
Customized Learning 

Solutions for Business   

Professionals  ̧Onsite Training     

 ̧Seminars    

 ̧Workshops   

 ̧Conferences    

 ̧Keynotes   

 ̧ One-on-One   

 ̧ Webinars   

 ̧ Online Training 

World Class Training for Business Professionals Delivered at 
Your Location Customized For Your Organization 

Master Essential 
Career Skills 
 
Mercedes Alfaro 

President and Founder 



Customized Professional Development Training 

www.alfaroenterprises.com   ̧ 888-324-6243 2 

Customized OnSite Learning Solutions 
 

Alfaro Enterprises offers the benefits of customized quality training to your company at a convenient 
time for you and your employees.  We create and design programs according to your needs, and 
your objectives.   
 

We bring any program described in this catalog to your organization for presentation in the privacy 
of your own training room. Why? 

¶ Itôs the most cost-effective way to train a large group 

¶ We tailor the program to your unique needs 

¶ You pick the date, place and time 

¶ We help you select the topics that are most appropriate for your organization 

¶ You choose the format ï full-day or half-day, off-hours or Saturdays 

¶ Some programs are available in Spanish 

Our Process 

Alfaro Enterprises has designed hundreds of unique programs for clients across a wide range of 
industries.  Our process for custom work is handled in four phases: (1) Discovery, (2) Design, (3)
Development and (4) Implementation. We leverage adult learning principles and motivational theory 
to create programs with the right mix of cognitive and experiential learning activities for each 
situation. 

Our Programs 

No company is quite like yours.  So, if you have a training need that demands a highly-specific 
solution, our team can help.  Customization allows you to align your company's unique goals to the 
training.  

Level of Customization 

Delivery of Existing training: 

Our staff can conduct any of our programs at the location of your choice, saving you time and 
money as well as ensuring that individuals and teams 
advance at the same pace. 
 

Minor Adjustment: 

Includes course name changes, minor searchable 
terminology changes and addition of logos. 
 

Tailored Training: 

Modify our courses to address your organization's specific 
needs, culture, including modification of role playing and 
other exercises, cosmetic and terminology changes.  Our pre-
training analysis aligns course content, activities and 
examples with your organization's strategies, culture, and 
objectives to deliver a program tailored just for you. 
 
 

World Class Training for Business Professionals 
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Customized Training: 

For more specific or complex training initiatives, our design team can assess your organization's 
needs, then create a learning solution that is uniquely yours to help you achieve your business 
goals. All courses are tailored to fit the learnersô business environment, whether it is public or private 
sector, for-profit or not-for-profit, blue collar, white collar, professional, management, non-
management. Alfaro Enterprises understands the importance of managerial buy-in and investment, 
so we will work with you to implement a training program that meets your content specific goals, 
scheduling and other needs. 
 

New Development: 

Newly created material to meet your objectives. 
 

Training Methods 
We offer three effective methods of learning:  
 

(1)  Onsite instructor-led training 

(2)  Online courses 

(3)  Learning webinars 

 
All three are highly informative and interactive and makes learning and retention easy and fun. 
 
1.  For our onsite instructor-led training, you choose the time, date and location and one of our 
experienced trainers will come to your facility using state-of-the-art equipment, professionally-
designed PowerPoint, quizzes, videos, activities and educational literature.  

 
2.  Our online training courses or learning webinars are easy to use and are favored by employers 
with employees scattered in various locations or who simply have conflicting work schedules.  

 
 Our online learning management system does not require downloading additional software as 
our courses open in any internet browser. The client can simply log on and self-enroll in any 
one of our online learning courses and receive generated e-mail reminders. Our program also 
allows client administrators to upload company-specific material that can be used in conjunction 
with our course content.    

 
Upon course completion, a certificate of completion will be generated and provided to the 
attendee for the user's own personal records. Client administrators can also manage and track 
its employees' progress and completion of each subscribed online course and export the list to 
Excel for printing and filing. And, these are but a few features and amenities offered through our 
online course management system. 

 
3.  Our webinars are conducted by a live-trainer and can be transmitted from computer to 
computer across the globe! The only tools necessary are a computer and either speakers, 
headphones, or a telephone. It's just that easy! This method allows a much more personal 
interaction between trainer and clients, which cannot be experienced through the online training 
courses.  
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Onsite Presentation Style 
Our onsite training presentation style is a mixture of lecture, visual aids (videos and professionally-
designed PowerPoint), discussions with participants, role playing, hands-on activities and most 
programs include pre-test and post-test.  The presenter interacts with the audience through activities 
and exercises, providing opportunity for group discussions where appropriate and we provide time 
for questions. We structure training programs for extensive participant involvement by encouraging 
questions and offering interactive scenarios to apply lessons taught.   Handouts are provided as aids 
for note taking and to give participants concrete examples to take home from the training.  All 
presenters are members of the National Speakers Association experienced at capturing the 
attention of the attendee. 
 
 

What Makes Us Different? 
¶ Our passion for people and the potential each one of us has to achieve outstanding success 
manifests itself into a real desire for us to deliver training solutions that can be quickly adopted 
by your people in their daily interactions with customers and colleagues.   

 

¶ Our determination to offer highly effective, practical learning solutions demands an intimate 
understanding of our clientôs business objectives, culture and people and, in doing so, we pride 
ourselves on providing a professional and personal approach to all of our business 
relationships. 

 

¶ Every client and every training solution in vitally important to us.  It is critical that we get your 
solution right, the first time, every time.  The future of our business depends on preparing, 
delivering and maintaining the highest standards in the work we do every day. 

 

¶ You can be assured that we fully appreciate and understand the dynamics and challenges 
facing todayôs employees and managers.  
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òI learned a lot about myself in 
the workplace and what I can do 

to make better relationships with 
my team colleagues.  I feel much 

better about how I am perceived 
in the workplace and what I can 

do to be a better employee.ó 

Business Etiquette for Career Success  

¶ Defining professional behavior  
¶ The message your attitude sends 
¶ Understanding and using body language 
¶ The power of words 
¶ Listening skills ï your secret weapon 
¶ Verbal communication 
¶ Whatôs in a name? 
¶ Your handshake ïthe ultimate greeting 
¶ Business introductions 
¶ Business card usage 
¶ Telephone skills 
¶ Effective and professional e-mails 

 
¶ Networking skills 
¶ Visiting clients at their offices 
¶ When clients visit you at your office  
¶ Pleasing the customer 
¶ Executive etiquette 
¶ Effective meetings 
¶ Office etiquette 
¶ In the office kitchen 
¶ You and your coworkers 
¶ Business travel 

Please contact us for more in-depth information about customization of these programs. 

BUSINESS ETIQUETTE  

Business Dining Etiquette:  

Where Business and Social Skills Meet 

¶ The history of dining etiquette 
¶ Preparations prior to the event 
¶ Responsibilities of the host 
¶ Responsibilities of the guest 
¶ What to do when you first sit down at the 
table 

¶ Your napkin 
¶ Drinking at the meal  
¶ Your body language 
¶ Mastering the eating styles 
¶ Proper use of utensils 
¶ Signaling pause and end of meal 
¶ American style of eating 

¶ Mastering the Continental style of eating 
¶ During the meal 
¶ Eating your bread 
¶ Enjoying that fabulous sauce  
¶ Passing items  
¶ Reaching for items  
¶ Removing food from your mouth 
¶ Doôs and donôts at the end of the meal 
¶ Dining at buffet events 

òIõm now ready to teach my 
new skills to my children!  

We all enjoyed your class 
and we look forward to  

applying our new skills 
when taking clients out for 

a meal.ó 
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¶ The importance of the impression you 
make with your email communications 

¶ The dangers of emails  for you and your  
organization 

¶ Mastering email politics 
¶ Creating your email persona 
¶ Review of the basic components 
¶ Shaping your message 
¶ Do you have to CC your boss every time? 
¶ Choosing the right words 
¶ Creating a friendly tone 
¶ Proper greetings and salutations 

¶ Watching your mechanics 
¶ Responding to emails 
¶ Using the functionality of your e-mail 
application 

¶ Communicating via blackberry 
¶ Reviewing doôs and donôts 
¶ Specific guidelines for your industry 

BUSINESS ETIQUETTE  

¶ General introduction 
¶ History 
¶ Geography 
¶ Body language differences 
¶ Misinterpreted words and 
concepts 

¶ Value system 
¶ Business practices  
¶ Business etiquette 

- Proper greetings 
- Forms of address 
- Women in business 
- Conversation doôs and 
donôts 

¶ Dining Etiquette 

¶ Dressing customs 
¶ Health practices  
¶ Executive etiquette 
¶ Meeting etiquette 
¶ Office etiquette 
¶ Superstitions and taboos 

 

 òThis class was very 

informative and 
entertaining.  I didnõt look 

at the clock once.ó 

òVery well presented.  

Today I learned to think 
before I send an email.  

Wonderfully done.ó 

Email Communication Skills: Make them Effective and 

Professional 

International Business Etiquette  

Please contact us for more in-depth information about customization of these programs. 
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Networking at Business Events  

¶ What are the benefits of networking 
¶ Why should I attend 
¶ Properly representing your company 
¶ Preparing your first impression 
¶ Your visual image 
¶ Your body language 
¶ Looking confident 
¶ Having the ñrightò attitude 
¶ Eating and drinking at the event 
¶ Conversation skills 
¶ Sharpen your listening skills 
¶ Your 60 second commercial  
¶ The business handshake 
¶ Proper introductions 
¶ Exchanging business cards 
¶ Making others feel special  
¶ Follow-up 

BUSINESS ETIQUETTE  

Telephone Communication Skills: Creating 

the Right Impression 

¶ Assessing your 
communication skills 

¶ Understanding the customerôs 
perception 

¶ How your frame of mind 
affects your telephone 
persona 

¶ Techniques that create a 
positive and lasting impression 

¶ Nonverbal communication 
concerns: attitude,  
attention, posture, facial 
expressions 

¶ Addressing the client: making 
the client feel special 

¶ Using words that make a 

difference  
¶ Selecting a cheerful and 
appropriate greeting 

¶ Communicating when English 
is your second language 

¶ Improving your listening skills 
¶ Your voice quality 
¶ Preparing yourself to take 
calls 

¶ Building rapport  
¶ Handling irate clients 

òThanks for making me 

aware of my telephone 
performance.  I now 

know thereõs room for 

improvement.ó 

òI didnõt know what to do with myself prior to 
your training, thank you for the confidence 

you now have given me.ó 

Please contact us for more in-depth information about customization of these programs. 
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òI learned a lot about myself 
in the workplace and what I 

can do to make better 
relationships with my team 

and colleagues.ó 

Effective Business Communication 

¶ Effects of miscommunication in business  
¶ What is your personal communication style?  
¶ Analyzing the various communication styles 
¶ Communicating effectively with people 
whose personalities and communication 
styles differ from your own 

¶ Sharpening your listening skills 
¶ Essentials of nonverbal communication 
¶ Know the conversational boundaries 
¶ Manage the quality of your voice  
¶ Recognizing and eliminating interpersonal 

tendencies and habits that are holding you 
back 

¶ Strengthening your rapport, and your results, 
with those up and down the ladder 

¶ Understanding how strong interpersonal 
skills magnify your personal power 
dramatically 

¶ Becoming more influential in your 
organization 

COMMUNICATION SKILLS 

Interpersonal Relationships: How to Get Along with Just About 

Anyone 

¶ The top ten reasons people quit their job 
¶ What is expected from you at work? 
¶ What is workplace bullying? 
¶ What is workplace harassment? 
¶ Do you have a hostile workplace? 
¶ Recognizing and eliminating interpersonal  
tendencies and habits that are holding you 
back 

¶ Understanding your own behavior 
¶ How to work with just about anyone 
¶ Developing effective work relationships 
¶ Listening and hearing: they aren't the same 
thing 

¶ Non-verbal communication 

- The signals you are sending others 
- It's not what you say, it's how you say it 

¶ Influencing skills: seeing the other side   
- Building a bridge of giving  
- Giving in without giving up 

¶ Sharing your opinions 
- Using ñIò messages 
- Disagreeing constructively 
- Building consensus 
- Being zealous without being offensive 

¶ 20 tips for getting along with people at work 
¶ Completing your action plan and evaluation 

òI feel like I got to know my 
coworkers better and we 

will be able to avoid 
common miscommunications 

weõve had in the past.ó 

Please contact us for more in-depth information about customization of these programs. 
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òThis is one of the best training sessions I 
have ever attended. I highly recommend it.  

The exercises helped to reinforce the material 
we learned in each section as well as keeping 

the group energized.ó 

Intercultural Sensitivity in the  

Business World 

¶ Their first impression  

¶ Their history 

¶ Geography 

¶ Culture 

¶ Language 

¶ Holidays 

¶ Perception and values 

¶ Body language differences 

¶ How does culture impact communication? 

¶ Using English for global communication 

¶ Compliments to avoid 

¶ Dressing customs 

¶ Gift giving 

¶ Signs of hospitality 

¶ Business etiquette 

¶ Proper forms of address 

¶ Business cards 

¶ Conversational doôs and donôts 

¶ Women in business  

¶ Work styles 

¶ Negotiation across cultures 

¶ Time management 

¶ Dining etiquette rules 

¶ Health practices 

¶ Superstitions and taboos 

CROSS-CULTURAL TRAINING 

These are sample topics.  

Your program will be 

customized to meet your 

objectives. 

Please contact us for more in-depth information about customization of this program. 
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òThis training made me aware of 
my role in getting our customers 
loyalty.  Iõve made changes in 

myself that has enhanced my 
connection with my staff which 

has improved our customer 

service rating.ó 

Customer Service Excellence  

¶ The importance of perception when delivering 

customer service 

¶ Why you must have the ñrightò attitude to 

deliver good customer service 

¶ The five important keys to Great Customer 

Service  

¶ How to get from Good to Great Customer 

Service 

¶ Every single interaction is an opportunity 

¶ Taking ownership for each customerôs 

experience  

¶ Why we should becoming more customer 

focused 

¶ Identifying your customerôs needs 

¶ Thoughtful body language and words 

¶ Understanding our behavior 

¶ Understanding the behavior of others 

¶ Listening skills 

¶ Dealing with challenging customers 

¶ Managing stress effectively 

CUSTOMER SERVICE TRAINING 

Customer Service Excellence for Leaders 

¶ Customer service is an attitude not a 
department  
- Internal service is just as important as 
external service  

- Identifying the top expectations of 
customers 

- Your attitude is a choice that is controllable  
¶ Good leaders serve the people who serve the 
customer 
- Generating a spirit of service  
- Leading by example  
- Energize your staff to perform award 
winning service   

- Repeat business is good for everyone 
¶ Installing a service culture that builds customer 
loyalty 
- Create strategies for responding to 
feedback  

- Generate positive energy through feedback 

 
 
 

¶ Recognizing excellence  
- Identify what people value about working 
for you  

- Develop service standards and build them 
into jobs  

- Energize staff to delight customers through 
effective recognition 

¶ Listening skills 
- Three styles of listening  
- Removing obstacles to listening  
- Practicing proactive listening habits  
- Handling customers with listening problems 
- Keeping customers calm with words 

¶ Turning angry customers into repeat customers 
- Taking ownership of the situation 
- Three steps to composure 

òThere has been a 
remarkable improvement in 

my staff.  I know that our 
customers are now being  
treated respectfully ð how 

they should be.ó 
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òWe wanted to send the 

message to our management 
team and this training hit the 

mark. We are all on the same 
page now and feel more 

confident in our roles.ó 

Managing Sensitivity at Work: Unleash the Power of Your Workforce 

¶ The impact of a respectful workplace on business performance 

¶ Federal and state anti-discrimination laws 

¶ Federal and State Laws 

¶ AB 1825, AB 2053 and FEHA 2016 Amendment (CA ) 

¶ The part the EEOC plays in pursuing court cases 

¶ Organizational policies  

¶ Review of organizationôs policies  

¶ Why compliance is important 

¶ Supervisorsô obligation to report harassment, discrimination 
and retaliation 

¶ Conduct that can open claims to unlawful harassment 

¶ What constitutes abusive conduct in the workplace? 

¶ What constitutes a hostile work environment? 

¶ What constitutes ñbullyingò in the workplace? 

¶ Negative effects of  ñabusive conductò  and hostile work 
environment 

¶ How to prevent abusive conduct  

¶ Responding to complaints 

¶ Review of your complaint process 

¶ Conducting two-way dialogues  

¶ Diversity sensitivity 

¶ Definitions of gender, including transgender, gender 
expression and gender identity  

¶ Where do biases and stereotype come from? 

¶ Conscious and Unconscious Bias 

¶ How to identify and break through unconscious bias, 
stereotypes and prejudices.   

¶ Harassment prevention strategies 

¶ Connecting the behaviors of inclusion and hostile free work 
environment with employee performance  

¶ Understanding and communicating with people from diverse 
backgrounds 

¶ How to communicate respectfully 

¶ Best practices to create a great work environment 

¶ Individual managerôs action plan and commitment to personal 
change  

DIVERSITY SENSITIVITY 

This training is fully compliant with AB1825, AB 2053 and FEHA 2016 Amendment.   We monitor changes to 

relevant laws and regulations, and proactively integrate those changes into your compliance training courses.   

Comprehensive training for a productive, respectful, and legally-compliant workplace.  


















