery they service or maintain unexpectedly
energizes, starts up, or releases stored energy. In this curriculum, you will learn how to identify
workplace energy hazards, list safe practices to control hazardous energy, and describe the
workplace energy control program.

e Describe workplace Energy Control Program (ECP) requirements.
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LOTO Procedure 1: Lockout/Tagout (7:00)

Workers can be seriously or fatally injured if machinery they service or maintain unexpectedly
energizes, starts up, or releases stored energy. In this curriculum, you will learn how to identify
workplace energy hazards, list safe practices to control hazardous energy, and describe the
workplace energy control program.

e Describe a basic lockout/tagout procedure and explain Energy Control Procedure
requirements.

LOTO Procedure 2: Return to Service (7:00)

Workers can be seriously or fatally injured if machinery they service or maintain unexpectedly
energizes, starts up, or releases stored energy. In this curriculum, you will learn how to identify
workplace energy hazards, list safe practices to control hazardous energy, and describe the
workplace energy control program.

e Explain the procedure for returning electrical equipment to service once maintenance is
complete.

How Hazardous Energy Works (7:00)

Workers can be seriously or fatally injured if machinery they service or maintain unexpectedly
energizes, starts up, or releases stored energy. In this curriculum, you will learn how to identify
workplace energy hazards, list safe practices to control hazardous energy, and describe the
workplace energy control program.

e Differentiate between potential (stored) and kinetic energy and explain how potential energy
can create a hidden hazard.

Types of Hazardous Energy (7:00)

Workers can be seriously or fatally injured if machinery they service or maintain unexpectedly
energizes, starts up, or releases stored energy. In this curriculum, you will learn how to identify
workplace energy hazards, list safe practices to control hazardous energy, and describe the
workplace energy control program.

e |dentify forms of hazardous energy in the workplace and describe the hazards posed by each
energy type.

Electrical Safety: Unqualified

First Aid: Electrical Shock (7:00)

This curriculum provides basic electrical safety knowledge for ALL workers who are not qualified to
do electrical work but who use electrical tools and appliances, or might be in the vicinity of live
electrical work. Your learners will understand how electricity works, recognize workplace electrical
hazards, protect yourself from workplace electrical hazards, and know what to do if electric shock
occurs.

e Explain how to provide first aid for an electrical shock victim until help arrives.

Basics for General Employees (3:50)

Most people work around electricity in some form or another. From overhead lighting to computers
to power tools, electricity keeps them, and us working. It's easy to take electricity for granted;
however, it's a potentially hazardous energy source. Exposure to electricity can lead to shocks, burns,
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and even death. Because of the seriousness of these hazards, it's essential that all employees
understand the basics of electrical safety. In this course, we'll talk about the Occupational Safety
and Health Administration's (OSHA) requirements for employees working with electrical
components, lockout/tagout procedures, and the seven basics safety rules for working with
electricity. This content makes best practice suggestions regarding OSHA regulation 1910.331-333.

Safe Work Practices and PPE (8:54)

Unsafe work practices are one of the most common causes of electrical accidents. Failing to de-
energize equipment prior to service, allowing unqualified personnel to work on energized equipment,
using tools too close to energized equipment, and neglecting to post warnings and barricades around
a work area are some examples of unsafe work practices. What can we do to work safer? That's
what this program is about. We will go over the Occupational Safety and Health Administration
(OSHA) regulations regarding electrical safety, electrical work permits, using insulated tools, how to
create a written safety program, and personal protective equipment. This content makes best
practice suggestions regarding OSHA regulation 1910.331-333.

Hazard Recognition (6:31)

Knowing how to recognize electrical hazards is a must. In this course, learn how to put safety first
by being on the lookout for dangerous situations. What exactly ARE the hazards? What warning signs
should you look for in order to steer clear of danger? We're going to cover the hazards relating to
electrical components, tools and equipment, overhead power lines, and environmental factors. This
content makes best practice suggestions regarding OSHA regulation 1910.331-333.

Understanding Grouping (5:06)

Grounding is the most common safety measure related to electricity. What does "grounding" really
mean? What are the different types of grounding? How do they work? What requirements are there?
In this program, we'll answer each of these questions and more. In order to understand the
importance of grounding, one must first understand how electricity works, so this course will also
provide a brief explanation of how electricity flows. This content makes best practice suggestions
regarding OSHA regulation 1910.331-333.

Arc Flash (6:12)

Most people are at least somewhat familiar with the hazard of electrical shock and the danger
associated with touching a live electrical wire. Fewer people are aware of the hazard of an arc flash.
With arc flashes, a person doesn't have to be touching the electrical circuit to be in danger. Serious
and even fatal injuries can occur due to arc flashes when an individual is as much as 10 feet away
from energized equipment at the time of an accident. In this course, we'll cover how to protect
yourself from the serious hazard of arc flash. This content makes best practice suggestions regarding
OSHA regulation 1910.331-333.

Wiring, GRCI, and Extension Cords (6:17)

As we all know, wires, cables, and extension cords form pathways for electricity. But it's easy to
discount the safety hazards these common tools can carry. Poorly installed, faulty, or damaged
pathways create a serious hazard. To protect workers from electric shock, certain wiring methods
and safety devices have been developed and must be used according to OSHA requirements. In this
course, we'll go over these requirements to keep electrical workers safe. This content makes best
practice suggestions regarding OSHA regulation 1910.331-333.
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Responding to Emergencies (4:30)

OSHA reports that electrocution is the second most common cause of death in construction
accidents. If you work with, on, or near electrical equipment, there is a chance that you will someday
encounter an emergency. Do you know what you should do in an electrical emergency, whether it's
an electrical shock accident, an electrical fire, or fallen high voltage power lines? In this program,
we'll walk through how to handle each of these situations. This content makes best practice
suggestions regarding OSHA regulation 1910.331-333.

OSHA Requirements for Employers (4:09)

Workers have a right to a safe workplace. To this end, OSHA requires employers to take certain
steps in order to create and maintain safe working environments. OSHA's requirements can be
divided into two basic categories: 1. Making it safe to work, and 2. Making it safe to speak up.
Construction sites, factories, power plants, and other worksites where workers might be exposed to
electricity are inherently hazardous. Under OSHA law, employers have a host of responsibilities.
That's what this program will cover. This content makes best practice suggestions regarding OSHA
regulation 1910.331-333.

First Aid

First Aid: Shock (7:00)

First aid training can equip you with the skills and knowledge to help save a life. This introductory
curriculum provides a first step as a foundation for follow-on hands-on training. Learn basic first
aid to know how to respond when an emergency happens.

¢ |dentify five conditions that can trigger shock and describe actions to take if someone could
be going into shock.

First Aid: Heat Illness (7:00)

First aid training can equip you with the skills and knowledge to help save a life. This introductory
curriculum provides a first step as a foundation for follow-on hands-on training. Learn basic first
aid to know how to respond when an emergency happens.

e Know what to do if you recognize the symptoms of heat illness.

First Aid: Electrical Shock (7:00)

This curriculum provides basic electrical safety knowledge for ALL workers who are not qualified to
do electrical work but who use electrical tools and appliances, or might be in the vicinity of live
electrical work. Your learners will understand how electricity works, recognize workplace electrical
hazards, protect yourself from workplace electrical hazards, and know what to do if electric shock
occurs.

Introduction to First Aid (8:51)

We take precautions everyday to try and stay safe, but accidents happen. Whether you slip and fall
in the rain, or step on a rusty nail, or come in contact with a harmful substance, there are a number
of scenarios that we can run into at any time. In this first program about First Aid, we'll cover
information that is helpful if someone has an accident or gets hurt on the job. The information
involves basic first aid measures to keep someone stable, or comfortable, until they can seek proper
medical attention.
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Broken Bones (5:40)

We know accidents are going to happen, and some accidents are going to be more serious than
others. A pretty serious injury could involve a fracture or a completely broken bone. These are not
always easy to detect. But knowing if someone has a broken bone can help you get them the medical
attention they need sooner rather than later. In this program, we'll discuss the different types of
fractures, their causes, symptoms, and how you can help treat them before they receive medical
attention.

Burns (6:06)

If you work in an office, your risk of getting burned at work isn't that high. While you may not get
burned at the office, you might be burned outside of work and that could affect your daily work
load. It's important that you know the types of burns, the risks, and how to treat burns, which is
what we'll cover in this program. Most people can recover from burns without serious health
consequences, depending on the cause and the degree of the injury. More serious burns will require
medical attention.

Bites, Cuts, and Scrapes (6:57)

Bites, cuts, and scrapes are pretty common. It's a part of first aid and you need to know what to do
if this happens to you or a colleague at work. In this program, we'll go over insect bites and stings,
animal and human bites, and cuts and scrapes. We'll discuss how to treat these and when it's
important to seek medical attention.

Choking (3:04)

Choking is a serious situation, and while the chances of successfully helping a victim are high, it can
be life threatening. You need to know exactly what to do in order to help the person. This course is
designed to walk you through how to determine if someone is choking, and what to do to assist
them.

AED Training (5:12)

If you've ever watched a medical show on television, then you've likely seen a defibrillator in action.
A defibrillator is used to shock a person's irregular heart rhythm back into normal rhythm. An
Automated External Defibrillator, or AED, is a miniature version of that. AEDs are placed strategically
in public places like schools, gyms, restaurants, and offices, in case of emergencies. An AED device
will measure someone's heart rate and rhythm on its own to determine if a shock is needed. In this
program, we'll go over when and how to use an AED. We'll discuss what to do if someone becomes
unconscious, including checking for breathing and performing CPR. We'll go over who you can use
an AED on and the steps to using one properly.

Seizures (7:39)

According to the CDC, one in 10 people will have a seizure in their lifetime. Therefore, the odds of
you being witness to one of these medical events are pretty high. In this course, we'll discuss how
to administer first aid to someone who's having a seizure. We'll go over the symptoms to look out
for, the most common type of seizure, and when to call 911. We'll also cover some do's and don'ts
of seizure first aid, so you're informed and prepared if someone near you has an episode.

Diabetes (8:36)

More than 30 million people in the U.S. have diabetes, with another 84 million in the pre-diabetic
range. Chances are, you know someone with diabetes, so how do you recognize diabetic
emergencies? How do you administer first aid? In this course, we'll define diabetes and go over its
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three types. We'll talk about how to recognize the various symptoms associated with diabetic
episodes, and how to provide aid for each instance. We'll also talk about when it's time to call 911.

Toxic Plants (9:49)

If you work outdoors, you may have encountered toxic plants at some point. The kind that give you
a rash and leave you with that terrible itch for a week. No one wants that. In this program, we'll talk
about the plants you ought to avoid, how to take precautions to avoid being harmed, and the first
aid steps you should take if you or someone else IS exposed to these plants.

Bug Bites and Stings (11:55)
Whether you work inside or outside, dangerous insects can be found anywhere. It's important that
you know what these bugs are, how they look, and where they reside. You should also be aware of
the symptoms of their bites and stings, and how to administer first aid for them. In this course, we'll
discuss some of the most common dangerous bugs in North America and help you understand how
to treat their bites and stings.

EpiPens and Allergic Reactions (6:20)

Allergic reactions are very commonplace. Some people react mildly to certain products or foods.
Perhaps they're left with only a rash, or itching and hives. Others have severe reactions, like
anaphylaxis, which if left untreated, can lead to death. How do you know if someone is experiencing
anaphylaxis? What can cause it? What are EpiPens, and how do they work? That's what this program
will teach you.

Strokes (7:09)

When you think of first aid situations that can arise, one of the most common and frightening that
probably comes to mind is someone having a stroke. But what exactly is a stroke? And what can
you do if you or someone around you has one? How will you even know if they're having one? In this
program, we'll go over all these topics, so you'll be better-prepared to assist in first aid situations
involving strokes.

Mammal Bites and Scratches (7:13)

Whether you're working in someone else's yard or on your own property, you should be aware of the
dangers of bites and scratches from various mammals, the most common being dogs and cats. In
this program, we'll go over how to treat such wounds, when to seek professional medical attention,
and what to do about rabies.

Snake Bites (8:57)

If you work outdoors, especially if you work with debris or moving rocks and logs, there's a chance
you'll encounter a snake at some point. You might even be bitten by one. Luckily, only 20% of snakes
in North America are venomous. But if you do happen to get bitten by a venomous snake, the results
can be deadly. In this course, we'll talk about proper first aid for a venomous snake bite.

Forklift Best Practices

Physical Conditions (3:46)

Your number one priority on the job, whether you're an employee or a manager, should be safety. In
this course, we're going to talk about the various physical condition risks you may face while driving
a forklift, and how to handle them. Physical conditions refer to the surface or ground conditions in
your workplace. Potential hazards are typically divided into the following areas: slippery conditions,
obstructions and uneven surfaces, and floor loading limits. We're going to go over the recommended
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ways to stay safe when you run into these hazards at work. This content complies with OSHA
regulation 1910.178.

Safe Travel Practices (3:23)

Your number one priority on the job, whether you're an employee or a manager, should be safety. In
this course, we're going to cover safe travel practices. When you don't follow this type of safety
protocol when operating a forklift, potential hazards include overturning the forklift, falling loads,
being struck or crushed by the forklift, and collisions. This content complies with OSHA regulation
1910.178.

Pedestrian Traffic Concerns (2:39)

Your number one priority on the job, whether you're an employee or a manager, should be safety. In
this course, we're going to talk about pedestrian traffic concerns. These are things like knowing who
has the right of way, when it's necessary to notify or warn pedestrians and how to do so, and using
a spotter. We'll also discuss OSHA, or Occupational Safety and Health Administration's, special
considerations for managers when it comes to pedestrian traffic. This includes particular safety
precautions and requirements. This content complies with OSHA regulation 1910.178.

Ramps and Grades (2:05)

Your number one priority on the job, whether you're an employee or a manager, should be safety. In
this course, we're going to talk about ramps and grades. Tipover risk is increased on ramps and
grades, so you need to follow the best practices that we're going to cover in order to stay safe. This
includes turning, traveling with and without a load, when to use a spotter, and working with pallet
trucks. This content complies with OSHA regulation 1910.178.

Tipovers and Loading Docks (1:41)

Your number one priority on the job, whether you're an employee or a manager, should be safety. In
this course, we're going to talk about tipovers, as well as the dangers of loading docks. We'll discuss
the different types of tipovers and what to do if this happens to you, depending on the type of
forklift you're using. We'll also go over what to do if you're working on or near loading docks. This
content complies with OSHA regulation 1910.178.

Narrow Aisles and Enclosed and Hazardous Areas (4:53)

Your number one priority on the job, whether you're an employee or a manager, should be safety. In
this course, we're going to discuss the correct ways to handle narrow aisles and enclosed or
hazardous areas according to the Occupational Health and Safety Administration (OSHA). We'll cover
the best practices associated with the special trucks required, including reach trucks and order
pickers. We'll talk about safe stacking rules, as well as the importance of air quality when working
in an enclosed space with a forklift. This content complies with OSHA regulation 1910.178.

Forklift Safety for Managers

Introduction to Forklifts for Managers (12:31)

Forklifts can be an incredible tool for workers, but they're also a tremendous safety hazard. Knowing
the fronts, backs, ins and outs, upside downs and right side ups of forklifts is vital to doing your job
effectively and, most importantly, safely. In this course, we'll cover forklift basics, including the
types of forklifts, the power sources they use, and their parts, so you can ensure your employees
stay safe. This content complies with OSHA regulation 1910.178.
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Forklift Safety for Employees

Introduction to Forklifts for Employees (11:21)

Forklifts can be an incredible tool for workers, but they're also a tremendous safety hazard. Knowing
the fronts, backs, ins and outs, upside downs and right side ups of forklifts is vital to doing your job
effectively and, most importantly, safely. In this course, you'll be introduced to some forklift basics,
including the types of forklifts, the power sources they use, and their parts. This content complies
with OSHA regulation 1910.178.

Forklift Operations for Employees: Pre-Operation (5:53)

There are three main stages of operation. Those stages are: Pre-Operation, Traveling and
Maneuvering, and Load Handling. Right now we're going to start with the first stage: PreOperation.
What you do before you operate a forklift is perhaps the most important part of the process. This
is where you have the chance to identify anything that would make the forklift unsafe and to ensure
the forklift isn't defective or in need of repair. If it is, it needs to be removed from service
immediately, you'll need to document the problems, and report them to your supervisor. Let's go
over what the inspection entails. This content complies with OSHA regulation 1910.178.

Forklift Operations for Employees: Traveling and Maneuvering (6:26)

Operating a forklift is a big responsibility. If you don't follow safety guidelines and instructions, you
could do major damage to the machinery, merchandise or, even worse, to yourself or fellow
employees. Now that we're in the work phase of our operations class, let's go over some of the main
traveling and maneuvering actions, as well as, their hazards and recommended practices. We'll cover
mounting and dismounting, starting and stopping, operating at speed, steering, turning and changing
direction, traveling on inclines, and parking. This content complies with OSHA regulation 1910.178.

Forklift Operations for Employees: Load Handling (6:08)

Operating a forklift is a big responsibility. If you don't follow safety guidelines and instructions, you
could do major damage to the machinery, merchandise or, even worse, to yourself or fellow
employees. The third stage of operating a forklift is load handling. There are eight steps for safe load
handling, all of which have their own safe operating rules, and we'll go through each one in this
course: 1. Safe handling preparation 2. Approaching 3. Mast position 4. Fork position 5. Lifting the
load 6. Lowering the load 7. High tiering and 8. Loading and unloading trailers.

Hazard Communication for Employers

Hazard Communication for Employers: 01. Creating an Effective Program (4:16)

Creating a hazard communication program can seem intimidating, but it doesn't have to be. Here,
we'll walk you through, step by step, how to develop a plan that is clear, comprehensive, and most
importantly, effective. This content makes best practice suggestions regarding OSHA regulation
1910.1200.

Hazard Communication for Employers: 02. Labeling (6:30)

You should never judge a book by its cover. But you should always judge a chemical by its label. We
all depend on labels for our safety. For that reason, we need to ensure that labels are at all times
accurate and compliant. Join us as we review label standards, use, and exceptions, so you can be
certain that you're doing your part. This content makes best practice suggestions regarding OSHA
regulation 1910.1200.
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Hazard Communication for Employers: 03. SDS (6:37)

Safety data sheets (SDSs) are there to help. But they can't help if they're outdated or inaccessible.
This course goes over OSHA's Hazard Communication Standard on SDSs, and what's required of us,
as employers. This includes a list of the 16 sections, as well as the responsibilities on collecting,
storing, and maintaining these very important documents. This content makes best practice
suggestions regarding OSHA regulation 1910.1200.

Hazard Communication for Employers: 04. Training Requirements (5:56)

Do your people know what they should when it comes to hazardous materials? If not, do they have
access to the proper training? This course helps you figure these things out. We go through the
training requirements according to the OSHA Hazard Communication Standard, as well as training
methods and documentation. This content makes best practice suggestions regarding OSHA
regulation 1910.1200.

Hazard Communication for Employees

Hazard Communication for Employees: 01. Introduction to Hazard Communication (3:44)

| don't always handle toxic chemicals, but when | do, | like to know about the hazards. I'm betting
you feel the same way. So is your employer doing their job in communicating hazards to you? Let's
find out in this course, which takes you through the OSHA Hazard Communication Standard,
employer responsibilities, training, and the reporting of noncompliance. This content makes best
practice suggestions regarding OSHA regulation 1910.1200.

Hazard Communication for Employees: 02. Understanding Labels and Pictograms (6:38)
When dealing with chemicals, there is no room for confusion. You need to know what you're dealing
with, and how to deal with it. That is where labels and pictograms come in, and we'll explore them
in this course. We'll go through the Occupational Safety and Health Administration (OSHA) standards
for labels, and the separate elements. We'll also go through pictograms and what each of them
mean, helping you be best prepared when time is of the essence. This content makes best practice
suggestions regarding OSHA regulation 1910.1200.

Hazard Communication for Employees: 03. SDS (7:21)

Where do you go if the label doesn't give you what you need to know? To the Safety Data Sheet! In
this course, we'll go through the sections of the SDS, as well as the protocols, procedures, and rights
surrounding them. This content makes best practice suggestions regarding OSHA regulation
1910.1200.

Hazardous Materials

HAZWOPER Overview (3:44)

The Hazardous Waste Operations and Emergency Response, or HAZWOPER, is a set of guidelines
maintained by OSHA, which protects workers and enables them to handle hazardous substances
safely and effectively. In this program, we'll talk about the dangers of working with or around
hazardous substances, discuss the five operations required by the HAZWOPER standard, and go over
some general business applications.

Understanding Hazardous Waste (10:13)
It's no surprise that as our population increases, so does the amount of waste that we create. And
it only makes sense that when waste increases, the amount of hazardous waste also increases. You
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need a waste program that provides a cradle-to-grave management for your hazardous waste. This
is necessary for employee and community safety.

Hot and Cold Weather Safety

Heat Stress (5:11)

Some of us work in hot conditions, whether outdoors or indoors. Two things we need to be aware
of and prevent when working in hot conditions are heat stress and, an even more serious version of
this, heat stroke. In this course, we'll walk through the symptoms of both conditions and discuss
what happens to the body as your internal temperature rises. We'll also go over how to respond
when you or a coworker experience the warning signs of heat stress and heat stroke.

Cold Stress (8:40)

The weather is something that we all have to deal with, and it's something we have no control over,
whether it's good or bad. Sometimes we have to work in very cold weather, or even cold indoor
temperatures, which exposes us to potential stressors on our body. There are two major health
conditions you need to be concerned about when working in the cold: hypothermia and frostbite. In
this program, we'll talk about each of these kinds of cold stress and injury and what you should do
if you or a colleague experiences these conditions.

Working in Hot Weather (4:50)

When we work in hot weather or hot indoor conditions, our bodies become fatigued more quickly,
and we increase our risk of accidents. The most serious issue caused by working in hot conditions
is heat stress, leading to a possible heat stroke. But there are other risks and concerns to working
in hot conditions. And they can apply to either outdoor work in hot weather OR indoor work in hot
conditions, such as a warehouse without air conditioning, a foundry, or any number of warm interior
spaces. In this course, we'll talk about the hazards and go over ways to safely work in these places.

Working in Cold Weather (6:19)

Many work in cold weather environments, which can bring a range of health risks and hazardous
conditions. In this course, we'll talk about how low temperatures and windchill affect the body and
what you can do to prevent injury while working in cold weather or cold indoor conditions. This
includes using protective gear, making healthy choices, utilizing heat shelters, and more.

Personal Protective Equipment (PPE)

Introduction to PPE (5:58)

Personal protective equipment, or PPE, includes any gear or equipment someone might wear at work
to protect themselves from harm. PPE can include a wide range of devices and garments, from face
shields and hard hats to safety glasses and goggles, coveralls, vests, and safety shoes. Basically,
anything you can wear to protect yourself from workplace hazards is considered PPE. In this course,
we'll introduce the main Occupational Safety and Health Administration, or OSHA, standard
concerning PPE. We'll discuss what's required for specific industries under this standard and answer
some general questions about PPE.

Hand and Arm Protection (8:29)

Your hands and arms work hard lifting, typing, measuring, painting, steering, pushing, pulling,
carrying, etc. Depending on the job, your hands and arms can also be exposed to many risks. This
might include chemical or thermal burns, electric shock, bruises, abrasions, carpal tunnel syndrome,
fractures, and more. In this course, we'll cover everything you can do to keep your hands and arms
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safe from harm. We'll talk about the various types of protective gloves available and choosing the
correct PPE for the hazards you face at work.

Foot and Leg Protection (7:37)

When a serious foot or leg injury occurs, it can alter our lives forever, making activities that we once
took for granted difficult or even impossible. However, most of these injuries are preventable. In this
program, we'll talk about how to select and properly use foot and leg protection. We'll discuss the
various types of leggings, guards, and protective footwear, including the codes that identify the type
of protection the shoes provide.

Head Protection (4:57)

Head protection is essential to employee safety. Head injuries can impair someone for life or can
even be fatal. Keeping your head safe is critical, and there are various ways you can and should
protect yourself with personal protective equipment. In this course, we'll discuss the industries and
jobs that often require head protection. We'll go over the various features of hard hats and the three
industrial categories they're divided into. Lastly, we'll cover how to maintain and care for your head
protection.

Eye and Face Protection (6:16)

Eye and face protection is a key element to workplace safety. Thousands of people are injured or
even blinded each year from work-related eye injuries, which cost more than $300 million per year
in medical expenses, workers' compensation, and lost production time. Keeping your eyes and face
safe is critical to your well-being, and there are many ways you can protect yourself with personal
protective equipment, or PPE. In this course, we'll discuss the industries that require eye and face
protection per OSHA standards, and the various PPE available. We'll also cover ways to maintain and
care for your visual and facial protective gear.

Hearing Protection (5:20)

Excessive, loud noise is a common problem in many workplaces. Thousands of workers every year
suffer from preventable but irreversible hearing loss due to high levels of noise in the workplace.
Since occupational hearing loss can be a gradual process, it's often less noticeable than other types
of workplace injuries. In this course, we'll talk about the effects of noise exposure and how to reduce
that through the use of noise controls and hearing protection.

Respiratory Protection (7:17)

Respiratory hazards affect workers all across the country in many different industries. It might
surprise you to learn that an estimated five million U.S. workers are required to wear respirators
throughout 1.3 million workplaces. Different types of respirators offer protection from different
hazards that can lead to health issues like asthma or even cancer. In this course, we'll go over the
various types of respirators and the hazards they protect against. We'll also talk about some
cautions, limitations, and restrictions associated with devices.

Construction Industry PPE (7:39)

OSHA estimates that nearly 6.5 million people work at construction sites across the country every
day. Unfortunately, the construction industry is also one of the more hazardous industries. OSHA
recently reported that the rate of fatalities in construction is higher than the national average of all
other industries. In this course, we'll talk about why that statistic is so staggering and what
construction companies and workers can do to stay safe. We'll discuss OSHA's PPE requirements
specifically for the construction industry and the mandatory types of PPE.
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PPE for Managers (7:15)

OSHA requires employers to establish and administer an effective personal protective equipment
program for employees. It's the law, and due to the potential danger of workplace hazards, it's
serious business. In order to know what PPE is necessary, employers need to conduct an assessment
to determine the various hazards present in their workplace. Not all hazards are obvious, so in this
course, we'll go over various questions you should ask during an assessment. We'll touch on OSHA
requirements relating to engineering controls, work practice controls, and PPE. We'll also cover
training requirements for employers regarding PPE.

Physical Safety Ergonomics

Common Physical Labor Ergonomic Issues (6:20)

If you work a physically demanding job, understanding and addressing common ergonomic issues is
key to maintaining your well-being and ensuring long-term job satisfaction. Physical labor
ergonomics focus on injury prevention through the design and evaluation of workplaces, including
postures, manual tasks, and repetitive movements. Depending on your job, there are several
potential issues you should be aware of, including musculoskeletal disorders (MSDs), and repetitive
strain injuries (RSls). Here, we'll cover these conditions in depth, discuss the consequences of
neglect, and go over prevention and self-care strategies.

Body Mechanics and Posture (5:59)

Whether you're lifting heavy loads or spending hours on your feet, understanding and mastering your
body mechanics and posture can make a world of difference. Issues like injuries and chronic pain
can reduce your productivity, dramatically impact your overall health, and are connected to an
increased risk of other illnesses. Practicing proper ergonomics will keep you in good working
condition for years to come. In this course, we'll discuss correct lifting and carrying techniques, and
go over various stretches to perform in preparation for laborious work.

Tools and Equipment Ergonomics (6:04)

Understanding how to optimize your tools and equipment can lead to both increased efficiency and
a safer work environment. There are several health risks associated with irresponsible tool and
equipment usage, including musculoskeletal disorders and repetitive strain injuries. Engaging in
repetitive motions, lifting heavy loads, or maintaining awkward positions for extended periods of
time contributes to the development of these issues - but proper ergonomics can help you avoid
these risks. In this course, we'll talk about how to properly utilize your tools and equipment to stay
healthy. We'll discuss choosing the right tools and reporting concerns

Warming Up and Cooling Down (5:20)

When your job involves physical labor, warming up and cooling down can protect you against injury.
According to the Centers for Disease Control and Prevention, a simple warm-up can reduce your
risk of injury by up to 50%. Warm-ups and cool-downs are great for promoting blood circulation and
preventing fatigue and burnout, thereby reducing the risk of ergonomic health issues, like
musculoskeletal disorders and repetitive strain injuries. In this course, we'll cover some exercises
you can do yourself and go over their benefits.

GOODWILL ACADEMY ON-DEMAND LEARNING CATALOG | 2024 185



5
Goodwnll

academy

Safety & Health Program Management

Workplace Energy Control Program (7:00)

Workers can be seriously or fatally injured if machinery they service or maintain unexpectedly
energizes, starts up, or releases stored energy. In this curriculum, you will learn how to identify
workplace energy hazards, list safe practices to control hazardous energy, and describe the
workplace energy control program.

e Describe workplace Energy Control Program (ECP) requirements.

Hazard Communication Program (7:00)

You have a right to understand the risks associated with working with hazardous materials. This
HazCom curriculum will help you to understand the OSHA Hazard Communication Standard, how
hazardous chemicals affect your body, the GHS compliant product labels, Safety Data Sheets and
where to find them, and how to protect yourself from hazardous chemicals.

e Describe general workplace Hazard Communication (HazCom) Program Requirements.

Recognizing Workplace Hazards (7:00)

This curriculum provides an introduction to safety best practices in the workplace. Your new workers
will learn how to identify common workplace hazards, summarize safe work practices, describe
emergency procedures, identify workplace PPE, and describe the Incident Prevention and Reporting
process.

e |dentify common workplace hazards.

Heat Stress Program (7:00)

Every year thousands of workers become sick or are fatally injured due to occupational heat
exposure. This curriculum teaches workers how to recognize heat exposure hazards and provides
tactics to avoid heat illness. Workers learn what to do in the event they or a coworker suffers from
heat exposure. Easily customize the learning for your specific work conditions and policies.

e Describe general workplace Heat Stress Program requirements.
Safety Attitudes & Actions

Your Workplace Safety Culture (7:00)

Workplace safety culture is a result of positive attitudes towards safety from workers and
management that lead to safer actions and consequences. This curriculum will help workers define
and explain the role of attitude in workplace safety. Use this curriculum as a safety "tune-up" to
remind every worker of actions they can take to keep the workplace and coworkers safe. Easily
customize the learning for your specific culture, industry, and policies.

e Explain the role of attitude and culture in workplace safety.

Your Workplace Safety Attitude (7:00)

Workplace safety culture is a result of positive attitudes towards safety from workers and
management that lead to safer actions and consequences. This curriculum will help workers define
and explain the role of attitude in workplace safety. Use this curriculum as a safety "tune-up" to
remind every worker of actions they can take to keep the workplace and coworkers safe. Easily
customize the learning for your specific culture, industry, and policies.
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e Define workplace safety attitudes and examine how the behavioral aspects of attitude affect
workplace safety.

Safety For Employees

Safety for Employees: Machine Guard Safety for Employees (4:51)

Modern machinery offers us incredible advantages in the workplace. American workers are able to
work faster and more efficiently than ever before. However, working with these machines carries an
inherent risk. Take the safety steps recommended here and in your on-the-job training seriously -
every time you use a machine.

Safety for Employees: Flammable and Combustible Liquids for Employees (5:39)

If you're working with flammable and combustible liquids. The stakes are high. Fires stemming from
ignition of these liquids can cause injuries, burns, environmental damage and, in some cases, even
death. As an employee, it's essential that you learn how to safely store, dispense, and handle these
liquids.

Safety for Employees: Carbon Dioxide for Employees (4:24)

People inhale oxygen and exhale carbon dioxide. This odorless, colorless compound is not poisonous,
but it can be dangerous in two ways. First, in its gaseous state, CO2 displaces oxygen, so it can
cause suffocation in high concentrations. Second, carbon dioxide in its solid state, also known as
dry ice, can cause frostbite if it comes in contact with the skin.

Safety for Employees: Carbon Monoxide for Employees (5:40)

Carbon monoxide is a common industrial hazard. It's the byproduct of internal combustion engines,
like the ones we find in regular vehicles, diesel engines, or forklifts. Carbon monoxide, or CO, is also
the result of the incomplete burning of natural gas and any other material containing carbon. This
means that some pretty standard appliances, like water heaters, space heaters, propane cooking
ranges, or blast furnaces might have a carbon monoxide risk - especially if they aren't properly
maintained.

Safety for Employees: Propane Gas Safety for Employees (4:08)

Even if you're new to your industry, you're probably familiar with propane. Propane tanks are
commonplace at local hardware stores, as a fuel for backyard grills or camping stoves. Before you
use propane in the work place, you'll need hands-on training.

Slips, Trips, and Falls for Employees (5:28)
In this course, learn about how to avoid slips, trips, and falls at work.

Portable Fire Extinguishers for Employees (6:28)
In this course, learn the basics for safely using portable fire extinguishers. This content complies
with OSHA regulation 1910.157.

Safety For Managers

Safety for Managers: Machine Guard Safety for Managers (4:52)

Modern machinery offers us incredible advantages in the workplace. American workers are able to
work faster and more efficiently than ever before. However, according to the Occupational Safety
and Health Administration (OSHA), the risks can be tremendous. First and foremost, your job as a
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manager is to provide the required hands-on training for employees. Even the most elaborate safety
devices or guards won't protect workers unless they are used correctly.

Safety for Managers: Flammable and Combustible Liquids for Managers (5:52)

If your employees are working with flammable and combustible liquids, the stakes are high. As a
manager or supervisor, it's your role to ensure that all of these volatile liquids are stored, handled,
and used safely.

Safety for Managers: Carbon Dioxide for Managers (5:06)

You likely learned about carbon dioxide, or CO2, in middle school chemistry. It's one part carbon and
two parts oxygen. Because it's a part of the carbon cycle, CO2 is in very low concentrations all
around us. This program will help you keep your workplace safe from carbon dioxide exposure.

Safety for Managers: Carbon Monoxide for Managers (6:25)

Carbon monoxide, or CO, is a common industrial hazard. Your workplace is considered "at-risk" if
you regularly have vehicles idling near employees. Your facility is also at-risk if you have machinery
that burns natural gas or any other material containing carbon.

Safety for Managers: Propane Gas Safety for Managers (4:16)

Propane is a cost-effective, efficient, and highly flammable fuel used at many facilities across the
United States. As an employer, you have some hefty responsibilities when it comes to propane in
the workplace.

Safety for Managers: Powered Industrial Trucks for Managers (4:56)

Powered industrial trucks are tremendous workplace tools. Because these trucks operate like so
many other vehicles in your life, it's easy to underestimate the safety concerns. It's up to you to
make sure that they remain useful and safe for your employees.

Slips, Trips, and Falls for Managers (5:31)
In this course, learn what employers can do to minimize the risks of slips, trips, and falls.

Portable Fire Extinguishers for Managers (7:41)
In this course, learn how to protect your employees and your business from the most common
emergency in the U.S. This content complies with OSHA regulation 1910.157.

Slips, Trips, and Falls

When Falls Happen (7:00)

Fall protection training failures consistently rank among the top 10 most frequently cited OSHA
violations. This Slips, Trips, and Falls curriculum helps learners recognize slip, trip, and fall hazards,
best practices for eliminating hazards, and what to do if injury occurs.

e Explain ways to help reduce injury from a fall and describe steps to take if a fall injury occurs.

Slips, Trips, & Falls 1: Causes (7:00)

Fall protection training failures consistently rank among the top 10 most frequently cited OSHA
violations. This Slips, Trips, and Falls curriculum helps learners recognize slip, trip, and fall hazards,
best practices for eliminating hazards, and what to do if injury occurs.

e Describe the scientific reasons slips, trips, and falls occur and explain the role of balance in
preventing slips, trips, and falls.
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Slips, Trips, & Falls 2: Hazards (7:00)

Fall protection training failures consistently rank among the top 10 most frequently cited OSHA
violations. This Slips, Trips, and Falls curriculum helps learners recognize slip, trip, and fall hazards,
best practices for eliminating hazards, and what to do if injury occurs.

e Recognize the conditions and situations that create slip, trip, and fall hazards.

Slips, Trips, & Falls 3: Prevention (7:00)

Fall protection training failures consistently rank among the top 10 most frequently cited OSHA
violations. This Slips, Trips, and Falls curriculum helps learners recognize slip, trip, and fall hazards,
best practices for eliminating hazards, and what to do if injury occurs.

e Explain first-line strategies to prevent slips, trips, and falls.
Stairways and Ladders

Ladders: You Need to Know (7:00)

Stairways and ladders are involved in a large percentage of fall incidents. This safety curriculum
focuses on helping your workers safely use and maintain stairways and ladders. Workers will be able
to describe safety requirements for stairways and ladder use, as well as best work practices for
using ladders safely.

e Describe different types of ladders commonly found on the worksite. Explain proper ladder
maintenance and set-up. Demonstrate how to climb and work safely on a ladder.

Stairways: You Need to Know (7:00)

Stairways and ladders are involved in a large percentage of fall incidents. This safety curriculum
focuses on helping your workers safely use and maintain stairways and ladders. Workers will be able
to describe safety requirements for stairways and ladder use, as well as best work practices for
using ladders safely.

e Describe the safety requirements of stairway"

When Falls Happen (7:00)

Stairways and ladders are involved in a large percentage of fall incidents. This safety curriculum
focuses on helping your workers safely use and maintain stairways and ladders. Workers will be able
to describe safety requirements for stairways and ladder use, as well as best work practices for
using ladders safely.

e Explain ways to help reduce injury from a fall and describe steps to take if a fall injury occurs.

WORKPLACE VIOLENCE

Active Shooter Response

Managing Consequences of an Active Shooter Incident (7:00)

An active shooter incident can happen in any workplace, at any time. Grounded in a no-nonsense
approach to planning and preparing for the unthinkable, this curriculum blends in learnings from the
latest FBI research to enhance the Run-Hide-Fight strategy promoted by US Homeland Security.
Workers learn specific, actionable steps to defend themselves and others when confronted with an
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active shooter, as well as how to respond when law enforcement arrives. Easily customize the
learning for your specific work conditions, policies, and Emergency Action Plan.

e |dentify actions to take following an active shooter incident and describe resources to assist
workers in recovering from extreme workplace violence.

Active Shooter Myth vs Reality (7:00)

An active shooter incident can happen in any workplace, at any time. Grounded in a no-nonsense
approach to planning and preparing for the unthinkable, this curriculum blends in learnings from the
latest FBI research to enhance the Run-Hide-Fight strategy promoted by US Homeland Security.
Workers learn specific, actionable steps to defend themselves and others when confronted with an
active shooter, as well as how to respond when law enforcement arrives. Easily customize the
learning for your specific work conditions, policies, and Emergency Action Plan.

e Distinguish between common active shooter myths and realities and identify words and
actions that are potential warning signs for incidents of violence.

Prepare Now for an Active Shooter (7:00)

An active shooter incident can happen in any workplace, at any time. Grounded in a no-nonsense
approach to planning and preparing for the unthinkable, this curriculum blends in learnings from the
latest FBI research to enhance the Run-Hide-Fight strategy promoted by US Homeland Security.
Workers learn specific, actionable steps to defend themselves and others when confronted with an
active shooter, as well as how to respond when law enforcement arrives. Easily customize the
learning for your specific work conditions, policies, and Emergency Action Plan.

e Recognize the importance of mentally preparing for an active shooter scenario, describe how
to respond if you hear a sound that may be gunfire, and explain actions you can take to plan
your response in advance of an active shooter event.

Survival Mindset (7:00)

An active shooter incident can happen in any workplace, at any time. Grounded in a no-nonsense
approach to planning and preparing for the unthinkable, this curriculum blends in learnings from the
latest FBI research to enhance the Run-Hide-Fight strategy promoted by US Homeland Security.
Workers learn specific, actionable steps to defend themselves and others when confronted with an
active shooter, as well as how to respond when law enforcement arrives. Easily customize the
learning for your specific work conditions, policies, and Emergency Action Plan.

e Explain the benefits of a survival mindset, describe how training affects your ability to react
in an emergency situation, and identify tactics to develop a survival mindset.

When Law Enforcement Arrives (7:00)

An active shooter incident can happen in any workplace, at any time. Grounded in a no-nonsense
approach to planning and preparing for the unthinkable, this curriculum blends in learnings from the
latest FBI research to enhance the Run-Hide-Fight strategy promoted by US Homeland Security.
Workers learn specific, actionable steps to defend themselves and others when confronted with an
active shooter, as well as how to respond when law enforcement arrives. Easily customize the
learning for your specific work conditions, policies, and Emergency Action Plan.

e Describe actions to take in an active shooter situation when law enforcement officers arrive
and explain what to expect from first responders during an active shooter situation.
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Run, Hide, Fight from an Active Shooter (7:00)

An active shooter incident can happen in any workplace, at any time. Grounded in a no-nonsense
approach to planning and preparing for the unthinkable, this curriculum blends in learnings from the
latest FBI research to enhance the Run-Hide-Fight strategy promoted by US Homeland Security.
Workers learn specific, actionable steps to defend themselves and others when confronted with an
active shooter, as well as how to respond when law enforcement arrives. Easily customize the
learning for your specific work conditions, policies, and Emergency Action Plan.

e Describe actions to take if confronted with an active shooter.
Workplace Violence: Warning Signs and Prevention

Responding to Aggressive Behavior at Work (7:00)

Workplace Violence can strike your workplace through former or current workers, customers, or
even seemingly random acts of strangers. This curriculum teaches workers how to recognize and
report early warning signs for violent behavior and offers strategies to help prevent violent situations.
Workers learn what to do when confronted with an aggressor, and how to manage the consequences
of a violent incident. Easily customize the learning for your specific work condition, policies, and
Emergency Action Plan.

Risk Management Basics: Violence Awareness (5:11)

You can't turn on the news these days without hearing about another incidence of violence - whether
it be in schools, churches, grocery stores, or workplaces. Of course, we all hope that we're safe
when we come to work. But the reality is that safety is equal parts planning and awareness - with
a little bit of luck. This course is designed to help you with the planning and awareness pieces of
that equation. We'll discuss the different types of violence that workplaces commonly experience.
We'll go over risk exposures to various industries, warning signs you should always take note of, and
what to do if you see these warning signs.

Violence Awareness: The 4 Types of Workplace Violence (9:38)

It's crucial that everyone understands the four types of workplace violence and how to recognize
potential risks and warning signs. Identifying, preventing, and reporting violent or threatening
behavior helps to foster a safer work environment. Here you'll find some practical tips on de-
escalation and promoting a positive workplace culture.

Workplace Violence for Employees (8:23)

Workplace violence statistics are so staggering that the conversation is slowly shifting from "if it
happens" to "when it happens," so preparation is everything. In this program, we'll have a realistic
conversation with you about the steps you can take before anything violent occurs in your workplace.
We'll discuss workplace violence statistics, who's at risk, warning signs to be on the lookout for, and
common triggers that often lead to violence. We'll also go over ways to prevent future acts of
workplace violence to help keep you and your colleagues safe.

Workplace Violence for Supervisors (9:34)

Workplace violence statistics are so staggering that the conversation is slowly shifting from "if it
happens" to "when it happens,” so preparation and prevention are everything. In this program, we'll
discuss how you, as a supervisor, can help spot and prevent workplace violence in your organization.
We'll cover workplace violence statistics, who's at risk, warning signs to be on the lookout for, and
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common triggers that often lead to violence. We'll also go over ways to protect your work
environment.

Workplace Violence Warning Signs (7:00)

Workplace Violence can strike your workplace through former or current workers, customers, or
even seemingly random acts of strangers. This curriculum teaches workers how to recognize and
report early warning signs for violent behavior and offers strategies to help prevent violent situations.
Workers learn what to do when confronted with an aggressor, and how to manage the consequences
of a violent incident. Easily customize the learning for your specific work condition, policies, and
Emergency Action Plan.

Workplace Violence Prevention Strategies (7:00)

Workplace Violence can strike your workplace through former or current workers, customers, or
even seemingly random acts of strangers. This curriculum teaches workers how to recognize and
report early warning signs for violent behavior and offers strategies to help prevent violent situations.
Workers learn what to do when confronted with an aggressor, and how to manage the consequences
of a violent incident. Easily customize the learning for your specific work condition, policies, and
Emergency Action Plan.

e Describe employer and worker responsibilities in preventing workplace violence.

Workplace Violence: You Need to Know (7:00)

Workplace Violence can strike your workplace through former or current workers, customers, or
even seemingly random acts of strangers. This curriculum teaches workers how to recognize and
report early warning signs for violent behavior and offers strategies to help prevent violent situations.
Workers learn what to do when confronted with an aggressor, and how to manage the consequences
of a violent incident. Easily customize the learning for your specific work condition, policies, and
Emergency Action Plan.

¢ Define workplace violence, identify the four recognized categories of workplace violence, and
explain how experienced or perceived events can motivate workplace violence.

Managing Consequences of a Workplace Violence Incident (7:00)

Workplace Violence can strike your workplace through former or current workers, customers, or
even seemingly random acts of strangers. This curriculum teaches workers how to recognize and
report early warning signs for violent behavior and offers strategies to help prevent violent situations.
Workers learn what to do when confronted with an aggressor, and how to manage the consequences
of a violent incident. Easily customize the learning for your specific work condition, policies, and
Emergency Action Plan.

e Identify actions to take following a workplace violence incident and describe resources to
assist workers in recovering from workplace violence.

NOTE-Lesson duration is most commonly indicated using the format (minutes:seconds); if the lesson
goes over an hour, it will be indicated using the format (hours:minutes:seconds
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WORKPLACE
SUSTAINABILITY

SUSTAINABILTY BASICS

Basics

The Business Case for Going Green (5:42)

You've probably heard about a lot of businesses "going green" these days. And rightly so. People are
concerned about conserving water, using safe cleaning supplies, managing waste and recycling, and
just being more environmentally conscious overall. Do you view going green as a trend, or have you
really weighed the benefits of it for your business? In this course, we'll talk about why implementing
some green actions around your office should become a priority for you, and how this can help your
bottom line.

What Is Workplace Sustainability? (5:46)

Sustainability. We hear it a lot, though we often don't know exactly what it means, especially in the
context of workplace sustainability. If you're recycling paper and using water tumblers rather than
plastic bottles, are you doing your part? Well, there is a bit more to sustainability than that. In this
course, we'll define this concept and go over the three pillars of sustainability. We'll talk about why
it's important for businesses to prioritize it and go over the benefits of sustainable practices.

Corporate Social Responsibility vs. Sustainability (6:00)

There is a close connection between corporate social responsibility and workplace sustainability -
but they do differ. In this course, we're going to discuss the differences and the various areas of
corporate social responsibility. We'll talk about human rights, fair labor and operating practices,
environmental strategies, and an organization's social responsibility to its customers.
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Introduction to ESG: Environmental, Social, and Governance (4:50)

ESG is a subset of both workplace sustainability and corporate social responsibility. ESG, which
stands for environmental, social, and governance, is a set of metrics that investors use to screen
potential investments. This includes data on how an organization limits negative impacts and
enhances positive impacts on the environment and society. It also includes information on internal
governance and leadership practices. In this course, we'll look at how this works, talk about the
history of ESG, and go over the data that is used in these reports.

Creating a Sustainability Strategy (6:45)

Any organization can take steps toward being greener. But in order to create true change, you must
have a holistic sustainability strategy in place for your company. In this course, we'll talk about how
you craft and implement one that you can have the desired impact on your organization. We'll
discuss creating short- and long-term initiatives, performing sustainability audits, setting metrics,
and more.

Engaging the Team in Workplace Sustainability (6:19)

While many people view workplace sustainability as a series of leadership-level decisions, the reality
is that these types of changes are only successful when the whole team is involved. In this course,
we'll examine how to involve the team in your workplace sustainability efforts. Then we'll explore
how team members can be part of building a sustainability culture and engaging the team to
champion sustainability.

SUSTAINABILTY STRATEGY IDEAS

Strategy Ideas

Energy Consumption (6:38)

Corporate sustainability strategies almost always include a section on energy, That's because it's
one of the major areas where we as humans affect the environment. So, managing energy resources
and their use is an important part of any sustainability plan. In this course, we'll talk about why
organizations should have an energy strategy and how it impacts profit. We'll talk through several
energy-related sustainability goals and discuss energy alternatives like solar power, wind power, and
renewable energy.

Exploring Waste Management (6:41)

Corporate waste management includes your practices for managing organizational assets and
handling waste disposal like food waste, pollution, and reusing or recycling materials. According to
the United Nations, humans generate 11.2 billion tons of waste each year. Corporations, specifically,
generate a huge percentage of this waste. By taking a sustainable approach to waste management,
you're doing your part to reduce these alarming figures. In this course, we'll talk about why this
matters for companies and how to implement strategies to lower organizational waste output.

Transportation Sustainability (5:31)

Sustainable corporate transportation looks at everything from how your goods are shipped, to the
type of work vehicles employees drive, to how your team travels across the country or globe. In this
course, we'll talk about why this is beneficial and important for companies to consider. We'll also
discuss some tips for creating a transportation sustainability strategy. We'll cover reducing travel,
finding commute alternatives, and more.
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Water Conservation (6:20)

When it comes to creating a sustainable future, one of the most important environmental aspects
to consider is water conservation. People can't live without water. And the costs of water and
wastewater services are rising at rates above the consumer price index. Couple that with droughts,
difficulties in developing new water sources, human conflicts that restrict water resources, and
increased environmental concerns, and water conservation becomes an even more important part
of any sustainability program. But how can you, as a business, contribute in a positive way? In a way
that serves both your community and your business needs? That's what we'll cover in this course.

Green Cleaning Concepts (6:13)

Green cleaning is an approach to cleaning that prioritizes the use of nontoxic and environmentally
friendly cleaning products and practices. Unlike conventional cleaning methods that often involve
harsh chemicals, green cleaning aims to minimize harmful impacts on both human health and the
environment. By reducing the use of hazardous chemicals, wasteful practices, and excessive energy
consumption, green cleaning can significantly contribute to creating a more sustainable workplace.
This is critical in reducing illnesses in workers who use your spaces. Rashes and asthma associated
with disinfectants and cleaners are two of the most common occupational illnesses in workers. In
this course, we'll go over what's known as "sick building syndrome" and define volatile organic
compounds, or VOCs. We'll also take you through steps to implement green cleaning concepts into
your workplace.

Green Purchasing (6:28)

You've probably thought before about how things like recycling and water conservation can play into
your company's sustainability plan. But have you ever thought about how the items you purchase
for your company impact the environment? Part of your "Green" policy at work should also include
environmentally preferable purchasing, or green purchasing. In this course, we'll discuss the concept
of green purchasing, how it benefits organizations, and how to roll it into your sustainability strategy.
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