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An innovatory, online training programme
designed for newly appointed first-line
managers or those already in post with no
formal training as a line manager.

Course Details
Originally developed for a group of organisations
including Astra Zeneca, Vodafone, Barclays, the
Home Office, Ministry of Defence and HM
Treasury, the course has subsequently been used
by over 50 ‘blue chip’ UK organisations in both
the public and private sectors.

Each of the three
modules in the
programme is
supported by a
comprehensive
training manual,
specially developed
for the programme,
providing in-depth
coverage of the

course content as well as case studies, examples,
developmental activities and self-assessment
tests. Over the duration of the programme the
course tutors will post further readings and case
studies to support the participants.  

Online learning
provides greater
flexibility than
traditional face-to-
face teaching allowing
the participants to
follow the programme
at a time and pace to
suit themselves. This
course has been
designed as
collaborative learning
with the participants encouraged to share their
experiences and to learn from each other. 

Delivery of the Programme
The course is delivered online over a period of 12
or 18 weeks. (We understand that the
participants will have busy jobs so the length of
time can be chosen to suit the needs of a
particular organisation.) 

Each of the three modules is divided into Part A
and Part B with an online workshop in each part,
i.e. a total of six online workshops over the
course of the programme. In addition to the
workshops, the course tutors will post topics for
debate amongst the participants and provide
feedback.

Assessment (optional)
Included in the training manuals are multiple
choice, true/false and short word answer
questions at the end of Part A and Part B in each
module. Successful completion of these
assessments will lead to the award of a Diploma
in Management endorsed by Chichester
University. The University was recently ranked in
the top 30 of UK universities.

This is by far the most
successful training programme we
have used to develop the skills of

our first-line managers.”
Training Manager, AstraZeneca

“The training material is clear, thought-
provoking and comprehensive. 

It has made a significant difference to
the skills of our people.”

Head of Professional Development, 
HM Treasury

“98% of the participants rated the
programme as either ‘very good’ or

‘outstanding’.”
Head of People Development,

Ministry of Defence (Procurement)

“

The material is
outstanding and the

participants found the
programme a valuable

part of their career
development.”

Training Co-ordinator,
Vodafone

“As a direct result
of the programme
we were able to

promote 3 out of the
16 participants
because of the

additional skills they
had developed.”

Training Manager,
Barclays Bank



MODULES

Module 1:  Personal Effectiveness

PART A
Personal Leadership

•  What is Leadership?
•  Leadership Styles
•  Facilitative Leadership
•  Leadership and Organisational Culture

Communication Skills
•  The Art of Communicating
•  Non-Verbal Communication Skills
•  Team Meetings and Presentations
•  Writing Skills

PART B
Negotiation and Influencing Skills

•  Developing Personal Influence
•  Negotiating Skills
•  Persuading and Influencing Skills
•  Achieving Results Through Assertiveness

Time and Stress Management
•  What is Time Management?
•  Managing Time
•  Understanding Stress
•  Managing Stress

Module 2: Managing People

PART A
Building an Effective Team

•  Teamwork in Practice
•  Diagnosing Team Roles
•  The Stages of Team Development
•  Managing a Team

Coaching and Developing People
•  Individual Learning and Development
•  The Process of Learning
•  The Fundamentals of Coaching
•  Coaching and Mentoring for Development

PART B
Handling Inter-Personal Conflict

•  Understanding Conflict
•  Approaches to Conflict Management
•  Styles of Conflict Management
•  Handling Conflict

Managing Performance
•  Theories of Motivation
•  The Objectives of Performance Management
•  Managing the Non-Performing Employee
•  Giving and Receiving Feedback

Module 3:  Managing Operations

PART A
Resource Management
•  Costing and Budgeting for Resources
•  Productivity Measures and Targets
•  Gathering and Analysing Data
•  Solving Problems Creatively

Customer Service
•  Understanding Customer Service
•  Identifying Customer Needs
•  Exceeding Customer Expectations
•  Solving Customer Problems

PART B
Quality Systems
•  Understanding Quality
•  Quality and the Operations Process
•  Managing Quality
•  Continuous Improvement Initiatives

Managing Change                                                                                                                                                       
•  Understanding Change
•  Implementing a Change Process
•  How to Lead Change
•  Overcoming Resistance to Change

“One of the best training
programme we have invested in.”

Head of Training, Home Office



For further information, please contact:

London School of Management Education
Cambrian House
509-511 Cranbrook Road
Gants Hill
Essex IG2 6EY (UK)

Tel: +44 (0)208 594 8462
Fax: +44 (0)0208 626 7061

Email: info@lsme.ac.uk
Website: www.lsme.ac.uk

How Organisational Culture Develops

Start with a cage containing five apes. In the cage
hang a banana and put steps underneath. One of the
apes will go to the steps to get the banana. As soon
as it touches the steps spray the other apes with cold
water.  

Soon another ape will make the same attempt but
again spray the other apes with cold water. Before
long whenever an ape tries to climb the steps the
other apes will attack it even if they are not sprayed
with water – so they will stop trying.   

Now remove one ape from the cage and replace it
with a new one. The new ape will see the banana and
go to the steps but the other apes will attack it. After
a few more attempts it knows that if it tries to climb
the steps it will be attacked, so it stops trying.   

Remove another of the original apes and replace it
with a new ape. The newcomer goes to the steps and
is immediately attacked. The previous newcomer also
takes part in the attack. 

Now replace a third ape. The new ape makes it to the
steps and is attacked. Two of the four apes that attack
it have no idea why they’re not permitted to climb
the steps or why they’re participating in the beating.   
After replacing the fourth and fifth apes all of the
original apes will have been replaced. Nevertheless,
no ape will ever again approach the steps. Why not?
Because...  

‘That’s the way we’ve always done it around
here and that’s the way it will always be done.’


