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K n Ot Those tough-to-admit-to, tough-to-
confront, tough-to-get-a-grip-on

interpersonal knots we develop during work are common

(believe it or not) and can be good for us (it's true!).

By BEVERLY KAYE and BETSY JACOBSON

e trainers often seem to be all
things to dl people. We are
teachers, coaches, counselors,

consultants, managers, curriculum
designers, audiovisual engineers, enter-
tainers, and more. Whatever the role of the
day (or hour!), we're sure to find a book
that can help develop the skill needed. But
how many train-the-trainer programs or
texts cover our human concerns—the ones
that crop up while we're performing our
professional roles?

Such concerns range from internal self-
doubts and regrets to external differences
with colleagues and clients. We don't often
discuss these issues or directly confront
others who might be involved; and these
issues are rarely addressed in trainers'
references or programs. .Xcvcrihelcss,
most of us struggle pi
ings of self-esteem, corf , cor
and conflict.

These struggles stem from three types
of tensions: twits, nits, and snits. A twit is
that frustrating mental state we develop
when we're angry or displeased with
ourselves or our work. Here'swhen we ask
ourselves such things as "Why am | taking
this so seriously?"

A nit is the state we get in during ag-
gravating encounters with other in-
dividuals, such as cotrainers, supervisors,
clients, or participants. These encounters
amount to unspoken or unresolved con-
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flicts: "But you said you would bring the
overheads" or "It's a four-day program; it
will lose something if we only have one

Differentfrom the twit and the nit isthe
snit, which stems from unsettling cir-
cumstances with a group. This state
evolves from mismatched personalities,
expectations, or timing or other problems
between atrainer and aroomful of people.
Such mismatches can occur with clients,
colleagues, or class participants who, for
example, may insist they have no conflicts
whileyou're trying to convince them they
do.

The twit, nit, and snit categories are
useful for taking stock of what's happen-
ing when we think thingsjust aren't work-
ing out. Using the categories as aguide to

Jiumap and personal side of
L.r.,and

cerns before they cr
the job done.

A tale of three twits

Although twits come from our "inner
voices" and do not involve interaction with
others, they ring out as loudly and
repetitively as the demands of an overbear-
ing boss. Some twits stay with us
throughout our professional lives; others
come and go depending on how we feel
about our work, our organizations, and
ourselves.

When we feel isolated and lonely, our in-
ner voices work overtime to keep us com-
pany. Twits—especially those that deal in
self-doubt and personal rebuke—are a
natural result of this situation. Our
thoughts begin with either "I shouldn't
have" or "1wish | had" this or that. Twits
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fit the description Erma Bombeck gave to
guilt: “The gift thar keeps on giving”

While we cant really ignore the twits
that sneak into our thoughts, we frequent-
v keep them to ourselves, hiding them
from colleagues, training groups, spouses.
and others. (Bartenders claim to hear more
twits than anvone, bur these sympathetic
listeners are really only party to a fraction
of what's involved in each twit.)
Sometimes twit suppression is smart;
more often than not, it isn't. At the very
least, sharing a twit can be a catharsis; and
at best, a caring and objective person can
help us productively confront and under-
stand what our inner voices are saving.

Tvits generallv stem from feedback,
comparison, or thoughts abour image.
Lets look at each type.

Feedback twits

For most trainers, participant feedback
is an occasion for agony and ecstasy—
often occurring at the same time. This is
especially true of written evaluations at the
end of a training session, when par-
ticipants have the opportunity to rate us,
rank us, and sometimes rake us over the
coals. The whole idea of being evaluated
leaves us feelingexposed and defenseless
against the whims of peopie whose

i .might not be completely

if-control.

, "our concerns aboutr feedhack
generally begin even hefaore participants
put their pens to the evaluation forms, and
they expand when we mull over the
results. We tend to interpret even am-
biguous remarks and spaces left blank as
negative. Any actual negative remark is, of
course, an occasion to send us into a twit
so tremendous that we're blind to all the
positive feedback we've received. Once a
trainer confessed, “The group seemed en-
thusiastic about the workshop, and the
evaluations were superb—except for one
disgruntled participant who used words
like “irrelevant’ and ‘boring. [ never did
figure out which of the 20 managers was
so negative, but his or her response was
the only one | could focus on for the next
week.

Feedback twits lead us to question our
abilities, wonder if all our work is worth it,
throw up our hands about the energy we
expend, and worry whether we'll ever be
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hired by that client again. We typically—
and usually unsuccessfully—ury to steel
ourselves against these twits by thinking
"I did the best possible job T could;
“They're just angry because they were re-
quired to be there,” *What do participants
know anywav?™ or *She's alwavs had a chip
on her shoulder”

Still, we work up a twit when we see one
or two “average” ratings or comments such
as "didn't meet my expectations” and “didnt
learn anything new” Even comments
about the color (or lack of it) used in a
transparency or the absence of three-hole
punches in a handout can leave us harbor-
ing doubts and defenses.

Sometimes our feedback to ourselves
can putus in a twit. Even without partici-
pant evaluations to drive us on, many of
us easily develop a mindset that says ']
should have said” or I wish I had jnclud-
ed” something or other. Since perfection
is elusive in any given training event, we
have plenty of opportunity afterwards to
give ourselves swift mental kicks.

In its worst state, the feedback twit
spirals bevond the situation and feedback
where it began. We often see one negative
comment as a negative evaluation from
that participant; we feel like one negative
evaluation is a failed event: and, more
dramatically, we see one failed event as a
commentary on our whole career. We
begin wondering whether were current
enough in our knowledge or qiiick #rriigh
on our feet to be In training in the first
place.

Comparison twits

Comparison twits can develop without
feedback and even without the
background of a specific training session.
We see other trainers in action, and thev
always seem more dvnamic. We notice
their strengths and ignore their
weaknesses—especially if their strengths
are in areas wed like to improve. With
comparisons, we usually are so busy
berating ourselves that we fail to use
talented colleagues as beneficial role
models.

Comparison twits generally oceur in the
areas of design and delivery, We see an in-
novative, exciting design for training and
wonder why we didn't think of that. From
there, we make the leap to "My designs
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just aren't as good as' so-and-sos. Often we
don't even bother to inquire whether the
design actually succeeded when put into
practice.

In the area of delivery, we give high
marks to trainers for enthusiasm, enter-
tainment ability, and demonstrated
knowledge of subject matter. But we may
not even question what the participants
learned or whether objectives were met.
An example of this limited thinking isthe
following statement by one trainer: "I know
if Joan or Peter from my office were
demonstrating this communications
model, they'd somehow make it really
seem new and exciting. But | just cant
seem to make participants enthusiastic
about it."

Comparison twits also can occur outside
a specific training event when we pit our
general professional worth against what
another person is accomplishing. This is
especially common in the areas of publici-
ty and visibility. It always seems that "she
published more" or "he got better
preworkshop publicity." And who hasn't at

Typical comments by trainers sufferingim-
age twits are "Why did | accept this speech
when | knew it would be al grief and no
pay?" "If | have to teach this one more
time, I'll die," and "I can't believe they want
the same design | was presenting seven
years ago."

The work of atrainer is varied at best
and precarious at worst. Given that reali-
ty, it isonly natural that we find ourselves
in professional situations that don't live up
to self-images.

The nature of a nit

Nits, those real or imagined problems
that occur between two individuals, may
arise from jealousy, power struggles,
broken promises, miscommunication,
unrealistic expectations, or other everyday
occurrences between two people working
together. Nits usually develop at the most
inopportune moments, when stress and
pressure to get on with the job are par-
ticularly intense. Rather than resolve the
conflicts, we tend to push on with the task;
but their presencejust makes the task that

Even comments about the color used in a transparency or the
absence of three-hole punchesin a handout can leave us

harboring doubts and defenses

some time questioned "Why wasn't | asked
to serve on that task force?" or "Why didnt
they invite me to chair a panel at that con-
ference?"

One reason the comparison twit is so
pervasive is that nobody isever perfect in
every aspect of the training field. No mat-
ter how excellent our work or how famous
our name, there is always someone else
who seems to havejust abit more of what
we're striving for. Alas, the chance for
creating acomparison twit is always there.

Image twits

It isalways good to have aclear percep-
tion of ourselves as professional in-
dividuals. However, problems occur—and
occur quite often in the training arena—
when our self-image doesn't exactly fit with
what we're actually doing or
accomplishing.

For example, if we see ourselves as ex-
celling in interactive work with small
groups but find ourselves frequently ac-
cepting speaking engagements in front of
large audiences, we find our activities out
of kilter with our self-image. Then werein
atwit about the time we are wasting and
even the values we are compromising.
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much more difficult to accomplish.

Nits may be ongoing or temporary,
depending on our relationship with the in-
dividual who is key to our nit. If that per-
son isthe boss or an officecolleague, the
nit is likely to stick for a long time. We
either work with the other individual to
resolve it, we changejobs, or we live with
it as a nagging companion.

Temporary nits happen when we team
up with someone else on aproject or when
we run into conflict with a short-term
client or workshop participant. On one
hand, these nits are brief enough that we
can rationalize our tendency to avoid con-
frontingthem. On the other hand, we may
stew about them long after the event or
project isfinished; we're then left with bad
feelings about ajob not done as well as it
might have been.

Cotraining nits

Among trainers, perhaps no nit ismore
memorable—and aggravating—than that
involving a cotrainer. Training with a col-
league can be adelight and can have many
advantages. Energy levels, audience atten-
tion, and creativity al seem easier to main-
tain when two trainers run a program
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together.

But this arrangement also has built-in
difficulties. Styles, abilities, expectations,
and needs are rarely the same or equa
among any two professionals, so it takes
alot of time to develop agood cotraining
relationship. We know we should discuss
these items beforehand, but we don't
because we get so caught up in planning
and conducting the training.

Here's what happened with one set o
trainers: "We were cotrainers for a series
of six three-day seminars, and right down
to the last day of the last session, he was
still interrupting me to add entertaining
anecdotes from his own experience."

Does this sound familiar? How about
these cotraining nits:
¢ "He didn't do afair share of the prework
detail ."
¢ "She tried to take complete control."
e "He corrected me in front of the class"
e "She used my favorite story."

« "He played to the group instead of the
learning objectives."

¢ "She ignored the agenda."

e "He threw us off our time schedule."
e« "She didn't process the exercises
enough."

¢ "He preempted my next lecture."

¢ "She wasn't as prepared as she should
have been."

In addition to the notable problems that
occur during sessions, there are issues that
continue outside the training event.
Jealousy isjust such an issue, along with
its close relative, competition. Jealousy
and competition are natural in any peer
working relationship, but even more 0
when the peers are in front of an audience
where they can easily vie for attention.

Jealousy issues raised during atraining
event center on who is more entertaining,
who "captures" the group, who adways
seems to get to deliver the redly in
teresting stuff, and who gets participants
to interact more. Jealousy continues out-
side the session as the cotrainers wett h for
reactions: Which one of them is but-
tonholed more often for questions b P&~
ticipants out in the corridor? And \ 0is
being offered participant business i {rds

Another cotraining nit that can mr
before, during, or after a training s< SN
revolves around control. The conflic iftn
starts with the design of the event. 1df-
ficult endeavor at best for two pec -e®
undertake. It is not uncommon fo €N
trainer to attempt to include mate dhe
or she feels most comfortable with .-and
maybe can even shine with—in front if the
group. T he struggle for control cor &
as decisions and divisions of labor r Hint
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W ho gets @ meet with the client while the
ot.ier collates the notebooks? Who makes
copies of the handouts? Who checks the
audiovisual equipment?

During the session, control issues are
marked by trainers concerning themselves
more \vith the amount of speaking time
and participant affection they receive than
with the training objectives: "It was all
50-50 during our design and planning for
theworkshop. But during the actual train-
ing, she kept mentioning things like 'my
agenda and 'my workshop." The par-
ticipants probably thought | was the assis-
tant rather than the cotrainer."

The real difficulty of the cotraining nit
isnot so much that it occurs but that it is
sodifficultto resolve. Many such nits hap-
pen in front of an audience, and any at-
tempts to confront and resolve them have
tobe held until later. By that time one or
both cotrainers may be thinking "Why
bother? Its over now anyway." Or the
waiting period might cause the nit to build
to explosive levels; then any discussion
may simply be a confrontation without

benefit of objective thought or real
resolution.

Ongoing nits

Bosses, colleagues, and long-term

clients can be the source of some of our
mog difficult tensions: ongoing nits.
1nlikethe conflicts with cotrainers, these
dont just recede into the background of
our experience after the training is
finished.

Few of us have //<v«rthought that apar-
ticular boss was too demanding, a col-
leegue was too lazy, or aclient too difficult.
I'ven though we may have plenty of
chances to talk things out with these in-
dividuas, we often avoid the oppor-
tunities. We may preach leveling, confron-
tation, and conflict resolution to par-
ticipants, but we don't necessarily practice
% inour own professional lives. It's like the
"Id adage about doctors being the worst at
thar own health care.

Nitswith bosses arise when their expec-
tatiols gon't match our own or when we
l'erc ive that the boss "doesn't understand
whet its really like out there." Bosses
? sseem to want that progress report
°r¢ fnplex memo right in the middle of
"ur s rambling to finish an important train-
"gc "sign. They don't seem to understand
Ma we can't be productive achievers
'y ut more clerical support or the latest
dii visual equipment. Our common nit
Sl cthey give mere lip service to our
HO'A without really supporting it with ap-

propriate budgets and schedules.

With colleagues, our nits tend to be
about work load. Someone awavs seems
to be pulling less than his or her weight,
and we feel like were stuck making up the

i ference. That same lucky someone
seems to be able to keep on the good side
of everyone else. Often the subject of this
mt isaperson with lots of personality and
bright ideas but little willingness or abili-
ty to follow through on the details.

Client nits are pure "gotcha." We need
that difficult client, and it makes us angry
that we have w "step and fetch" to an"in-
dividual we dont like or respect. But what
else can we do?

The client who gets us in a nit seems
picky, demanding, unrealistic, and
ungrateful. He or she has away of letting
us know that there are plenty of other
trainers out there as well as away of get-
ting us to do twice as much as what the
contract calls for.

The sound of a snit

Shits arise when we have problems with
awhole group of other people, generally
agroup of training participants. These ten-
sions may range from head-on conflicts
about learning styles or expectations to
more subtle discomfort within the group.

We begin wondering whether we're current enough in our

along to get along" with a group. Par-
ticipants often seem able to sniff out that
posture and back us right into a corner.

Most groups go through natural stages
of development, starting with dependen-
cy on the leader and moving on to
interdependency—a stage marked hby-
shared responsibility and productive in-
teraction. Snits have a way of becoming
barriers to this developmental progression
and leaving the group in a state of
counterdependency. At this stage, nobody
feelsgood about the group, the trainer, or
the event. Grumbling and mumbling take
the place of learning.

Attendance snits

A frequent snit is the one stemming
from mandated attendance. lrainers often
face participants who are there for one
reason: they were told they had to attend.
Such participants generally enter angry,
frustrated, and uninterested in the subject
matter to be addressed. They can't vent
their anger on those responsible for send-
ing them to the session, so they arrive
ready to take it out on the trainer.

Our natural first reaction is to
demonstrate to the group that they'll real-
ly be glad they attended. We defend the
importance of the subject matter. We do

V.-

knowledge or quick enough on our feet to be in training in

the first place

While twits and nits are no fun, thev at
least can be handled internally or one-on-
one. However, snits feel like "me against
the world."

Snits can result from problems within
the group, within the trainer, or both. For
example, the group may have been led to
expect something other than what the
trainer was contracted to deliver. Or the in-
dividuals in the group may be unhappy
that they were commanded to attend. Or
the training may be occurring at a time
when participants are under stress from
problems within their organization.

We trainers bear the responsibility for
snits when we are too directive about per-
sonal points-of-view before a group of
highly individualistic participants. Or
perhaps we are too "loose" for agroup that
wants and needs more nuts-and-bolts
direction. In either case we might find
ourselves getting somewhat defensive and
compounding the snit. But we also have
to be careful about the temptation to "go
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everything but handstands to show our en-
thusiasm for this wonderful learning op-
portunity. But if we don't give participants
their chance to snarl and growl, we al end
up snitting our way through the rest of the
session.

The scary part of this snit is our sub-
conscious concern about losing control of
the group. What if we let them go off on
their own tangent and never get them back
to the rea point of this training? What if
the participants end up spending half their
training time collectively attacking the
organization? On the other hand, can we
ever get to learning or to client satisfaction
if the group continues to be so embroiled
in frustration that its members never ac-
tually buy into the training?

Expectation snits
Snits similar to the above occur when

the group expects one thing (possibly for
reasons well outside the trainer's control)
and quickly realizes it is going to get

31



something different. Many participants ar-
rive expecting the training to give them the
solution for the most pressing problem
they are currently facingin their work. But
such lofty expectations rarely, if ever, can
be met within the purview of one training
event, and they certainly cannot be met for
every participant.

Other participants may have misinter-
preted the subject of the training when
they read the printed announcement
about it. Such announcements are general -
ly couched in broad terms like "productivi-
ty," "motivation,” and "communications."
Trainers and trainees may have very dif-
ferent ideas about what might occur in ses-
sions that address those topics.

Mismatching snits

Snits stemming from a mismatch of
learning styles are understandable: We al
know that different people learn in dif-
ferent ways. As trainers, we try to address
this by including a repertoire of different
approaches directed at avariety of learn-
ing styles.

But when awhole group of participants
leans toward one learning style (perhaps
didactic) while the trainer leans toward
another (perhaps interactive), the situation

was told to expect a small group of mid-
level managers but was faced with 22 par-
ticipants who ranged from veteran super-
visors to clerks and labor foremen. The
training department had become worried
that too few people were signing up for the
session, so they opened it up to al levels."

We usually try to make the best of such
situations by pitching various parts of our
presentations to various participants, and
bv trving to avoid addressing the "lowest
common denominator.” At any given time,
we realize someone is finding the session
irrelevant to their needs. Acknowledging
that, we start silently fuming about "what
this client has done to me." And the par-
ticipants start angrily thinking the same
exact thoughts.

Environmental snits

The training environment also creates
snits. Sometimes the world outside seems
to conspire against our best training ef-
forts. We may have a dynamite design, a
terrific training team, and agood group of
participants, but the time and place just
don't fit.

This easily occurs when other organiza-
tional issues are so immediate and per-
vasive that participants just can't settle

We've experienced the frustration of training in dingy,
windovvless rooms with uncomfortable chairs per manently
affixed to their classroom position

isripe for conflict. When asnit of thistype
gets under way, participants are likely to
begin grumbling among themselves that
they came to get answers, not play games.
Or they may start griping that the trainer
is telling them what to do instead of let-
ting them learn. The mismatch of training
styles and participant learning styles is as
disconcerting for the trainer as it isfor the
participants.

Another area of mismatching comes
from within the group itself. While there
are some real advantages to mixed groups
and groups of strangers, some of these are
so diverse that participants begin to
wonder "How can this relate to me if it
relates to these other people?”

This isaparticularly thorny issue when
agroup contains awide variety of organiza-
tional levels and experience levels. Veteran
managers and new. first-line supervisors
simply may not expect to be in atraining
program together, and this can spark a
group snit about the training itself and
develop into a conflict with the trainer: "I

down to our training topic. Maybe the
latest rumor about budget cuts has them
worried about their jobs. Or maybe they
just got word about an important new proj-
ect that needs to be completed under a
tight deadline.

Environmental issues also refer to the
immediate surroundings of the training.
We've experienced the frustration of train-
ing in dingy, windowless rooms with un-
comfortablechairs permanently affixedto
their classroom position. The physical sur-
roundings can become a real barrier to
learning and may lead to a snit that spills
over onto disgruntlement with the subject
matter and the trainer.

Unexpected interruptions make for yet
another kind of environmental stress. A
visit from the "big boss" is one such occa-
sion, especially if he or she simply arrives
unannounced and skulks around in aback
corner for an hour or so. Everyone, in-
cluding the trainer, wastes alot of mental
energy wondering what's going on: "l was
running a two-day goal-setting retreat for
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the city council of avery large municipali-
ty. During lunch on the second day, the
mayor's budget officer arrived to distribute
copies of the just-completed draft of next
year's city budget. Goal prioritizing went
right out the window."

The most disturbing factor about en-
vironmental stress issues isthat they seem
so completely out of our control. And they
seem to happen just when we had a very
good shot at making this one of our best
training events ever.

Tackling the terrible trio

It is probably impossible to eliminate
the twits, nits, and snhits from our profes-
sion, but there are ways of lowering the
number of times they occur and lessening
the impact they have. We must identify,
confront, and address these disruptive
states of conflict. This involves develop-
ing action plans so that we're not caught
in conflicts by surprise but, rather, have
tools at the ready to deal with these
situations.

A good way to start dealing with these
uncomfortable circumstances is to
recognize them early and meet them head-
on. Talk to yourself! Tell yourself "Oops,
here comes a big twit. I've got to cool
down." Or ask yourself "Where is this nit
coming from, and what do | want to do
about it?" Your internal candor about the
situation is the first step in dealing with
conflict—beforeit deals with you.

Another technique is preparation. We
rarely devote enough time and energy to
the important task of contracting with
clients and cotrainers. Contracting with
others to clarify expectations, objectives,
and roles isessential homework for atrain-
ing program. For internal twits, a role
negotiation exercise can help. Ask yoursdf
"What do | need to do more of, less of, or
the same in order to feel more effective.”
Many nits and snits can be headed off by
frank discussions with colleagues ad
clients well beforethe training begin-

Be willing to talk with others abo; t dl
three kinds of tensions. If your twit ha You
so embroiled in self-doubt that you -at
even remember how it originated, : cd-
league or friend may be able to heli YU
make sense of things. Since nits and it
concern other people, they need tol
dressed with those people. Use the anie
leveling and listening technique® YU
would use in atraining session. Give
back and ask for feedback. It realh J0€S
work.

Even when the issue iswithin the "0UP
of participants, such aswith misma *
experience levels or organizational® "€
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it cin be confronted with appropriate feed-
bec k to the group. This may mean calling
"time out" from the training topic for
awhile, but the time spent will be made up
through more productive learning in the
long run,

It also helps to look on the bright side
of tensions—there 7s one. Don't consider
wwits, nits, and snits to be all bad, Thev
make us uncomfortable, but they also keeb
us on our toes. For example, your feelings
of competition with a cotrainer can
sometimes heighten vour performance
level. Confronting control issues with a
colleague may give vou a chance to prac-
tice what you have preached in training
sessions. Issues that crop up between you

and your audience may guide you to a very
| necessary restatement of the purpose and
the client for the training, Even internal
self-doubts are not all bad. They can be
the catalyst for your attempt to improve or
vour decision to change.
| Another effective way of dealing with

twits, nits, and snits is to address them as
a training issue. Whenever you have the
opportunity, build discussions of these
§ issues into training programs, especially

| vain-the-trainer programs. This can help

vou and others learn ways to work with the
| conflicts and can comfort you with a sense
| of company: “It really does happen to
b everybody.” There is no use pretending

that twits, nits, and snits don't happen to
| tainers. They are permanent fixtures in
| our professional lives, and telling others
| about them helps.

b Woak some magio
Find comfort when dealing with twits,
"its, and snits by thinking of the famous
Hary Houdini. Houdini was a profes-
dord problem solver aswell asamagician.
Sometimes he allowed his audience to tie
hm up or surround him with chains.
Sometimes he worked with apartner who
°uld clamp him into a straight jacket,
“nd sometimes he constructed his own
%t of problems, binding himself in knots
" locking himself in abox. Then he went
work— confronting and defeating every
ion fetter, brass lock, and knotted rope.
W thout problems, Houdini wouldn't
rnaehad aprofession. What made him tru-
"¢ narkable was his ability to overcome
&ve obstacle he or others presented. By
viev ngyour conflicts as challenging—not
U= mountable—obstacles, you may just
am ilete some remarkabl e feats yourself!
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at every level, on the job. Reading. Remembering. Attending Meetings.
Making Presentations.

ONE-DAY SPEED READING WORKSHOP-Our techniques are
effectivefor al types of reading: legal contracts, officememos, textbooks,
newspapers, magazines and novels. We guarantee to double the reading
speed of any participant during this one day course.

ONE-DAY MEMORY IMPROVEMENT WORKSHOP—The course
guarantees to drastically improve the ability to remember names, faces,
numbers, foreign languages, lists, speeches, presentations and more.
Each participant will learn a brand new system for remembering that
is based on the power of imagination.

ONE-DAY MEETINGS ON TARGET WORKSHOP—We will provide
specific techniques to determine: if a meeting is necessary, who should
attend, how to plan an agenda, how to prepare and respond as a
participant, what to do about problem participants, what post-meeting
follow up is necessary, and more.

ONE-DAY PRESENTATIONS ON TARGET WORKSHOP-Each
participant is taught a series of methodologies to: plan pre-speech
objectives, design visual and audio aids, make effective introductions,
use appropriate data, evaluate an audience, create dynamic conclusions,
and improve individual speaking skills.

All of these courses are available as in-house workshops, or at more
than thirty universities and colleges nationwide.
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