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A Message from Saum...

“Sometimes life has a way of knocking the positive
attitude out of us while diminishing our enthusiasm,
focus, sense of humor, and resilience. Complaiing and
whining about it is not productive.

My message to you is simple: great with a
positive attitude. The idea of z1sin t of what you
have to create the best of wh determines what
experiences and rewards yo act into your lige.

This is not a new ide ng tne best at something takes
hard work and pe e. | will help you find those
opportunities i dv 1es by using humor as a stress
buster, laugh out loud, feel refreshed, and
exper indled enthusiasm!”
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Program Overview
el

A Kick In The Attitude!

Laughing while learning... Ever, and wouldn’t it
: ; be nice to enjoy learning whi 2 Fnter Sam Glenn in “A Kick
S (T In The Attitude!” e way of telling stories by
J i;"r using anecdotal situ ccurred in bis life. They are
"‘1_ - often very funny onjure up memories from your own
: ¥ . past,
24 Lid
‘;‘-“f f Ao, '9"{ In “% e Attitude!” Sam says, “lumor is the gateway to a
- "‘5 g i you just lighten up...even a little, it can do

ur attitude! Life gets better when we get better and
Ul starts with your attitude!”

So the question is, how do you develop a better attitude and why is
it important? We all want to have positive experiences at home and
at work, Watch this gilm to learn Sam Glenn’s four key principals
todio m’ng a happier and more positive work environment and life.
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Using This Program in a Training Session

There is no question that having a positive attitude is critical to the success of any
organization. But often, employees forget about this. They get distracted; they have
busy schedules; work piles up and employees get stressed out, We all need to be
reminded about the importance of keeping a positive attitude. The mesdae in A Kick in
the Attitude!” is fun to watch - and will reinforce the key message

' e" committed to it

. 'mge
- g [ f need to talk about

e phone, dealing with customers in person, or helping

th) Stomer complaints or concerns, every employee who has
¢ th customers should view this program. It’s a powerful
reminder that one of the core elements of great service is a positive
titude, its fun to watch, and it will help reinforce the training
you’ve already given on this topic. Remember, even if you only
service internal employees, they are also your customers.

ORGANIZATION-WIDE TRAINING:

“A Kick in the Attitude!” has a simple and powerful philosophy that
everyone in an organization can use. A great attitude is a benefit
regardless of the position in an organization.



Suggested Agendas

Two separate agendas are provided below to help you prepare for your training session. They can
easily be modiified to it your needs and or desired timeframe. On the following page we have also
provided you with an untimed agenda so that you may customize your own training session.

N
~~- .
s L5 Hour Agenda lime
Introduce the Training Session to Participants 5

Watch and discuss the VD
Break .
14-19

Discussion and Participate
Session Debrief 2
b
T 3Hour Agenda
Introduce the Training Session n
Watch and discuss the DV 2
Break -
Discussion a a 13
Discuss L ]
Discuss Ke 15
Break -
Discuss Reject Negutivi 16
Oiscuss Practice! 19
Session Debrief 2

1" Noteto Facilitator:
It you do not have time to do the full 3-hour training session then you may distribute the
remaining exercises to your participants so they may continue the complete the training on their
own.



Facilitator’s Personalized Agenda

You may wish to plan your own customized agenda that is digferent than the ones on the previous page.
Here is a blank agenda for your use.




Checklist for Facilitator

This checklist will help you gather everything that is needed to complete this training session.

Meeting Preparation

3 < Werite down your training objectives.

. Send the Program Overview (page 3) to your participan
ZU training session,

Location ;Ti— Create an atmosphere that is comfortable and co

;Wi— Book the room in advance.

;ﬁ* Provide a surface for writiny' " ately lit.
zﬁ* Check for sound.
i‘»ﬁ” Be sure all of the sea iew of the visuals,

Equipment ;ﬁ” Make sure th layer or computer is working.

through to be sure it works properly.

Materials
W0 of “A Kick In The Attitude!”
;f” Paper and pens or pencils

;ﬁ— Any required additional equipment
;Ti— Nametags



A Message to the Facilitator

You do not have to be a professional trainer to use this program. Sam Glenn’s
philosophy is straightforward and easy to implement. He believes that everyone can
bring their creativity, positive attitude and enthusiasm into every interaction with
customers and co-workers. The facilitator will act as a liaison to spread Sam’s
message. This is a process, not an instant cure. Not everyone will “buy-in right
away. But if you can help several people in your workplace become more creative
and positive, it will spread like wildfire. You will also help create a more enriched
workplace and it will become contagious. We promise!

Sam’s message is uplifting and most participants will leave with a renewed sens,
energy. Be sure to emphasize this and help them set high goals. Keep commun
open and continue to reinforce the positive. Let them share their though
brainstorm new ways to keep the energy alive both in the workplace a
When you are preparing the program remember the Jo//ou‘

Create an enmironmment wihere Le par ticjpant's feel foree o e Scussion,

Send owt a memo Lo partiicjrants with an agendly 5 10 accomphsh
athead of tive,

Pl forn music whiie peopre enter the 4

Make swre yow wateh the OV ZL e training
session,

Htwitepey Wil 1oL Ity Le bk,

)

Remind et defore iz e-man,

77y 0 Staqy on Lo by usiing workplace examples anmd/ storvés,

We have given you an overview of each training point that corresponds with a
PowerPoint display if you wish to use them. Each training point also has several
discussion questions and an exercise. Feel free to use these or create your own!
Sam would want you to be creative !




Introducing the Session to the Participants

Time Required: 15 minutes

Materials Needed: PowerPoint Program Qverview
Worksheet page 24

Objective: To introduce the subject, explain who Sam Glenn is and the

Facilitator and the participants to each other.

3§ Introduce yourself and tell them what you hope to a i2h, ell them

ST\ something about yourself, and create a positive a edimtmosphere. Have
everyone introduce themselves to each oup that you are there to
discuss how they can use their unique abii morable and lasting
relationships with customers and co- Sam’s training lessons.

‘;&Z.E Show PowerPoint slide numbe,
N\
)

v training lessons:

LIGHTEN UP
KEEP Y0,
REJE:

eryone that these four learning points will be fully beatured when they
ideo. Ask them to take notes when they watch the video and start to think
ey can implement the four training lessons into their job and lives.




Screen The DVD and Discuss it

Time Required: 45 minutes

Materials Needed: PowerPoint Program Overview
OVD Video: A Kick In The Attitude!
Worksheet pages 25 through 30

Objective: To understand how Sam Glenn incorporated the four traini
and job and how the participant can better understand how they can
their lives and jobs.

into his life
d into

Watch the OVD he Attitude!”

OV discussion Questions

After you finish watching the DVD, instruct
S your group to answer the discussion
questions and be prepared to have a group
discussion,

{ See the discussion questions on the next page and
V. remember to HAVE FUN!

R 1



‘ &7 Discussion Questions

a that bumor is the cornerstone of a good attitude. Do the teams in your organization use
wmor? How can you bring a better attitude into your organization?

Thormas Edison is known for being a great inventor but he also collected many noteboo
them daily with his staff. Edison discovered that because his staff laughed t
e more productive, more effective, and were better problem solvers. He u.
m’s attitude. Are there ways that you can add humor into you and your team’

of jokes

r, they
rove his
them.

Sam’s mother didn’t get upset and lose her cool when the police
- 3 boys duct taped themselves in the car. Clearly this was an a
LIGHTEN UP! She saw the humor in it and was able
were things haven’t gone your way? If so what was y
\ Could you have lightened up?

on the liighway after her

! Humor will help you stay positive at work bout being a comedian. It’s a way you can

avoid getting caught up in the mome Ei PERSPECTIVE. Sam Glenn realized the
value of keeping lis perspective e broke and the airline workers taped his underwear to
the outs st s Suations that have recently occurred either with your

. /hositiu titude when you're faced with a huge challenge? YES! Especially when

k times a Jugh. i’s more important than ever to keep a positive attitude, so you have to learn to
. Do you work with a negative person? How do you deal with them? Is it

at :I're some ways in which you can turn that negativity into a positive attitude?

\ /

Norman Cousins réjected negativity and was able to transform his situation into something positive

use he developed his sense of bumor. Do you complain a lot or does someone you work with

omplain a lot? Do you or they have a short temper? Do you or your co-worker judge others and

criticze them? If so, then you have to be willing to change. List some small steps that you can take to

alter your behavior or your co-workers. How can you be better at accepting constructive criticism or

how can you deliver constructive criticism to a fellow co-worker? 13




[raining Point: Lighten Up!

Time Required: 20 minutes

Materials Needed: PowerPoint Lighten Up!
Worksheet page 31

Objective: In the video Sam says that life gets better when we get better and it all starts with a

learn to Lighten Up!
Ask your participants to talk about ways that they can “lighten up” i ome. Talk
about how Thomas Edison used humor everyday and how using humo
your job.

How can you use humor with your customers or you‘ -wor
How can you “lighten up*?

Some

Have a joke osted in the kitchen or coffee area every

morning at

ce meeting ask everyone to brainstorm and write
eal lat can be implemented to help everyone “lighten

scorate your office with things that will make your co-workers
ustomers sale.

-~ Bring in something that is funny and will make people laugh at
your next staff meeting.

-~

Communicate consistently in person or on the phone. E-mail is
dine, but not the same as face to face or over the phone.

Be enthusiastic when you attend a meeting. Be encouraging.
 Celebrate small milestones and show praise in public.

Keep team meetings fun and lighthearted. Bring in coffee Mdﬂl
i food.



Training Point: Keep Your Perspective

Time Required: 20 minutes

Materials Needed: PowerPoint Keep Your Perspective
Worksheet page 32

Objective: Humor will help you stay positive at work and in life, but understand that humor isn’t
about being a comedian, It's about finding the lighter side when things go wrong.& Naccasion we can
all get upset and obsess over things at work,

ep breath and think before
u speak,

Do you lash out and yell?

Do you step back and process the
Situation? Remember how you feel when someone
gets upset with you.

Do you remain calm and patient?
Walk away from a stressful situation
Do you try to get all the infor and return when you are calm.
before you make up.uaur
Situation?

' ( Address the problem when you have a
more open mind,
r

We all have
get upset, so lis
remain calm.

0 lash out and
s that you can Werite down what the actual problem is.

l Sometimes it’s easier to see what the

5



Training Point: Reject Negativity

Time Required: 20 minutes

Materials Needed: PowerPoint Reject Negativity
Worksheet page 33

Objective: In the video Sam explains how Norman Cousins
rejected negativity and was able to transform hi
. into something positive. If negativity exists
 workplace, you need to take charge of
 return your workplace to a positive
do you do that?

0 how

One of the first steps t tivity in the work-
ere one person or
co-workers who gossip and
ce? Has corporate

ver created an apprehensive mood? ls
co-worker who is zapping everyone’s
enter the office or room? lf so, then you
ind the root of the problem. Gather a few
co-woners and ask them what they think the problem
could be and what can be done to fix it.

Once you get to the bottom of things, then you have to
resolve it. Negativity is like a virus, which will grow unless
it is stopped, It s not impossible to do this but it does take
some work. The important thing is to keep

thinking positively!



Training Point: Reject Negativity
Continued from page 16

For Managers, Team Leader’s, Supervisors Etc...

Discuss ways that you can help resolve this negativity.

'hﬁqf Some suggestions:

- Be a sounding board and listen to your co-work

*1" Schedule one-on-one meeting(s) and listen fi
" questions.

Be sure you write down M’ heir issues.

Stay on track and ask for thei 0 how the problem(s)

can be resolved,

Always have an op and be sure everyone knows the

workplace rules.

Complim

e n they finish the discussion and remain positive.
You il /e

up meeting and address the behavior as a

ays that issues can be resolved and don’t all into a gripe
sessio

Once you know the issues, act on them immediately!
Confront the negative person one on one and don’t let them off the hook.

There has to be consequences for negative behavior but allow people to
make mistakes. Don’t reprimand---only counsel or advise.

Reward employees who have a positive attitude, with a weekly or
monthly award or gift certificate.

Point out and recognize positive behavior and reinforce it with
positive feedback,



[raining Point: Reject Negativity
Continued from page 17

For Employees and Co-Workers, Teammates, Etc...

Ut you are having a problem with a coworker ask a manager to facilitate
a meeting between you and the coworker.

‘ﬁ({:‘ lnvite the co-worker out to lunch so that you can disc

differences face to face.

K lnvite the co-worker somewhere offsite to avoi drom the
group.

Call a team meeting to dk@tmte @) up team
responsibilities and goals.

When a co-worker makes ent, immediately follow it

Don’t indulge constant complainers. Turn it into a problem solving
discussion instead,

When a co-workers says that there is no way something can get done on
time counter that by saying, “Let’s work together to see how we can get
it done by the due date,”

Be objective and not subjective.

Build fun into your goals and team tasks to lower stress.

18



[raining Point: Practice!

Time Required: 20 minutes

Materials Needed: PowerPoint Practice!
Worksheet page 34

Objective: You have to “‘aractice” all the time in order to keep a positive attitude. You have
to look for opportunities in adverse situations and practice a positive attit
anywhere... even when you don’t feel upbeat.

Ask your participants the following:
Have you ever overreacted to a situation at work:
Discuss this. Have everyone write down sev
precipitated the overreaction, ’

s and what

Ask them the following questio
What could you have done to pri e av emotional overreactions during
adverse situations?
How could you hav

Listen without interruption or saying “Yes, but”"

Ask questions to better understand what went wrong.
Before reacting to a problem, take time to think about the situation and get back to your co-worker for further discussion.

U you disagree, stay positive in your response or simply say, “That’s interesting” or “I'll get back to you’. Then prepare your
thoughts and deliver them in a professional and constructive manner.

Overreacting wastes lots of energy and time. It’s counter-productive to a happy and healthy work 19
environment. So “practice” being patient and positive.



Make Learning Fun!

_‘.\-* ._‘,/ J,Otten people hear about training (or any other
& T :- r D

dorm of learning) and they have visions of
something boring and unpleasa
program, we hope that we
learning can be enjoya
important? Studies s lents learn

more if they ar, . Moreover, lessons,
wlten,vent ous and entertaining
dashio ” udents longer - their

ret ve!

u continue to keep these lessons
esh in the minds of everyone who views this
e0? UWe have put down a few ideas. We also
ncourage you and your team of leaders to get
together and brainstorm new ideas. Have fun
with this and remember to keep everyone
laughing!



Make Learning Fun!: Brainstorming Session

Use this space to jot down some great ideas to use in
your training session. You can conference with friends

and colleagues, in person or on the internet, or give us
calll




Post Training Discussion

Use the examples that Sam provided in the video to spur a §inal discussion around the

5‘?}. g .W"
a2
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training points from “A Kick in the Attitude!”

Lighten Up!

Sam’s mother was able to see the humor in her sons usin
amuse themselves on a long family car ride - despite they. ce! If she can
do that, then you can find ways to “Lighten Up!” ice and at

home.
% on the baggage carousel,
lient and reaped the success

Perspective” because it’s

Keep Your Perspective
In the face of his anderw‘

Sam made an incredible i
of doing that! Remem
important for your,

n i we to test this with a terminal illness like Norman
b certainly learn from his example. Rejecting negativity
such a huge impact on our lives - from our health to our
s Lo our job success,

Anything worth having is worth working for. Like most

things, having a positive attitude takes PRACTICE. Think of how
much practice you needed when you learned how to drive a car.
Do you think about that when you drive now? It will get easier
and it will be worth it! Practice!
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Training Points

LIGHTEN UP

KEEP YOUR PERSPE

REJECT NE ’$
¥

' 24



Discussion Questions

Sam says that humor is the cornerstone of a good attitude. Do the teams in your
organization use humor? How can you bring a better attitude into your organization?




Discussion Questions

Thomas Edlison is known for being a great inventor but he also collected many notebooks
dull of jokes and shared them daily with his staff. Edison discovered that because his
staff laughed together, they became more productive, more effective, and were better
problem solvers, He used humor to improve his team’s attitude. Are there ways that you

can add bumor into you and your team’s workday? List them.,




Discussion Questions

Sam’s mother didn’t get upset and lose her cool when the police stopped them on the
highway after her 3 boys duct taped themselves in the car. Clearly this was an adverse
Situation yet she was able to LIGHTEN UP! She saw the humor in it and was able to laugh.
Have you ever been in a situation at work were things haven’t gone your way? If so what
was your reaction? Could you have acted digferently? Could you have




Discussion Questions

Humor will help you stay positive at work but humor isn’t about being a comedian. It’s a
way you can avoid getting caught up in the moment and KEEPING YOUR PERSPECTIVE.
Sam Glenn realized the value of keeping his perspective when his suitcase broke and the
airline workers taped his underwear to the outside of the suitcase. List some adverse
Situations that have recently occurred either with your team, your ma or co-worker.
Did you get caught up in the moment and get defensive or lose yo could you
have digfused the situation and remained calm and let the m

28



Discussion Questions

Is it possible to keep a positive attitude when you're faced with a huge challenge? YES!
Especially when times are really tough. It s more important than ever to keep a positive
attitude, so you have to learn to REJECT NEGATIVITY. Do you work with a negative

person? How do you deal with them? Is it working? If not, what are some ways in which
you can turn that negativity into a positive attitude?

y




Discussion Questions

Norman Cousins rejected negativity and was able to transform his situation into
something positive because he developed his sense of humor. Do you complain a lot or
does someone you work with complain a lot? Do you or they have a short temper? Do you
or your co-worker judge others and criticize them? If so, then you have ta be willing to
change. List some small steps that you can take to alter your behavior
co-workers, How can you be better at accepting constructive crit
deliver constructive criticism to a fellow co-worker?

can you

y

30



Training Point: Lighten Up!

In the video Sam says that life gets better when we get better and it all starts with a
positive attitude. Humor is the cornerstone of a good attitude and in order to get there
you have to learn to Lighten Up!

How can you “lighten up” in your jobs and at home? Talk about how Tlg vas Edison used
lumor everyday and how using bumor can carry over into your lif L

How can you use humor with your customers or your co-wor
How can you “lighten up”?

3



Training Point: Keep Your Perspective

Humor will help you stay positive at work and in life, but understand that humor isn’t
about being a comedian. It ’s about finding the lighter side when things go wrong. On
occasion we can all get upset and obsess over things at work.

Discuss how you behave in an adverse or stressful situation,

L4




[raining Point: Reject Negativity

In the video Sam explains how Norman Cousins rejected negativity and was able to
transform his situation into something positive. lf negativity exists in your workplace,
you need to take charge of the problem and return your workplace to a positive
environment.

Discuss ways that you can help resolve this negativity.

L/




Training Point: Practice!

You have to “practice” all the time in order to keep a positive attitude. You have to look
dor opportunities in adverse situations and practice a positive attitude literally
anywhere... even when you don’t feel upbeat.

What could you have done to practice avoiding emotional overreactionsg wring adverse
Situations? How could you have kept the mood positive?

L/

34



For more information...

..about Performance Resources’
award-winning videos and other
training products, or for pricing
information on this product,
olease call 1-800-263-3399 or

visit us at www.owenstewart.com.

OWEN - STEWA

PERFORMANGE OWEN-STEWART PERFORMANCE RESOURCES INC.
RE S O URCE S 163 North Port Road, Port Perry, ON LoL 1B2
- Toll Free: 1-800-263-3399 « Fax: (905) 985-6100
ﬂ”ﬂmy TIHIIIIII[] HES[]””}HS E-mail: sales@owenstewart.com « Website: www.owenstewart.com




	Suggested Agendas

	You do not have to be a professional trainer to use this program. Sam Glenn’s 

	philosophy is straightforward and easy to implement. He believes  that everyone can bring their creativity, positive attitude and enthusiasm into every interaction with customers and co-workers.  The facilitator will act as a liaison to spread Sam’s 

	message. This is a process, not an instant cure. Not everyone will “buy-in” right away. But if you can help several people in your workplace become more creative and positive, it will spread like wildfire. You will also help create a more enriched workplace and it will become contagious. We promise! 

	Sam’s message is uplifting and most participants will leave with a renewed sense of energy. Be sure to emphasize this and help them set high goals. Keep communication open and continue to reinforce the positive. Let them share their thoughts and 

	brainstorm new ways to keep the energy alive both in the workplace and their lives. When you are preparing the program remember the following: 




