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This workshop teaches skills and tools for Managers 

and Team Leaders to build strong, resilient teams and 

techniques to create a resilient work environment. 

Participants will learn how to become more proactive 

about consumer focus, covering key values for aged 

care: customer satisfaction, maintaining the spirit, 

team effectiveness and effective communication.  

This workshop delivers the tools for Managers to 

monitor team performance, review goals and assist 

teams to match their behaviour to the goals and vision 

of their facility.  

 

This is an interactive workshop which has a strong 

peer-to-peer learning component. Participants will  

walk away with a comprehensive action plan for 

implementing these skills and tools with their teams.  

Participants will bring enhanced skills back into their 

workforce which will equip them to achieve better 

outcomes for both their facility and their residents 

through better equipped, more effective and 

accountable teams. 

 

Who should attend: 

Current and emerging leaders, senior manages and team leaders. 

 

 

Details: 

 

Brisbane  

3 March 2020 

10:00am – 1:00pm  

LASA Brisbane Office 

6 Pavilions Close 

Jindalee   Qld   4074 

 

 

Registration: 

 

$250 + GST LASA Member 

$350+ GST Non Members 

10% Discount for groups of three (3) or more 

people 

 

Register at: (insert link) 

 
  

Outcomes of this course: 

 Each participant will walk away with a 

personalised action plan for building a 

resilient team, covering next-level skills 

in consumer service, maintaining the 

spirit, building effective teams and 

communicating effectively.  

 Participants will have completed a set of 

goals and action plans both for 

themselves and their teams for 

continuous improvement  

Want to know more?   

Join us from your computer tablet or 

smartphone for a FREE introductory webinar 

on Tuesday 26 November 2019 at 2:00pm 

AEDST  
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Key values: 

 

Consumer Satisfaction 

Participants will learn the key values of engaging, listening and seeking the highest good for the 

consumer, becoming more proactive and customer focused. This includes the value of delivering 

consumer dignity and choice. 

Tools participants will walk away with include: Proactive fFeedback. Effective lListening. Consumer 

fFocus. Handling cComplaints. 

 

Maintaining the Spirit 

This workshop delivers skills and tools to monitor team’ performance, review goals and to assist teams 

to match their behaviour to the goals and vision of their facility. Participants will learn how to sustain 

positive energy levels through monitoring performance and to strengthen trust and loyalty within their 

teams. 

Tools participants will walk away with include: 1 on 1 cCommunication. Linking bBehaviour to Mmatch 

gGoals. Encouraging cCulture and vValues.    

 

Team Effectiveness      

This key value is supported with tools to ensure teams match their behaviour to team and organisation 

goals. Participants will learn how to take personal responsibility for their teams and to create healthy, 

motivated, energetic work environments.  

Tools participants will walk away with include: Team bBehaviour Key Performance Indicators and 

aAction.. Personal rResponsibility and aAccountability 

 

Communication Effectiveness 

Communication and listening skills are a key value in creating a resilient and responsive team 

environment. Skills presented in this workshop include: giving and receive effective feedback, speaking 

your truth and setting boundaries. These are essential to create an accountability team. 

Tools participants will walk away with include: Effective fFeedback. Setting bBoundaries. Speaking your 

tTruth. 

 

About the Facilitator – Vicki Bennett  

Trainer, keynote speaker, consultant, mentor, author of 28 books including The Effective Leader, for 

over three decades Vicki Bennett has been providing programs about leadership, consumer focus, 

effective communication, achieving outcomes and building effective teams for over three decades.   

These programs have been adopted by many companies in Australia and overseas, among them: 

PowerLink Qld, BHP, Brisbane City Council, St Andrews Hospital, Adecco, BP Oil Australia, SEPR, QAD, 

Westpac, Education Department, Raine & Horne, LASA, Southern Cross Care. Vicki is also an 

experienced trainer in the aged care sector, having implemented change management, leadership and 

team training programs over two decades. 
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