
Program Content:
Many supervisors and managers dislike giving employees needed 
feedback about surfing the internet, not following procedures correctly, 
criticizing other employees, or delivering poor customer service.  Supervi-
sors and managers fear employees will become defensive, or the result 
will be an unproductive and emotionally-draining argument. So feedback 
gets delayed, allowing costly work behaviors to continue.

Receive step-by-step guidance on how to give employees feedback to 
gain their cooperation to improve performance. Also learn two skills to 
resolve employee defensiveness if it occurs, and issues that are often 
behind it. Plus, learn how to give positive feedback effectively, something 
most managers don’t do. These skills are also highly beneficial during 
performance evaluations.

Actual workplace situations will be used for demonstration. A Learning 
Guide and Skill Reinforcement Cards will be provided.

Covered Topics:
 How to give employees feedback the way they want it to be given
 Greatly reduce the likelihood of employee defensiveness
 What to say and how to say it, including words and phrases, body 

language, etc
 Gain employee cooperation to improve performance
 Two skills to successfully resolve employee defensiveness
 Identify employee concerns about what you’re asking them to do
 Confirm agreement
 Give positive feedback that employees will believe and act on
 Highly skill based, not a lecture

Who Should Attend:
Branch managers, assistant branch managers, teller operations supervi-
sors, head tellers, and anyone responsible for the performance of direct 
reports.

Presenter:
Ross Blake is a senior level trainer with 25 years of experience in de-
signing and delivering training in conflict resolution, team building, per-
formance feedback, meeting facilitation, and other communication skills. 

His clients include several Fortune 500 companies as well as banks, 
manufacturing, service, military, and educational institutions. It’s important 
to Ross that his participants learn skills so they can make positive changes 
in their banks and credit unions. He has spoken at industry conferences, 
including ABA, and before other business and training groups.

He is the author of  How to Give Employees Performance Feedback & 
Resolve Resistance, and is a graduate of Ohio University.

Improving Employee Performance
in Everyday Work Situations & Reviews
A web-based seminar
Tuesday, March 28, 2017, 11:00 am - 1:00 pm (EST)

______________________________________________
Name Title
______________________________________________
Bank/Company
______________________________________________
Mailing Address 
______________________________________________
City/State/Zip
______________________________________________
Phone/Fax
______________________________________________
E-mail

*Please include an email address as this is how your webinar 
materials will be delivered to you.

Please check one of the following:
  “Live” Web connection     $265
  Additional connection for a branch     $75
  6-month “OnDemand” website link only  $295
  CD-ROM and materials only    $345
  Live plus OnDemand website link   $365
  Entire Package:  Live, OnDemand link, and CD-ROM $395
     plus materials   

Ways to Register:
ONLINE:  https://www.BankWebinars.com/Webinar/Details/2333/?idAff=17151
FAX:  (800) 831-3776
PHONE:  (800) 831-0678
MAIL:  TTS, PO Box 310, Waunakee, WI 53597
Method of Payment:
 Please invoice our bank
 Check made payable to TTS
 Master Card   Visa
Card Number: _______________________________________________

Expiration Date: _____________________________________________

Signature: __________________________________________________

Cancellation Policy:
Refunds will be given only for cancellations received in written form 3 business 
days prior to the program. If your bank is unable to participate after registering, 
you can also elect to receive an OnDemand website link to see the webinar 
at no additional charge.

If you are unable to attend the webinar, but would like to have this in-
formation for training purposes, you may also purchase an OnDemand 
website link and/or CD-ROM. 
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