
Coaching Sticky Situations & Stinky People
April 17, 2015, 2:30-4:30 pm EST
Is part of your job to tactfully have difficult or dreaded conversations with 
other people from time to time? Are you the one expected to address 
behavior issues and underperformance in the workplace and often feel 
like you’re not getting anywhere when you do?

Research shows that very few of us have had any training on how to 
deal with sensitive issues like personal hygiene, someone who wears 
too much cologne or even over use of humor. Learn how to utilize best 
practices when addressing employee in-fighting, gossip, disrespect and 
what appears to be a serious lack of cooperation.

What sticky situations have you been up against?  Are there some people 
you would describe as stinky due to their inappropriate self-management 
or  the fact they can’t play well with others? Join Honey Shelton and learn 
about understanding and addressing unwanted behavior.  You will be 
taking notes about coaching that works! This empowering, practical and 
useful information can reduce the stick and the stink!  Highlights include:
	 Rules of the sticky and stinky road
 Common traps
 Overcome your fear of confrontation and conflict
 How and when to say what needs to be said
	 Learn key principles that when applied help build bridges
 Put in play the High Five of coaching

Presenter: Honey Shelton, InterAction Training
Audience: All supervisors, HR personnel, department heads and 
branch managers will benefit from this information-packed webinar.

10 Traps to Avoid on the Frontline
April 21, 2015, 2:30-4:30 pm EST
Your frontline holds the keys to impression management and service 
delivery. Develop these service providers into successful independent 
contributors, as well as valuable team players. 

This fast-moving webinar identifies the behaviors, thoughts and attitudes 
that the frontline can fall into without realizing the negative impact it makes 
on customers, management and the bank. Whether the staff member is 
new or long-term, there is an opportunity to learn, or to be reminded of, 
traps that can bankrupt their success or lead to a miscarriage of any bank’s 
mission to serve its customers well. They’ll learn how to avoid the traps 
and become more efficient, confident and prepared to tackle the daily 
responsibility of knocking customer service and team work out of the park. 
Today’s customer expects more, and the bank must deliver. When any of 
the following traps come into play the customer can harm your reputation, 
report the incident to the CFPB or take their business elsewhere. That 
will be stressed as we address:

	 Ignoring reputation destroyers
	 Relying on a single skill-set
	 Deferring to someone else to solve issues
	 Slipping into unprofessional behavior
	 Resistance to double-checking work and decisions
	 Failing to correct critical thinking errors
	 Teamwork Hiccups
	 Being too rigid or too lax
	 Buying into prejudice or stereotyping
	 Blind spots when it comes to customer service

Presenter: Janice Branch, InterAction Training
Audience: All frontline staff including tellers, head tellers, supervisors, 
new accounts, loan preparers and trainers will benefit.

About Webinars
A webinar is an online seminar featuring audio, PowerPoint and interactive 
features. It may be viewed on most devices (computer, tablet or smartphone).
Live Webinar Option - Each Live Webinar registration provides one 
con- nection to the webinar, materials and access to the On-Demand We-
binar for 30 days. You will be able to ask the speaker questions during the 
broadcast. You will receive instructions and materials prior to the seminar. 
On-Demand Webinar Option - An On-Demand Webinar is a recorded 
webinar that can be viewed at your convenience (24/7). With an On-Demand 
Webinar regis- tration, you may view the program for 6 months (access to the 
live webinar is not included).

Add events@confedge.com as a safe sender or have your IT Administrator add mail.confedge.
com to the SPF records or to your email system whitelist to ensure that you receive emails 
from the registration system.

Support: (for faster service please submit via email or online): 
Registration Questions: Email: support@conferenceedge.com, Phone:  (877) 
988-7526; Broadcast Questions: Phone: 281-500-4065 x 1, Online: http://support.
omnovia.com; Seminar Content Questions: Contact MBA Education Department 
at (617) 523-7595.

Transmission, retransmission or republishing of the webinar is prohibited. Your registration 
entitles you to one connection at one location with permission to copy materials for participants. 
If you wish to have multiple locations participate, please complete one registration per location.
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