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Understanding & Navigating the World of Business

Course Description

This course will enable participants to establish a foundation for successfully operating in an Insurance and Financial Services
business environment. Participants will receive instruction, supplemented by case studies and discussions, on various
behaviors and processes needed for success. The course will include several professional development topics, from
Business Etiquette to Time Management and Team Building. In-class exercises will provide hands-on application of subject
matter, with direction and feedback for improvement from the Instructor.

Delivery Details 14 hours, 2 days

Content
Business Etiquette - Time Management
Effective Communications - Handling Meetings
Working in a team environment - Business Ethics
Multi-tasking - Understanding the Business
Organization Skills - A Business Approach to Determining Direction

Learning Outcomes — After completing this class participants will:

Understand how to conduct themselves in various situations requiring discerning behaviors.

Gain confidence in dealing with high-visibility.

Understand the issues involved in decision-making.

Apply the principles of effective time management.

Confidently approach organizational issues and appreciate the business processes of the Insurance and Financial
Services industry.

Methodology

Facilitator led discussion
PowerPoint slides and video
Small group exercises and discussion

Materials — Each participant will receive comprehensive handouts for the topics presented and discussed in the course.
Pre-requisites

High School Graduate or GED. Math and English at the 12" grade level.
One Year of Work Experience in the Financial Services Industry recommended

Assessment (pre and post)

At the beginning of the first session, participants will be given a pre-test to determine their subject knowledge.
At the completion of the program, participants will be given a post-test to determine the level of comprehension of the
program.

CEU-14

Center for
A collaboration among Connecticut's DECD, Community Colleges, the IFS Cluster, and I I ; S éf:‘fu“t:::"
The WorkPlace, Inc. with funding from U.S. Department of Labor.



Quality Customer Service & Cross-Selling for Result s

Course Description

This course will enable participants to provide world-class customer service and cross-sell with confidence. Participants will
receive instruction, supplemented by examples and case studies, on telephone techniques, active listening, handling upset
customers, expediting calls, managing multiple priorities and professional communications. Participants will also be instructed
in successful methods and techniques for cross-selling: identifying and satisfying customer needs, selling with confidence,
overcoming customer objections and closing the sale. In-class exercises and role-playing will provide hands-on application of
subject matter, with direction and feedback for improvement from the instructor.

Delivery Details 7 hours, 1 day

Content
Effective Communication Skills - Taking Responsibility
Providing Exceptional Customer Service - Selling — Qualifying and Overcoming Objections
Meeting the Customers’ Needs - Closing the Sale
Telephone Skills and Techniques - Handling Multiple Priorities
Up-Selling and Cross-Selling Techniques - Satisfying the Angry Customer
Managing Stress in Customer Service and Sales - Multi-tasking

Learning Outcomes — After completing this course, participants will:
- Identify ways to improve customer service.
Understand the importance of good telephone communication skills.
Learn methods for increasing sales through cross-selling and up-selling.
Develop an action plan for implementing concepts learned in the program.
Successfully complete the post-test.

Methodology
Facilitator led discussion
PowerPoint slides and video
Small group exercises and discussion

Materials — Each participant will receive a comprehensive workbook with all materials presented in the course.

Pre-Requisites
High School Graduate or GED. Math and English at the 12" Grade level
One Year of Work Experience in the Financial Services Industry recommended

Assessment (pre and post)
At the beginning of the first session, participants will be given a pre-test to determine their subject knowledge.
At the completion of the program, participants will be given a post-test to determine the level of comprehension of the
program.
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Math for Management & Finance

Course Description

This course will enable participants to utilize basic mathematic operations in the course of working in a financial services
environment. Participants will receive instruction, supplemented by examples and discussions, on basic math functions.
Participants will also receive hands-on instruction in using a calculator to perform various operations. In-class exercises will
provide hands-on application of subject matter, with direction and feedback for improvement from the instructor.

Delivery Details 28 hours, 4 days

Content
Operations with Whole Numbers (Addition, - The Real Number System
Subtraction, Multiplication and Division) - Financial Analysis using Ratios
Fractions and Mixed Numerals - Interest (simple, compound)
Decimals - Calculating interest for Mortgages and Loans
Ratio and Proportion - Understanding Net Present Value (NPV) and
Percents Investment Income

Learning Outcomes —  After completing this course, participants will:
- Understand both basic and higher-level math functions.
Gain confidence in applying math principles to financial industry needs.
Use a financial calculator effectively in working out various operations.
Gain a basic understanding of the mathematics involved in various investment products.
Be able to perform basic analyses.

Methodology
Facilitator led discussion
PowerPoint slides and video
Small group exercises and discussion
Materials
Each participant will receive comprehensive handouts for the topics presented and discussed in the course.
Participants will need to bring a calculator to class.
Pre-requisites

High School Graduate or GED. Math and English at the 12" Grade level
One Year of Work Experience in the Financial Services Industry recommended

Assessment (pre and post)

At the beginning of the first session, participants will be given a pre-test to determine their subject knowledge
At the completion of the program, participants will be given a post-test to determine the level of comprehension of the
program
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MS Office Concepts

Course Description

This course covers introductory features of Microsoft Word, Excel, and PowerPoint and consists of 5 modules.

Word 2003 - | (Introduction)

Learn the basic skills required to create documents using Microsoft Word 2003. Learn how to create, edit, format, review, and
print documents such as letters and memos and how to apply basic page, paragraph, header, footer, and character formatting

functions.

Word 2003 - 1l (Intermediate)

Move beyond your basic word processing skills. Here you will learn how to set up complex documents that include indents,
columns, bullets, numbering, tables, graphics and more. Learn to merge and create labels, so you can send custom form

letters.

Excel 2003 - | (Introduction)

This course is designed to help you develop the basic skills required to create and use a spreadsheet with Microsoft Excel.
You will learn to enter and edit data; create formulas; format elements of a worksheet; and insert charts. Topics include
working with cells, rows and columns; moving and copying data; formulas; functions; formatting charts; and printing.

Excel 2003 - 1 (Intermediate)

Learn to use more advanced functions and create complex formulas, as well as apply more advanced formatting to charts.
Topics will include using worksheets; using lists; freezing; hiding rows or columns; logical functions; styles; working with

objects; 3D references; using Excel with the web; and using templates.

PowerPoint 2003 — | (Introduction)

Learn to create a professionally designed presentation using AutoContent and the Office Assistant. Modify the sequence of
slides, promote and demote text, add speaker notes, format text for one slide and for all slides at the same time using slide
and title masters, select several types of preset presentations designs, add clip are and drawing objects, and create and

format a table.

Delivery Details 21 hours, 3 days

Content
Word 2003 Introduction
Getting Acquainted With Word 2003
Formatting Text
Adding To Paragraphs
Working With Headers And Footers
Being Your Own Editor
Managing Your Documents
Printing Documents

Word 2003 Intermediate
Working With Paragraphs
Working In Sections
Adding To Documents

Working With Clip Art, Graphics, And Drawing

Tools

Working With Tables
Creating Charts

Exploring Output Options
Employing Revision Tools

Excel 2003 Introduction
Getting Started With Excel
Working With Cells Rows, and Columns
Moving and Copying Data
Exploring Cell References and Formulas
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Exploring Functions

Formatting Cells and Cell Contents
Working With Charts

Exploring Printing

Excel 2003 Intermediate

Customizing Workbooks
Using Lists

Working With Functions
Formatting Worksheets
Working With Objects
Using 3-d References
Using Excel With the Web
Using Templates

PowerPoint 2003 Introduction

Exploring PowerPoint 2003
Creating Presentations
Modifying Existing Presentations
Working With Tables

Working With Slide Masters
Incorporating Visual Elements
Reorganizing Slides and Text
Editing Presentations

Viewing Presentations
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Learning Outcomes —  After completing this course, participants will be able to:
Create and format documents using MS Word 2003.
Create and format spreadsheets using MS Excel 2003.
Enter formulas into MS Excel 2003.
Create, modify, and enhance basic presentations using MS PowerPoint 2003.

Methodology
Each participant works at an individual PC.
Facilitator displays training topics/lessons on an overhead projection system via a computer.

Materials — InfoSource participant manuals specific to each training module; No additional textbooks required.

Pre- Requisites
Microsoft Windows XP experience.
Typing skills of 30 wpm and mouse experience.
High School Graduate or GED. Math and English at the 12" Grade level

Assessment
Pre - Questionnaire completed by participant. Post - Summary exercises at the end of each lesson.
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Business Writing

Course Description

This course will help build writing skills and eliminate the biggest stumbling blocks of business writing: writer’s block,
wordiness, structural problems, clutter, and inappropriate tone. It will also help students gain a solid grip on everyday
grammar and punctuation dilemmas, from when to use a semicolon to what the difference is between “that” and “which,” to
just what it means when a student’s spell checker says the writing is incorrectly in passive voice. This program includes
hands-on practice and feedback from a professional writer.

Delivery Details 14 hours, 2 days

Content
The basic format of a letter—bottom line, elaboration, - The importance of grammar and punctuation in terms
call-to-action, nice line. of clarity and professional image.
The “short is better theory”--short words, sentences, - The major parts of speech and their most common
and paragraphs. usages.
Analyzing writing by computer--reading ease, grade - The nine major verb tenses and when to use them.
level, percentage of passive sentences, word length, - Avoiding common mistakes made with subject-verb-
sentence length, etc. pronoun agreement, misplaced modifiers, active and
Effective writing practices---the 5Ws and H, how to passive, parallel construction, and more.
move from the general to the specific, keep “like with - Correctly using often misused words such as
like,” and create smooth transitions. affect/effect, ensure/insure/assure, that/which,
Dealing effectively with writer’s block. since/because, further/farther, etc.
Tailoring content and technicality level to specific - Purposes and common usages of all major
audiences. punctuation marks.
Overcoming common barriers to writing effectively, - Avoiding common mistakes made with each of the
including structural flaws, wordiness, and major punctuation marks.
inappropriate tone. - Taking advantage of websites to build grammar and
Using five-step process when writing correspondence. punctuation skills in just minutes.
Eliminating up to 60% of grammar and punctuation - Using a style manual to increase grammar and
errors by doing two simple things. punctuation skills.

Learning Outcomes — After completing this course, participants will be able to:
Decrease the time it takes to write a letter by incorporating three pre-writing techniques.
Demonstrate improvement in their use of grammar and punctuation.

Methodology
Lecture - Small group writing exercises
Free-writing - Online “tours” of helpful books and websites
Clustering - IFS industry related online punctuation and
Post-it outlining, grammar drills

Materials — Each student will receive a packet of handouts.

Pre-requisites
High School diploma or GED. English at the12" grade level.
One year of experience in the Financial Services Industry recommended.

Assessment
Students will complete pre and post writing exercises.
There will also be self-graded pre and post grammar and punctuation quizzes.
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Introduction to Insurance, Banking & Financial Serv ices

Course Description

Introduction to Insurance, Banking & Financial Services will provide participants with a clear explanation of a wide range of
services provided to consumers. These services include banking, lending, insurance and investment products. Participants
will also receive instruction in compliance and ethics issues in the Insurance, Banking and Financial Services Industries.

Delivery Details 28 hours, 4 days

Content

Overview on the functions of the financial, banking and insurance markets

Overview of banking & insurance industry.

Introductory overview of products and services within banking, insurance and financial services.
General overview of regulatory issues in the industry

Learning Outcomes - After completing this course, participants will be able to:

Understand the basic principles according to which markets insurance and financial services products operate and the
broader economic contexts within which they exist.

Identify the different financial markets, financial instruments and financial institutions in the context of insurance,
banking, and financial services.

Understand characteristics and functions of insurance, banking and financial products.

Methodology — Instructor-led training classroom environment with interactive exercises to reinforce key concepts and to
help ensure participant success

Materials — Each participant will receive a textbook with all materials presented and discussed in the course
Pre- Requisites

High School Diploma or GED. Math and English at the 12" grade level.
Prefer at least 1 year of experience in the financial services industry

Assessment (pre and post)

At the beginning of the first session, participants will be given a pre-test to determine their subject knowledge.
At the completion of the program, participants will take a final exam which will demonstrate mastery of course materials.
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Business Accounting & Finance Basics, Part 1

Course Description

Business Accounting & Finance Basics introduces participants to the fundamentals of these subjects. Participants learn about
current assets, long-term assets, intangible assets, the different types of liabilities and calculating the time value of money.

This course covers calculating the present value, future value, interest rate, and maturity date on various types of cash flows,
and understanding a company’s statement of stockholders’ equity and the balance sheet. Participants also will learn about the
components of stockholders’ equity, stock transactions, and financial analysis ratios used to evaluate a company’s long-term
solvency. In the finance modules, participants will learn how to identify, calculate, and assess individual investments and
investment portfolios, identify types of investment risks, calculate risk and analyze the results.

Participants will also learn how to calculate the future and present values of individual cash flows, ordinary annuities,
annuities due, perpetuities, and investments with uneven cash flows. Course activities also cover calculating interest rates
and maturity dates, establishing an amortization table, and calculating payments on amortized loans. Basics of the bond and
stock markets will also be reviewed, including identifying characteristics of various types of stocks and bonds and their risks,
and how to evaluate and invest in stocks and bonds.

Delivery Details 28 hours, 4 days
Course Content

Fundamentals of accounting : Accounting for stockholders’ equity (fundamentals of
stock, stockholders’ equity and ratio analysis)

Stand Alone Risk (Risk Basics and Risk Calculation;
Probability Analysis and Rate of Return)
Portfolio Risk (Diversification Principle and The Capital

Accounting for assets (current and non current assets)

Accounting for inventory (fundamentals of the
inventory system, and inventory management)

Accounting for liabilities (types of liabilities: short and Asset Pricing Model; Ratio Analysis)

long term liabilities) : Even and Uneven Cash Flows (Annuities and

Time Value of Money (calculating time value of Calculating Financial Values) ,

money, annuities and bonds) . Bonds and Stocks Fundamentals; Valuation of Bonds
and Stocks

Calculating interest rates and maturity dates

Learning Outcomes — After completing this course, participants will be able to:

Understand the importance of accounting in business. - Understand the importance of finance in business and
Understand how accounting helps a company compare, how finance helps a company compare, evaluate,
evaluate, improve and benchmark performance, and improve and benchmark performance, and forecast
forecast trends trends.

Identify users of financial information.

Methodology — Instructor-led training classroom environment with interactive exercises.
Materials — Each participant will receive a textbook with all materials presented and discussed in the course
Pre-Requisites

High School Diploma or GED. Math and English at the 12" grade level.
Prefer at least 1 year of experience in the financial services industry and a general understanding of accounting and
finance.

Assessment (pre and post)

At the beginning of the first session, participants will be given a pre-test to determine their subject knowledge
At the completion of the program, participants will be given a final exam to determine the level of comprehension of the
program.
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