Appendix 2 – Delivery of existing courses through Irish 

[bookmark: _Hlk209963763]Existing Courses
	No.
	Course Title

	1
	Professional Telephone Skills Level 1

	2
	Advanced Telephone Skills Level 2

	3
	Professional Writing Skills

	4
	Speaking with Clarity and Confidence

	5
	Effective Meeting Skills

	6
	Presenting with Impact

	7
	Introduction to Writing Civil Service Documents

	8
	Speech Writing

	9
	Minute Taking



Course Details
	Course Title
	Professional Telephone Skills Level 1

	Course Objective, Goals and Learning Objectives
	This course equips learners with the understanding, practical skills, and confidence to deal with customer calls in a firm, professional and efficient manner.
Outcomes:
· Be equipped with a framework for implementing excellent customer service
· Have developed proven techniques to reduce conflict, maintain control and minimise conscious/ unconscious bias
· Know how and when to appropriately end calls
· Learners will improve their listening skills
· Learners will know how to assess resilience and self-regulate their own behaviour.
 

	Target Participants
	Services officer – Higher Executive Officer/Administrative Officer 

	Duration
	Virtual Delivery: One [1] x half day session



	Course Title
	Advanced Telephone Skills Level 2

	Course Objective, Goals and Learning Objectives
	This course equips learners with the understanding, practical skills, and confidence to handle particularly challenging or difficult calls in a firm, professional and efficient manner.

Outcomes:
· Understand how to reduce conflict, maintain control and minimise conscious/unconscious bias.
· Know how to address challenging behaviour confidently and assertively.
· Have a step-by-step method for dealing with difficult, disruptive or disturbing calls.
· Have a structured approach to recharging resilience levels.
 

	Target Participants
	Staff dealing with high volume of front-line telephone communications and/or expected difficult calls / Contact Centre staff (Services Officer – Principal Officer)

	Duration
	Virtual Delivery: One [1] x half day session



	Course Title
	Professional Writing Skills

	Course Objective, Goals and Learning Objectives
	This course gives learners a clear understanding of what excellent professional writing looks like and show learners the way to use the skills of planning, editing, and proofing to confidently achieve this.
 
Outcomes:
· Be able to plan and write in a way that is focused, concise and has a clear message or intent for their reader
· Understand the importance of high standards in all written communications
· Understand clearly the structure of an effective letter, email or note
· Be able to check grammar and spelling quickly
· Know a repeatable preparation method that ensures learners have confidence in how they approach all professional writing
 

	Target Participants
	All grades (CO-PO)

	Duration
	Virtual Delivery: Two [2] x half day sessions



	Course Title
	Speaking with Clarity and Confidence

	Course Objective, Goals and Learning Objectives
	This course will equip learners with the knowledge, practical skills and preparation techniques to allow them to unlock their own communication style and ensure that they have the confidence to speak with clarity.
 
Outcomes:
· Understand a step-by-step communications process, and the universal principles underpinning channels and methods of communication.
· Have reflected on the common barriers to confidence in communication and have strategies to overcome same.
· Understand how to identify drivers of nerves and have techniques to deal with the symptoms.
· Understand and have implemented the steps to building confidence.
· Know why interpersonal and communication skills are important and have a framework to develop practical, relevant skills in the area.
· Understand unique communication styles and have a proven capacity to unlock potential to maximise the impact in every interaction.
· Have the proven ability to deliver a communications input with confidence and conviction, even in unstructured interactions.
· Grasp the importance of listening to understand, rather than listening to respond; be able to listen with proactive empathy.
· Recognise the different communication challenges in a virtual/blended environment and know how to address these challenges.
 

	Target Participants
	CO-HEA/AO

	Duration
	Virtual Delivery: Two [2] x half day sessions



	Course Title
	Effective Meeting Skills

	Course Objective, Goals and Learning Objectives
	This course will equip learners with the knowledge, structures, approaches and practical skills to plan, run and contribute to excellent and effective in person, remote and blended meetings.
 
Outcomes:
· Have a step by step, question driven approach, to preparing for meetings.
· Know how to establish if a meeting is the best method for achieving the set objective, and how to assess what they must contribute to any meeting they attend
· Be clear on how to identify what the key outcomes for each meeting are, what decisions are needed and what attendees are required to meet those outcomes and make those decisions.
· Be able to craft an agenda that captures the decisions needed, outcomes required and information to be shared.
· Have a proven ability to write an agenda that facilitates productive, timely and structured meetings and prepared attendees.
· Understand the roles and expectations of all participants in a meeting (e.g. Chairperson, Participant, Minute Taker etc.)
· Know how they should behave in every meeting and the importance of confidentiality and etiquette.
· Be able to facilitate a meeting that ends with all decisions made being captured clearly; with no ambiguity over what decision was made, what actions were agreed, who owns each one, what output is expected and by when.
· Have identified the common difficulties that occur at meetings, online, in person and blended, and have an action plan to deal with each.
· Know how to ensure, in an inclusive manner, that all attendees participants.
· Understand that meeting etiquette, structure and approach is a core element of making a workplace fully inclusive.
 

	Target Participants
	Staff involved in meetings (Grades CO-PO)

	Duration
	Virtual Delivery: One [1] x half day session



	Course Title
	Presenting with Impact

	Course Objective, Goals and Learning Objectives
	This course will equip learners with the capacity for presenting with impact and give learners an efficient and logical method of preparation to ensure they deliver to their potential every time they get the opportunity to present.
 
Outcomes:
· Know how to plan a presentation from start to finish and will have a replicable step by step method of preparation.
· Be able to adapt this structure to any context; including face to face, virtual and a blended environment.
· Understand, and be able to implement, a specific presentation structure.
· Understand, and be able to implement, a specific structure for each element of a cohesive presentation.
· Appreciate the necessity of starting with the needs of the audience first and have practical experience of profiling an audience in advance of delivering a presentation.
· Understand the impact of story as part of a presentation and have the confidence to employ this essential technique.
· Have a proven capacity to implement the communications skills and behaviours needed to present effectively and with earned confidence.
· Appreciate and value the necessity of verbal practice and logical preparation.
· Be able to implement all of the core structures and skills, even in difficult situations and have the techniques to cope in challenging moments.
· Have a series of practical techniques to deal with nerves.
· Know how and when to use slides to amplify the presenter’s objective and message.
· Be able to unlock the potential of their own natural confident body language, tone and presentation style.
 

	Target Participants
	All grades: CO-PO

	Duration
	Virtual Delivery: One [1] x full day session and One [1] x half day session
 
Note: final half day will involve participants giving a presentation and 
receiving feedback from the instructor and their peers



	Course Title
	Introduction to Writing Civil Service Documents

	Course Objective, Goals and Learning Objectives
	This course will equip learners with a clear understanding of the different types of documents that exist in the Civil Service, their purpose in the democratic functioning of the State, and a practical understanding of how to produce them.
 
Outcomes:
· Give learners an understanding of the range of different Civil Service documents and their purpose
· Be able to identify the document’s key message and how best to match it to the reader/audience
· Know how to structure Civil Service documents effectively
· Have the ability to produce high quality Civil Service documents that are easy to read, understand and action
· Have the capacity to analyse the reader/audience and tailor the language and structure to meet their specific needs
· Give learners an understanding of the importance of Plain Language and their obligations in this regard
 

	Target Participants
	Grades EO-PO

	Duration
	Virtual Delivery: One [1] x full day session



	Course Title
	Speech Writing

	Course Objective, Goals and Learning Objectives
	This course will equip learners with everything they need to write engaging, purposeful and clear speeches for any speaker.
 
Outcomes:
· Understand the speechwriting process in a Civil Service context
· Know how to assess a speaker’s style and to define their specific requirements
· Be able to prepare effectively to draft a speech in the Civil Service context
· Know how to develop a topic and structure content
· Be able to write speeches that are structured like they should be spoken
· Understand the rhetorical techniques needed to land and emphasise a point
· Know how to draft speeches that effectively communicate a message and better persuade your speaker’s audience
 

	Target Participants
	Grades HEO/AO-PO

	Duration
	Virtual Delivery: One [1] x full day session



	Course Title
	Minute Taking

	Course Objective, Goals and Learning Objectives
	This course will equip learners with the skills required to be a confident minute taker who is aware of the importance of clear, accurate minute taking and of how to fulfil their role exceptionally, while avoiding common pitfalls.
 
Outcomes:
· Understand the purpose of minute taking
· Be aware of the pitfalls when fulfilling this role and how to avoid them
· Be able to identify what information needs to be recorded
· Understand the role of the minute taker prior to, during and after a meeting
· Understand the importance of listening
· Know how to follow an effective note taking method
· Be able to record action points in clear and simple language
· Be able to produce concise and coherent minutes
 

	Target Participants
	CO – HEO/AO

	Duration
	Virtual Delivery: One [1] x half day session



