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Federal Supply Group: Class:

Contract Number: Contract Period:

Contractor:

Telephone:

Fax Number:

Web Site:

E-Mail:

Contract Administration:

Business Size:


874

R499

GS-1 0F-0349P

May 28, 2004 through May 27, 2009

Cope & Associates, Inc.

381 Martindale Drive

Shelburne, VT  05482

802-951-4200

802-951-4201 www.ConsultCope.com 
kim@consultcope.com
Kim Steinfeld

Small, Woman Owned
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1a. Special Item Numbers awarded under MOBIS contract:

SIN 874-1: Consulting Services

SIN 874-2: Facilitations Services

SIN 874-3: Survey Services

SIN 874-4: Training Services

SIN 874-7: Program Integration and Project Management Services

1b. Identification of the lowest priced model number and lowest unit price for that model for each special item number awarded in the contract. This price is the Government price based on a unit of one, exclusive of any quantity/dollar volume, prompt payment, or any other concession affecting price. Those contracts that have unit prices based on the geographic location of the customer should show the range of the lowest price, and cite the areas to which the prices apply. N/A

1c. If the Contractor is proposing hourly rates, a description of all corresponding commercial job titles, experience, functional responsibility and education for those types of employees or subcontractors who will perform services shall be provided. If hourly rates are not applicable, indicate Not applicable for this item. Job titles, experience, functional responsibility and education, and corresponding hourly rates are available through our website.

2. Maximum order: $1,000,000.00

3. Minimum order: $300.00

4. Geographic coverage (delivery area): Worldwide
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5. Point(s) of production (city, county, and state or foreign country): Same as company address

6. Discount from list prices or statement of net price: Government net prices (discounts already deducted)

7. Quantity discounts: None offered

8. Prompt payment terms: Net 30 days

9a. Notification that Government purchase cards are accepted at or below the micro-purchase threshold: Yes

9b. Notification whether Government purchase cards are accepted or not accepted above the micro-purchase threshold: Accepted over $2,500.00

10.
Foreign items (list items by country of origin): None

11a. Time of delivery (Contractor insert number of days): Specified on the Task Order

11 b. Expedited Delivery. Items available for expedited delivery are noted in this price list. Contact Contractor.

11c. Overnight and 2-day delivery. The Contractor will indicate whether overnight and 2-day delivery are available. Also, the Contractor will indicate that the schedule customer may contact the Contractor for rates for overnight and 2-day delivery. Contact Contractor.

11d. Urgent Requirements. The Contractor will note in its price list the "Urgent Requirements" clause of its contract and advise agencies that they can also contact the Contractor's representative to effect a faster delivery. Contact Contractor.

12.
F. O. B. point(s): Destination

13a. Ordering address(es): Same as company address

13b. Ordering procedures: For supplies and services, the ordering procedures, information on Blanket Purchase Agreements (BPA's), and a sample BPA can be found at the GSA/FSS Schedule homepage (fss.gsa.gov/schedules).
14. Payment address(es): Same as company address

15. Warranty provision: Contractors standard commercial warranty

16. Export packing charges (if applicable): N/A

17. Terms and conditions of Government purchase card acceptance (any thresholds above the micro-purchase level): Contact Contractor.

18. Terms and conditions of rental, maintenance, and repair (if applicable): N/A

19. Terms and conditions of installation (if applicable): N/A
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20. Terms and conditions of repair parts indicating date of parts price lists and any discounts from list prices (if applicable): N/A

20a. Terms and conditions for any other services (if applicable): N/A

21. List of service and distribution points (if applicable): N/A

22. List of participating dealers (if applicable): N/A

23. Preventive maintenance (if applicable): N/A

24a. Special attributes such as environmental attributes (e.g. recycled content, energy efficiency, and/or reduced pollutants): N/A

24b. If applicable, indicate that Section 508 compliance information is available on Electronic and Information Technology (EIT) supplies and services and show where full details can be found (e.g. contractors website or other location). The EIT standards can be found at: www.Section508.gov/. N/A

25. Data Universal Numbering System (DUNS) number: 01-4954924

26. Notification regarding registration in Central Contractor Registration (CCR) database: Registered

Contractor will accept LH and FFP.
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Cope & Associates, Inc. is a full service consulting and training firm based in Burlington, Vermont, dedicated to improving the performance of individuals and organizations by assisting in the development of strategy and vision; adding value and perspective; redesigning systems and processes; and establishing approaches for sustainable change. We provide customized consulting services in the areas of human resources management, organization development, and training. We have experience, both collectively and individually, working with State and Federal agencies, institutions of higher education, including military universities, and geographically dispersed corporations and non-profit organizations.
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Management Consulting: We offer a broad range of management services including: Strategic Planning; Surveys and Assessments; Research Projects and Studies; Board Assessment and Development; Retreat and Meeting Facilitation; Organizational and Team Diagnostics; Process Review and Redesign; Project Management and Support; and, Business Plan Development.

Research Projects and Studies: We have greatly expanded our capacity to conduct both in-depth quantitative and qualitative research. Our methods include: paper and web-based surveys; intercept interviews; focus groups; secondary research reviews; competition and partner benchmarking, and various methods of data analyses. Examples of our studies include: quality assessments, determining feasibility of new initiatives, customer satisfaction surveys, determining training needs, and assessing competency levels.

Training and Development: To help your employees maximize their talents and energies, we offer a variety of training and development services. All services are customized based on your needs. Services can consist of the design and delivery of one training workshop or run the full spectrum of needs analysis, instructional design, training material development, online course development, job aid creation, training delivery, executive coaching, on-the-job training, assessment, and follow-up. Our most popular workshops include: Communications Skills (LIFO and MBTI); Project Management; Supervisory Skills; Sexual Harassment Training; Six Sigma/Quality Improvement; Time Management and Effective Workflow; Developing Team Performance; Performance Management; Effective Meeting Management; and Effective Hiring and Interviewing.
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Strategic Planning: After several years of working with a small non-profit educational organization on strategic planning and facilitating retreats for their staff and board, they decided to change their direction and grow. Our staff worked with senior staff and the board to develop a new approach to doing business; developed new board and governing structures; facilitated the completion and transition to the new business model; participated in the renaming of the new entity; and worked on board development and strategic planning for several of the new partners.

Process Redesign: Our consultants worked with a multi-state accounting firm to redesign their entire tax return process with projected savings of tens of thousands of dollars. The redesign included: mapping current processes; analyzing workflow and policies; costing old and new processes; introducing high-speed technology; developing new processes; creating transition and communications plans for staff; developing policies to sustain changes; and revising the staffing plan.

Training Needs Analysis: A training needs analysis was completed to determine the importance and urgency of various topics for employees of a national financial services company. A survey was used to collect demographic data, feedback regarding company culture and expectations, and assess the level of skill and knowledge in applicable areas. The outcomes of the assessment were compared with the company’s priorities and a comprehensive training plan was developed.
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Supervisory Training Series: A supervisory training series was designed and conducted for all of the front-line supervisors and senior management for a national multi-media company. The series included workshops on basic values and operating principles, sexual harassment, performance management, coaching and feedback, and team tools and decision-making. The project concluded with comprehensive feedback to management on issues and themes that arose from the training.

Training and Development Outsourcing: Four staff were outsourced to design and manage the training and development department for a national mortgage company. In that capacity, we conducted a company-wide needs analysis and developed a comprehensive curriculum for their staff intertwining the philosophies and practices of Six Sigma, Principle Centered Leadership, and Fifth Discipline. In addition to managing and delivering training, we developed the company’s budgeting process, redesigned their major lending processes, and created technical training specific to loan processing, closing, and origination.
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Cope & Associates, Inc. provides expert advice, guidance, assistance, structure, counseling, or full service consulting to support a wide range of individual, management, process, or organizational issues. Our focus is to plan effectively, implement responsibility, and sustain improvement in order to make individuals and organizations perform better and more productively.

Strategic Planning

Strategic planning determines where an organization is going, how it is going to get there, and how it will determine if it reached its destination. Far more important than the strategic plan document, is the planning process itself. If done well, the planning process provides many opportunities for team building, reflection, organizational improvement, a boost to morale.

There are a variety of perspectives about strategic planning and a variety of approaches used in the strategic planning processes. COPE specializes in applied strategic planning which strives to get the plan off the paper and into action by using a comprehensive, yet practical approach. Various components of a full plan are listed below and may used separately to accomplish specific goals. They include:

1. Two day retreat to develop: vision, mission, operating principles, complete a values audit, develop strategic objectives, establish annual goals, identify a planning team if not already done, develop a communications plan for the whole process; and a brief report. Prior to the retreat, all stakeholders and key decision makers (sometimes all attendees) are interviewed to clarify personal goals, points of view, and reveal hidden agendas. If there is time, corporate and personal backdating plans will be completed. A shorter, more basic one-day design is also available. These are commonly held off-site.
2. Environmental Scanning is a research component used to gather information about the topic, industry, technology, trends, sociological factors, or other fields of influence, which may affect the final plan.
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3. Performance Audit: SWOT analysis; development of success indicators; optional functional assessment of board or partnership relationships to inform decision-making process and succession planning. SWOT analysis can also be done as a stand-alone engagement.

4. Internal Resource Analysis: examines current staffing, technology, facilities, and equipment.

5. Internal Business Analysis: includes product and client mix; customer and project life cycle (may be done by client with guidance); analysis of lines of business.

6. Development of Future Scenario: sometimes done as a follow up one-day retreat, this connects the vision, mission, and operating principles to other information as a future scenario is developed.

7. Gap Analysis: performed to identify gaps between the current situation and the future scenario; determines how realistic the future scenario is; identify risks and decides probability of those risks; contingencies may be discussed; planning is integrated with decision-making.

8. Integrate Functional Plans with Growth Plans: critical step to getting the plan into action. Includes human resources planning including succession planning; facilities planning; technology and related systems planning. Some activities may be split apart.

9. Final Report with Recommendations, action plans, priorities, and a timeline is produced to guide future actions and decisions. This report is intended to guide implementation by the agency’s leadership.

Action Planning and Work Plan Development

Getting down to business is the most important step after comprehensive plans are created. Too often, the planning cycle is extended and the takes over in place of real work. Action planning and the development of realistic work plans are the tools agencies and departments can use to ensure that work gets done in a priority order that also aligns with the plans.

1. Essential Strategic Planning: This very basic process is typically followed by organizations that are extremely small, busy, and have not done much strategic planning before. The process might be implemented in year one of the nonprofit to get a sense of how planning is conducted, and then embellished in later years with more planning phases and activities to ensure well-rounded direction for the nonprofit. Top-level management usually carries out planning.

2. Work Plan/Action Plan Development: This allows an agency to articulate the road map they will follow to implement a strategic plan. Work plan/action plan development includes: goal setting; task development; creation of timelines; risk assessment; contingency planning; resource assignment; and status planning.

3. Scenario Planning: This approach might be used in conjunction with other models to ensure planners truly undertake strategic thinking. The model may be useful in identifying strategic issues and goals or in understanding polarizing pints of view.

[image: image12.png]COPE




Cycle Time

Cycle time is the elapsed time it takes to produce a product or service. Cycle time analyses start with process mapping. Consultants then development data collection tools to track time from start to finish. Core processes and sub-processes are included. Studies conclude with a set of recommendations to staff on how to decrease cycle time or improve workflow.

High Performance Work

Improving performance can be accomplished a number of ways. Strategies may include: coaching specific managers or individuals; developing personal learning plans for people to increase knowledge or skills in a deliberate way; developing mentoring relationships among staff; developing performance management tools; and examining communications and team dynamics.

Leadership Systems

Developing leadership and leadership systems can be accomplished through coaching, training, and teamwork. Training may include modules on: team building; communications; ethics; decision-making; risk assessment; problem solving; team tools; leadership profiles; goal setting; strategic thinking; planning; and others. Other methods used include: observation by a consultant to explore team dynamics; incentive planning; and mentoring.

Performance Measure and Indicators

Establishing key measures of mission performance, productivity, and efficiency is an important component of quality improvement initiatives for all organizations. This is especially critical for implementation of the Government Performance and Results Act (GPRA). We develop meaningful metrics and then benchmark agency or division performance against other organizations that produce similar products or service in order to enhance implementation of performance-based management.

Process and Productivity Improvement

1. Business Process Review and Redesign (BPR&R): focus on processes, not just departments, functions, or individuals. A business process is a collection of activities that takes one or more kinds of input and creates an output that is of value to the customer (Hammer and Champy, Reengineering the Corporation, 1993). Lasting change comes from reinventing your processes, not from making incremental modifications to your work.

At Cope & Associates, Inc., our approach to BPR&R is collaborative and holistic. Processes cut across organizational units and generally involve people at all levels of the organization. We work closely with your staff to examine and redesign the way you do your work improving key processes such as hiring, payroll, form processing, food preparation, or production to accomplish goals like reducing time, reducing cost, improving effectiveness, or improving productivity. We involve individuals from across the organization that bring multiple perspectives to the table to design whole system solutions. Agency employees are actively engaged in the review and redesign work throughout and are, therefore, better prepared and more invested in sustaining the improvements.

2. Work Flow Analysis: processes are mapped and costed in order to gain efficiencies. Process maps can also be used to solve problems, support new employee orientation, or support the use of technology.
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3. Continuous Quality Improvement: The art of continuous monitoring feedback to make regularly improvements to products, services, or systems are important and often overlooked. COPE consultants have been working in the quality field for over 10 years. Our intention is to impart knowledge and methodologies to federal staff so that quality may be built in to processes and services from the start. In the case of existing processes, federal staff will learn how to define opportunities for improvement; measure and mine data, analyze results; develop improvements; standardize results. Consultants are available to either instruct staff in CQI methods and techniques, assistant agencies in developing policies about improvement or project selection, or consult on project teams.

Program and Organizational Assessment; Audits; Evaluations

Helping organizations become more efficient and productive is an important goal. At Cope & Associates, Inc., we work in partnership with agencies, departments, or business divisions of all sizes to help them discover areas to target for improvement. The objective is to create effective and sustainable change.

1. Organizational Assessment: is a comprehensive examination of your organizationwhat you do, how you do it, and what your results obtain. This analysis allows an agencies or entity to set priorities for making the effective, lasting changes to those activities that result in value for those you serve.

2. Self-Study: involves a similar level of organizational analysis where we provide the structure and guidance while leading your staff to complete the assessment. After setting clear organizational objective and goals and selecting a leadership team, an extensive list of questions is developed collaboratively to guide the process. Consultants from COPE are assigned to work with an organizations leadership team to complete the process.

3. Program Audits: these a performed either based on functional assessments and performance indicators or on results. For example, a human resource functional audit may examine compliance with laws, benchmark turnover rates, or look at specific policy implementation. On occasion, an agency may ask us to build a function from an identified collection of people who are accomplishing discrete tasks in order to define a specific organizational function. An example would be an agency where several people do training, but there is no training department. Our functional audit would allow a training department to be identified even if no real department is created so that management could improve and policies be equalized. A results oriented audit is a retrospective look at predetermined data for comparison purposes.

Organizational Change

Whether in government or the private sector, managing organizational change continues to be the single greatest factor in predicting success. Managing organizational change begins with individuals understanding the change process and leading the change strategically rather than surrendering to it. Change management methods may include: climate surveys; training in understanding change or leading people through it; developing communications plans; and strategy development.
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Board Development

Many organizations fail to maximize the potential contributions their boards can make to advance their missions. Successful organizations are those that have learned how to mobilize a board, define its role productively, and produce measurable results.

In part, the problem involves a lack of clarity and agreement on the roles and function of the board. COPE has helped dozens of clients to better define their board/staff roles and relationships,

We will use a structured board development process to help your board become your organization's greatest asset. We can also provide consultation and facilitation services for executives and board members experiencing conflicts, misunderstandings, or other roadblocks that can hamper the organization's ability to advance its mission.

Our services include:

· Board and Board-Management Retreats

· Resolution of Board Conflicts

· Board Training Programs

· Executive Coaching in Board Management and Development
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Nearly all aspects of our work at COPE involve a variety of facilitation techniques. These techniques can be offered to organizations to address specific issues or goals.

We are often called upon to facilitate meetings or retreats to help organizations reach their desired goals. In working with clients, we determine the most effective design for the session and create an effective and memorable event for all involved. Facilitation can be organized using one or more of the following services:

Overall Meeting Planning

Overall meeting planning involves any of the activities below that are needed by the Client. We can perform all facets of meeting planning from program design, through registration to follow up.

Problem Solving Techniques

Based on the issues of the client, a variety of problem solving techniques and activities can be planned (e.g., brainstorming, fishbone diagrams, corporate puzzles, affinity diagrams, interviews, storyboarding). During the planning of a meeting, we work with clients to determine the specific activities needed to accomplish the goals.

Defining and Refining the Agenda

In conjunction with the client, we will develop and refine the agenda for the event to make sure it meets the goals while taking into consideration the needs of the group. Logistical, physical, psychological, and emotional needs are also included in this decision-making process.

Logistical Meeting Conference Support

We can provide all the administrative support needed for the logistics of publicizing, scheduling, planning, registering, and hosting a meeting or conference.
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Recording Discussion Content and Focusing Decision-Making

During the meeting, based on the agenda, there are a variety of ways we facilitate and record discussion content. It is often done on flipcharts or post-it notes to have the content be visible to participants and keep refining the information as the event progresses. We use a variety of tools to capture that information and focus participation on the decisions to be made. This is all planned into the agenda to ensure success. Based on the notes taken during the meeting, they can be recorded and provided as is, or included in a summary report.

Convening and Leading Large and Small Group Briefings and Discussions

COPE has experience facilitating groups ranging in size from 2 to 500. Based on the desired outcome for the client, these meetings can be highly interactive, or simply informative. We utilize many small group discussion methods to break larger groups into more manageable sizes for meaningful discussion and input.

Preparing Draft and Final Reports for Dissemination

Based on the needs of the client, we will report out or summarize the information collected, decisions, and issues that arose during the meeting. We will prepare both draft and final reports on the outcome and, if requested, any follow-up recommendations.
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Virtually all projects involve some amount of research. However, in recent years, we have greatly expanded our capacity to conduct both in-depth quantitative and qualitative research. Our methods include: paper and web-based surveys; intercept interviews; focus groups; secondary research reviews; competition and partner benchmarking, and various methods of data analyses.

We offer a ranges of services, including: quality assessments, determining feasibility of new initiatives, customer satisfaction surveys, determining training needs, assessing competency levels, survey database development, planning survey design, sampling and survey development, analyses of quantitative and qualitative survey data, and report production.
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Employees are constantly being asked to reach new heights, meet new challenges, innovate, and deal with ever-changing issues and demands. To help your employees maximize their talents and energies, we offer a variety of training and development services. All training courses are customized based on client need and to make the content relevant to the workplace. If additional or different topics need to be covered, the course can be modified accordingly.

COPEs training delivery style is well grounded in adult learning theory and is highly interactive with a frequent small group work, individual participation, and whole group exercises. By working with the client prior to training, we customize the materials to be highly relevant to the work environment increasing the transfer of learning back to the workplace.
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In addition to delivery of off-the-shelf courses, we also provide a full spectrum of training and development services including: needs analysis, training material development, online course development, job aid creation, training delivery, executive coaching, on-the-job training, assessment, and follow-up.

Training Course Descriptions:
Course Title: Time Management

This class covers approaches time management from a productivity perspective. Beginning with an understanding of the basic elements of time and time management, participants become aware of how they sabotage their own productivity. This class helps participants find their time robbers and take steps to eliminate them by learning multiple strategies to really get things done. By the end, participants should be able to use these tools to gain an hour a day to become more productive.

This approach is not dependent on a particular time management platform, so it applies whether you use a paper day planner, an online calendar, or a handheld electronic device.

Course Title: Project Management

This project management course takes participants through all phases of project planning from understanding the people side of a project through the steps necessary to close out a project. Participants will learn:

· The people side of project management: team selection; group dynamics

· Defining a projects scope, specifications, assumptions, and measures of success

· Composing a comprehensive project overview statement

· Effective planning skills

· Developing a work breakdown

· Creating timelines and Gantt charts

· Establishing task relationships and critical path activities

· Maintaining project controls

· Effective and efficient meeting management skills

· Estimating and assessing risk

· Closing out a project

Course Title: Team Tools for Effective Decision-Making

Team Tools is a highly interactive training session that introduces to the participants various methods for effective decision-making in groups. While utilizing the techniques, participants learn how each one works and situations for their effective use. After the training, teams will be able to use these new techniques when faces with problems to solve or decisions to make.

Who should attend: Team leaders with their teams; team leaders as a group; facilitators; trainers; project managers; managers; supervisors; committee chairs; anyone with the responsibility for leading a group in decision making.
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Course Title: Hiring and Interviewing

Effective interviewing skills speed up the interview process and help ensure that you are hiring employees best suited for your organization. This course also covers the legal aspects of hiring to reduce your liability.

Participants will learn behavior-based interviewing skills that help them create a solid set of questions to ask candidates that will solicit detailed and performance relevant answers.

Anyone who is responsible for interviewing employees should attend this course: managers, supervisors; and team members who may be on an interview panel.

Course Title: Coaching and Feedback

In order to continue to develop your employees’ skills and to address issues as they arrive, managers and supervisors need to improve their skills at coaching employees and providing feedback. In this class, participants will: become aware of opportunities for coaching and feedback; learn to recognize supportive and non-supportive coaching behaviors; learn about the relationship between coaching and performance management; and complete a small group activity to demonstrate their understanding of the coaching process.

Course Title: Performance Management

In order to manage employee performance throughout the year, managers and supervisors need to build the skills to use performance management as an ongoing tool, not just on a once-a-year appraisal. This class can be customized to include performance review forms and or software used by the Client to make the training highly relevant to the workplace.

In this class, participants will: learn the Performance Management Continuum; learn the importance of establishing and communicating performance expectations; understand the difference between coaching and corrective action; be able to write and deliver effective, meaningful, and appropriate appraisals of performance; and understand how to tie employee development plans to their performance appraisals.

Course Title: Introduction to the MBTI (Myers Briggs Type Indicator)

The Myers Briggs Type Indicator (MBTI) is a scientifically validated instrument used to determine peoples preferences in communication styles. Prior to taking this class, participates fill out MBTI assessments which are scored by the instructor. This interactive course introduces participants to the MBTI system, each of the type groupings, and how to apply the knowledge of type indicators effectively.

This class can also be conducted on a one-on-one basis. Consulting rates apply.

Course Title: Advanced MBTI

Building on the foundation laid in the Introductory class, this class is often taken by managers and supervisors to gain a deeper understanding of the types and how to manage people based on their communication styles. Conflict resolution is also addressed.
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Course Title: Life Orientations Training (LIFO)

Research has shown that over 80% of reported communications problems are problems of style. In today's work environment, communications are complicated enough without the added effects of style differences. This workshop incorporates either the Life Orientations Training (LIFO) developed by B-Con LIFO. Unlike other communications training, this approach offers a strength-based approach, focusing on what is right about us. This positive approach helps people deal more effectively with each other and problems in many situations, in both favorable and unfavorable settings. The results are immediately useful and applicable at home and at work. Real examples are used during class so the work is extremely relevant, practical, and helpful. This course includes:

· LIFO Survey: Discovering Your Style

· Four Windows to the World: Understanding the Four Main Styles in Favorable and Adverse Situations

· The Four LIFO Strategies

Course Title: Personal Computer Coaching

Nearly every employee uses a computer daily, but most are not using it as efficiently as possible. Do you have an office guru that everyone goes to for help on Microsoft Office applications? Your employees are using his or her valuable time that could be spent on task.

Desktop training is more of a one-on-one coaching session than a class. In consultation with the employee, COPE will assess his or her current skill level and identify which specific skills they need to become more productive. Based on that assessment, a learning plan is built and COPE will train each employee at his or her own computer so any customization that is done is already set up on the workstation. This can also be done early or late in the day for executives who would like private training.

Course Title: Creating Respectful Work Environments: Preventing Harassment & Discrimination

Creating Respectful Work Environments: Preventing Harassment & Discrimination focuses on how to create a respectful and non-discriminatory climate in the workplace, understanding legal standards governing sexual harassment and other discriminatory behaviors, including race, age, disability, national origin, etc. Participants will learn how such claims or complaints should be handled, what legal liabilities might exist, and how to respond. The Consultant emphasizes the creation of a respectful work environment and best HR practices regarding such issues.

Course Title: Stress Management in a High Performance Culture

Employees must often address stressful events and situations as a normal course of their daily work. This workshop will assist participants in understanding what causes the most stress, both event-induced and people-induced stressors. Participants will develop methods that can help them tolerate the stressors that cant be changed as well as learn the five Ill-Logics that prevent us from solving problems and reducing the level and effect of stressful events. Whether its litigation deadlines, tense negotiations, difficult client needs and demands, the stress of running an office, or any of the other continued stressors we experience as employees, participants will learn to build the endurance necessary to get through the day.
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Course Title: Delivering Excellent Telephone Customer Service

This class is designed for people whose primary job is to speak with customers over the telephone. Excellent telephone customer service is especially critical to the perception of your agency by the public.

In this class, participants will learn to: prepare their workspace to effectively take calls; describe the importance of smiling while on the phone; improve effectiveness at providing customer service over the telephone; improve active listening skills; effectively handle rambling callers; ask appropriate open-ended or closed-ended questions; utilize new techniques such as paraphrasing, summarizing, and reflecting when communicating with the customer; and utilize good voice techniques.

Course Title: Delivering Excellent Customer Service

This course is designed for anyone who provides service to customers. It begins with the fundamentals of customer service and ends with service recovery (what to do when something goes wrong). In this class, participants will learn to: articulate the value of excellent customer service; identify your internal and external customers; describe moments of truth in your organization; define characteristics of good customer service where you work; understand basic customer needs and how to meet them; portray the importance of good communication techniques; improve your ability to give and receive feedback; deal with challenging customer service situations.

Course Title: Managing for Excellent Customer Service

Unless managers and supervisors understand the factors that support employees’ ability to provide excellent customer service, quality will not improve. In this class, participants will earn how to look for opportunities for improvement and change through three modules in this one and a half day class.

The first module addresses personnel management: manage the performance of individuals and work groups in terms of setting expectations and standards; prioritizing workloads; identify best practices; create accountability measure and reward and recognition systems.

The second focuses on the customers and the Clients relationship with those customers. In this module, participants learn to create customer feedback mechanisms; identify improvement opportunities by understanding the techniques of surveying and the value of process improvement; develop systems approaches to recurring problems or complaints; overcome barriers to improvement; and tie training to improved service.

In the third module, participants learn more issues that relate customer service to quality hires and trained staff. During this portion of the 1.5 day class, participants learn to: understand customer service from a managerial and supervisory perspective such as hiring good customer service personnel; address the unique needs of some customers; deal with internal customers that participants do not supervise; and, how to change to a customer service culture.
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Course Title: Presentation Skills

In this class, participants will learn how to structure a cohesive presentation whether they have 5 minutes to speak or 8 hours. Learning what to avoid, then how to plan a presentation that flows well and includes interaction with the audience prepares participants for delivering a brief presentation at the end of the training session. Working in pairs, participants develop a brief presentation on a relevant topic and present to the group, receiving constructive feedback. The effective use of PowerPoint is addressed in the class, but is not part of the practice presentation.

This class can be made longer or spread over two days to give participants time to work on job-specific presentations for delivery to the group on the second day. It can also be set to coincide with a number of presentations that your agency will be making, such as at a conference, to prepare all the speakers to give high-quality, persuasive presentations.
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Project management is a carefully planned and organized effort to accomplish a specific effort and i
ncludes defining project goals and objectives, specifying tasks or how goals will be achieved, what resources are need, and associating budgets and timelines for completion. It also includes implementing the project plan, along with careful controls to stay on track.

COPE provides support for all phases of project management, including: project planning, implementation, evaluation, and support/maintenance.

COPE also offers program integration services, including: visioning, coaching, training, project management, and policy analysis.

	LABOR CATEGORY NAME
	Unit:
	Hourly:
	Daily:

	SIN NUMBER 874-1

Training Developer/ Instructor I
	N/A
	$143.57
	$1,148.55

	Training Developer/ Instructor II
	N/A
	$191.43
	$1,531.40

	Strategic Planning Retreat (Basic)

Price is for 1 Day
	N/A
	
	$4,307.06

	Strategic Planning Retreat (Full)

Price is for 2 Days
	N/A
	
	$6,221.31

	
	
	
	

	SIN NUMBER 874-1, 874-2, 874-3
	
	
	

	Facilitator I
	N/A
	$143.57
	$1,148.55

	Facilitator II
	N/A
	$191.43
	$1,531.40

	SIN NUMBER 874-1, 874-2, 874-3, 874-7
	
	
	

	Consultant I
	N/A
	$95.71
	$765.70

	Consultant II
	N/A
	$143.57
	$1,148.55

	Consultant III
	N/A
	$191.43
	$1,531.40

	Administrator I
	N/A
	$38.29
	$306.28

	Administrator II
	N/A
	$57.43
	$459.42

	Administrative Assistant
	N/A
	$17.23
	$137.83

	SIN NUMBER 874-7

Project Manager I
	N/A
	$95.71
	$765.70

	Project Manager II
	N/A
	$119.64
	$957.12

	COURSE NAME
	Course
	Minimum
	Maximum

	Description
	Price
	Length
Persons
	Persons

	SIN NUMBER 874-4

Time Management
	$900.00
	4 Hours
5
	20

	Materials fee: $0.08/page of handout/materials

Project Management
	$3,600.00
	2 Days
9
	20

	Materials fee: $0.08/page of handout/materials

Team Tools for Effective Decision Making
	$900.00
	4 Hours
5
	20

	Materials fee: $0.08/page of handout/materials

Hiring and Interviewing
	$900.00
	4 Hours
5
	20

	Materials fee: $0.08/page of handout/materials

Coaching and Feedback
	$900.00
	4 Hours
5
	20

	Materials fee: $0.08/page of handout/materials

Performance Management
	$900.00
	4 Hours
5
	20


Materials fee: $0.08/page of handout/materials
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	COURSE NAME
	Course
	
	Minimum
	Maximum

	Description
	Price
	Length
	Persons
	Persons

	SIN NUMBER 874-4 (continued)

Introduction to the MBTI

(Myers Briggs Type Indicator)
	$2,250.00
	1 Day
	8
	20

	Materials fee per student: $35.00

Advanced MBTI
	$2,250.00
	1 Day
	8
	20

	Materials fee per student: $35.00

Life Orientations Training (LIFO)
	$2,250.00
	1 Day
	5
	20

	Materials fee per student: $35.00

Personal Computer Coaching
	$90.00
	as needed
	1
	1

	Price is $90.00/hour

Materials fee: $0.08/page of handout/materials

Creating Respectful Work Environments:

Preventing Harassment

& Discrimination
	$900.00
	4 Hours
	5
	20

	Materials fee: $0.08/page of handout/materials

Stress Management in a High

Performance Culture
	$1,800.00
	1 Day
	5
	20

	Materials fee: $0.08/page of handout/materials

Delivering Excellent Telephone

Customer Service
	$900.00
	4 Hours
	5
	20

	Materials fee: $0.08/page of handout/materials

Delivering Excellent Customer Service
	$900.00
	4 Hours
	5
	20

	Materials fee: $0.08/page of handout/materials

Managing for Excellent Customer Service
	$2,700.00
	1.5 Days
	5
	20

	Materials fee: $0.08/page of handout/materials


	
	
	
	

	Presentation Skills
	$900.00
	4 Hours
	5
	15


Materials fee: $0.08/page of handout/materials
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SIN 874-1: CONSULTING SERVICES
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SIN 874-2: FACILITATION SERVICES
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SIN 874-7: PROGRAM INTEGRATION AND PROJECT MANAGEMENT SERVICES
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GOVERNMENT AWARDED PRICES (NET PRICES)
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