
Tools for Talking 
W H E N  S T A K E S  A R E  H I G H

Whenever you’re not getting the results you’re looking for, it’s likely a crucial conversation is keeping 
you stuck. Whether it’s a problem with poor quality, slow time-to-market, declining customer 
satisfaction, or a strained relationship—whatever the issue—if you can’t talk honestly with nearly 
anybody about almost anything, you can expect poor results.

What Is a Crucial Conversation?
A crucial conversation is a discussion between two or more people 
where the stakes are high, opinions vary, and 
emotions run strong. These conversations—when handled poorly 
or ignored—lead to strained relationships and dismal results. 

What Does Crucial Conversations Training Teach?
Crucial Conversations teaches participants how to:

• Speak persuasively, not abrasively

• Foster teamwork and better decision making

• Build acceptance rather than resistance

• Resolve individual and group disagreements

What Is Crucial Conversations® Training?

Crucial Conversations is a two-day course that teaches skills for creating 
alignment and agreement by fostering open dialogue around high-stakes, 
emotional, or risky topics—at all levels of your organization. By learning how to speak and be 
heard (and encouraging others to do the same), you’ll surface the best ideas, make 
the highest-quality decisions, and then act on your decisions with unity 
and commitment.

CRUCIAL CONVERSATIONS IS ONE 
OF THE MOST POWERFUL AND 
USEFUL TOOLS I HAVE FOUND.

Mike Miller,  
Director of Business Billing, AT&T



Who Needs Crucial Conversations Training?
Does your organization suffer from taboo topics, deference, disagreement, 
analysis paralysis, information hoarding, office politics, or alienation? Is your 
organization battling declining productivity, safety violations, low morale, reduced 
quality, poor customer satisfaction, or other bottom-line concerns? Then you, 
your team, or your organization needs Crucial Conversations Training.

Organizational Benefits of Crucial Conversations 
Fortune 500 organizations around the world have turned to the award-winning Crucial 
Conversations Training to improve bottom-line results like quality, efficiency, satisfaction, 
safety, etc. Results include: 

• Productivity & Quality. Sprint Nextel saw a 93 percent improvement in 
productivity and a 10 to 15 percent improvement in quality, time, and cost.

• Teamwork. Employees at MaineGeneral Health were 167 percent more likely 
to speak up and resolve problems with colleagues after being trained in Crucial 
Conversations. 

• Relationships. Franklin Pierce College reduced passive-aggressive behavior by 
14 percent and increased trust levels by 15 percent.

• Performance. STP Nuclear Power Plant went from total shut-down to generating 
the most electricity in the nation among two-unit plants.

• Efficiency. AT&T reduced billing costs by 30 percent and Sprint Nextel reduced 
customer care expenses by $20 million annually.

Named “Training Product of the Year”  
Human Resource Executive

Don’t Take Our Word for It
More than one million people and 300 of the Fortune 500 companies have used 
our skills to improve their organizational culture and create change for good.

What’s the Next Step?
If your organization could benefit from the skills taught in Crucial Conversations 
Training, contact us today to learn more. Call 1-800-449-5989 or visit us at 
www.vitalsmarts.com.

About VitalSmarts. An innovator in corporate training and leadership development, VitalSmarts 
combines three decades of original research with 50 years of the best social science to help leaders 
and organizations change human behavior and achieve new levels of performance. We’ve identified 
four high-leverage skill sets that, when used in combination, create healthy corporate cultures. 
These skills are taught in our award-winning training programs and New York Times bestselling 
books of the same titles: Crucial Conversations, Crucial Accountability, Influencer, and Change 
Anything. VitalSmarts has worked with 300 of the Fortune 500 companies and trained more than 
one million people worldwide. www.vitalsmarts.com

About the Book
With more than 2 million copies 
sold, Crucial Conversations is 
the New York Times business 
bestseller that’s transformed 
organizations and changed 
the way millions of people 
communicate.

 
Participant Materials

• Crucial Conversations Participant Toolkit
• Cue cards for each lesson in a desktop  

display case
• Crucial Conversations model card 
• A copy of the New York Times bestselling book, 

Crucial Conversations: Tools for Talking When  
Stakes are High (2nd Edition)

• Crucial Conversations Audio Companion
• A course completion certificate

Training Options
• In-house—One of our expert trainers  

delivers the program at a location you 
specify.

• Public Workshop—Your employees  
attend a prescheduled, public training 
workshop. Both virtual and in-person  
training options are available.  

• Trainer Certification—Individuals or  
trainers from your organization certify to  
teach the course within your company.

Want to Customize this Course?
We offer multiple options to both personalize  
our training to meet your specific needs, as  
well as measure its impact. Learn more at  
www.vitalsmarts.com/tailormeasure

The Crucial Skills Suite

Those who have already attended the two-day 
Crucial Accountability course may add on the 
one-day Crucial Conversations course. Visit  
www.vitalsmarts.com/crucialsuite for details.

©  2014 VitalSmarts. All Rights Reserved. VitalSmarts, the Vital head, Crucial Conversations, and Influencer Training  
are registered trademarks and Crucial Accountability and Change Anything are trademarks of VitalSmarts, L.C.

+



Training Course Details
Crucial Conversations Training infuses fourteen hours of classroom time with more than 
60 original video clips of “before and after” situations. Enjoy video-based instruction 
from the authors of Crucial Conversations: Tools for Talking When Stakes are High. 
Engage in extensive in-class practice, group participation, and personal reflection as 
you explore and master these crucial skills.

Day 1
8:00 a.m. Lesson 1:  

Get Unstuck
•  Spot the conversations that are keeping you from what you want. 
•  Avoid moving to silence or violence during crucial conversations. 
•  Share facts, ideas, feelings, and opinions candidly and honestly.

9:30 a.m. Break

9:45 a.m. Lesson Two:  
Start with Heart

•  Identify your own Style Under Stress and manage it. 
•  Stay focused on what you really want and maintain dialogue. 
•  Understand how motives change when conversations turn crucial.

11:00 a.m. Break

11:15 a.m. Lesson Three:  
Master My Stories

•   Stay in dialogue when you’re angry, scared, or hurt—“think” your way to 
the root cause of negative emotions.

•  Discover your stories—how do you justify your behavior?

12:00 p.m. Lunch

1:00 p.m. Lesson Three:  
Master My Stories, cont.

•   Eliminate Victim, Villain, and Helpless Stories, and improve your results.

2:00 p.m. Break

2:15 p.m. Lesson Four:  
STATE My Path

•  Speak persuasively, not abrasively. 
•  Get your meaning across even with potentially threatening messages.

3:30 p.m. Break

3:45 p.m. Lesson Four:  
STATE My Path, cont.

•  Share strong opinions without shutting down contrary views. 
•  State your mind while making it safe for others to do the same.

5:00 p.m. End of Day One

Day 2
8:00 a.m. Lesson Five:  

Learn to Look
•  Spot the warning signs that indicate safety is at risk.  
•  Notice various forms of silence and violence.  
•  Step out of a conversation and notice how to make it work.

9:30 a.m. Break

9:45 a.m. Lesson Six:  
Make It Safe I

•  Take steps to rebuild safety and return to dialogue.  
•  Talk about almost anything—without silence or violence. 

11:00 a.m. Break

11:15 a.m. Lesson Six:  
Make It Safe I, cont.

•  Use specific skills to keep everyone sharing information.

12:00 p.m. Lunch

1:00 p.m. Lesson Seven:  
Make It Safe II

•  Establish and maintain mutual purpose and mutual respect.  
•  Recognize when you’re at cross-purpose.

2:00 p.m. Break

2:15 p.m. Lesson Eight:  
Explore Others’ Paths 

•  Use exploring skills to make it safe for others to speak up.  
•  Diffuse others’ violence and eliminate silence.  
•  Get safely to the meaning behind others’ emotions.

3:45 p.m. Break

4:00 p.m. Lesson Nine:  
Move to Action

•  Put Crucial Conversations principles and skills together.  
•  Move from healthy dialogue to taking action and achieving results.

5:00 p.m. End of Training

If your team or organization struggles 
to deal effectively with difficult 
subjects, undercommunicates, or 
fails to act with unity and conviction, 
Crucial Conversations Training is for 
you. Call 1.800.449.5989 or visit us 
at www.vitalsmarts.com. 

Trainer Certification

Use our trainer certification program and 
Trainer Suite to enable your trainers to 
offer the highest quality in-house training 
program available today.

We also advocate leader-led training as 
the most effective approach for helping 
employees acquire and retain new skills.

Participant Materials

•   Crucial Conversations Participant 
Toolkit (157-page training workbook)

•   Cue cards and model card

•   A copy of Crucial Conversations:  
Tools for Talking When Stakes are High, 
2nd edition

•   Crucial Conversations  
Audio Companion

•  A course completion certificate

www.vitalsmarts.com  800.449.5989

THE CAPACITY TO MASTER 
CRUCIAL CONVERSATIONS DOES 
NOT SIMPLY PREDICT INDIVIDUAL 
EFFECTIVENESS—IT IS ALSO ONE 
OF THE MOST POTENT DRIVERS OF 
ORGANIZATIONAL PERFORMANCE.

Kerry Patterson



Crucial Accountability showed management how to stop avoiding conflict 
and helped them recognize that holding others accountable is healthy. 

Ardie Harrison,  
Vice President of Human Resources, Dallas Housing Authority

Improve Accountability, 
Execution, and Performance

Why Crucial Accountability? 
A culture with weak accountability is one where those who see problems say nothing because they 
assume they don’t have the authority or skills to raise a concern. Our research shows when people see 

accountability as “someone else’s job” they waste time, resources, 
and morale—specifically, employees waste $1,500 and an eight-hour 
workday for every accountability discussion they avoid. These costs 
skyrocket when you consider that 95 percent of a company’s workforce 
struggles to hold their colleagues accountable. 

The Crucial Accountability™ Course

This two-day course teaches a straightforward, step-by-step process for identifying and 
resolving performance gaps, strengthening accountability, eliminating inconsistency, and 
reducing resentment. It uses video, group discussions, skill practice, and real-life application 
to make the course both entertaining and engaging. 

Organizational Benefits of Crucial Accountability

Organizations around the world have turned to Crucial Accountability to improve bottom-line 
results like quality, efficiency, satisfaction, safety, etc. Results include:

Teamwork & Relationships: Dallas Housing Authority eliminated 
silos between departments and helped employees resolve 
conflicts with peers and supervisors.   

Efficiency: San Antonio School District saw a 50 percent drop in 
grievances that previously clogged their administrative system.

Safety: Pride International improved their total incident rate by 
55 percent and reported zero accidents that required employees 
to miss time on the job.

Employee Turnover: Orkin saw an 8 percent decrease in 
turnover, and Pride International decreased turnover by 40 percent.



What Does The Training Teach?
Crucial Accountability provides a methodology for effectively holding others 
accountable that’s based on more than twenty-five years of research. 

Hold anyone accountable—no matter the person’s power, position,  
or temperament.

Master performance discussions—get positive results and maintain  
good relationships. 

Motivate others without using power—clearly and concisely explain specific, 
natural consequences, and permanently resolve problems. 

Manage projects without taking over—creatively help others avoid excuses, 
keep projects on track, and resolve performance barriers. 

Move to action—agree on a plan, follow up, engage in good reporting 
practices, and manage new expectations.

Who Needs this Training?
This course is beneficial for people in roles across the entire organization—from 
leadership to front-line employees. Anyone who relies on the efforts of others to 
get things done will benefit from attending Crucial Accountability. 

Don’t Take Our Word for It
More than one million people and three hundred of the Fortune 500  
companies have used our skills to improve their organizational culture and  
create change for good.

What’s the Next Step?
If your organization could benefit from the skills taught in Crucial Accountability, 
contact us today to learn more. Call 1-800-449-5989 or visit us at  
www.vitalsmarts.com.

About VitalSmarts. An innovator in corporate training and leadership development, VitalSmarts com-
bines three decades of original research with 50 years of the best social science to help leaders and 
organizations change human behavior and achieve new levels of performance. We’ve identified four 
high-leverage skill sets that, when used in combination, create healthy corporate cultures. These skills 
are taught in our award-winning training programs and New York Times bestselling books of the same 
titles: Crucial Conversations, Crucial Accountability, Influencer, and Change Anything. VitalSmarts has 
worked with 300 of the Fortune 500 companies and trained more than one million people worldwide. 
www.vitalsmarts.com

Note: Crucial Accountability is the updated and revised training course and bestselling book 
that were previously named Crucial Confrontations. 

ABOUT THE BOOK 
With almost 500,000 
copies sold, Crucial 
Accountability 
(previously published as 
Crucial Confrontations) 
is the New York Times 
business bestseller 
that’s transformed 

organizations and changed the way millions of 
people communicate.

PARTICIPANT MATERIALS
• Crucial Accountability Participant Toolkit

• Contract cards for each lesson in a desktop 
display case

• Crucial Accountability model card 

• A copy of the New York Times bestselling 
book, Crucial Accountability 2nd Edition

• Crucial Accountability Audio Companion

• A course completion certificate

TRAINING OPTIONS 
In-house—One of our expert trainers delivers 
the program virtually or at a location you specify.

Public Workshop—Your employees attend 
a prescheduled, public training workshop. Both 
virtual and in-person training options are available.

Trainer Certification—Individuals or trainers 
from your organization certify to teach the course 
within your company.

Want to Customize this Course?
We offer multiple options to both personalize  
our training to meet your specific needs, as  
well as measure its impact. Learn more at  
www.vitalsmarts.com/tailormeasure

THE CRUCIAL SKILLS SUITE 

Those who have already attended the 2-day 
Crucial Conversations Training may add on a 
1-day Crucial Accountability course. Ask your sales 
representative for more details.

© 2013 VitalSmarts. All Rights Reserved.   



Training Course Details
Crucial Accountability infuses two days of classroom time with more than 30 
video clips of “before and after” situations. Enjoy video-based instruction from the 
authors of Crucial Accountability: Tools for Resolving Violated Expectations, Broken 
Commitments, and Bad Behavior. Engage in extensive in-class practice, group 
participation, and personal reflection as you explore and master these crucial skills.

Day One

8:00 a.m. Lesson One:  
Get Unstuck

• Identify the gaps that are keeping you stuck.
• Select the right accountability discussion to hold.

9:30 a.m. Break

9:45 a.m. Lesson Two:  
Start with Heart

• Understand how motives change when accountability discussions turn crucial.
• Stay focused on what you really want and maintain dialogue.

10:45 a.m. Break

11:00 a.m. Lesson Three:  
Master My Stories

• Respectfully address the gap even when you’re angry, scared, or hurt.
• Discover your stories—how do you justify your behavior?

12:00 p.m. Lunch

1:00 p.m. Lesson Three:  
Master My Stories, cont.

• Eliminate Victim, Villain, and Helpless Stories, and improve your emotions.

1:45 p.m. Break

2:00 p.m. Lesson Four:  
Describe the Gap

• Share what was expected vs. what was observed.
• Ask helpful questions that invite the other person to share his or her perspective.

3:15 p.m. Break

3:30 p.m. Lesson Five:  
Make It Safe

• Talk to almost anyone about almost anything.
• Address defensiveness by creating safety. 

4:30 p.m. End of Day One

Day Two

8:00 a.m. Lesson Six:  
Diagnose

• Review the skills we learned on day 1. 
• Understand what’s causing the gap: is it motivation, ability, or both?

9:30 a.m. Break

9:45 a.m. Lesson Six:  
Diagnose, cont.

• Use the Six Sources of Influence to see what’s driving the gap.

10:15 a.m. Lesson Seven:  
Make It Easy

• Understand and communicate constraints as you begin.
• Don’t lead with your ideas; ask others’ for their ideas.
• Help the other person brainstorm ways to overcome ability barriers.

10:45 a.m. Break

11:00 a.m. Lesson Seven:  
Make It Easy, cont.

• Consider personal, social, and structural solutions that could improve ability.

12:00 p.m. Lunch

1:00 p.m. Lesson Eight:  
Make It Motivating

• Motivate others by identifying natural consequences and make invisible conse-
quences more visible.

1:45 p.m. Break

2:00 p.m. Lesson Eight:  
Make It Motivating, cont.

• Explore all three sources of motivation: personal, social, structural.

2:45 p.m. Break

3:00 p.m. Lesson Nine:  
Move to Action

• Turn solutions into actions. 
• Close the gap permanently.

4:00 p.m. End of Training

www.vitalsmarts.com  800.449.5989

THE WAY YOU COMPLETE 
AN ACCOUNTABILITY 
DISCUSSION IS AS 
IMPORTANT AS HOW 
YOU START IT...IF YOU 
SWAP YOUR BACKBONE 
FOR A WISHBONE, YOU 
SET YOURSELF UP FOR 
A WHOLE NEW SET OF 
PROBLEMS.

Joseph Grenny

If your team or organization 
struggles to deal effectively with 
resolving performance gaps, 
strengthening accountability, 
eliminating inconsistency, and 
reducing resentment, Crucial 
Accountability is for you. Call 
1.800.449.5989 or visit us at  
www.vitalsmarts.com. 

Trainer Certification

Use our trainer certification program and Trainer 
Suite to enable your trainers to offer the highest 
quality in-house training program available today.

We also advocate leader-led training as the most 
effective approach for helping employees acquire 
and retain new skills.

Participant Materials

•   Crucial Accountability Participant Toolkit 
(180-page training workbook)

•   Contract cards and model card

•   A copy of Crucial Accountability: Tools for 
Resolving Violated Expectations, Broken 
Commitments, and Bad Behavior, 2nd 
edition

•   Crucial Accountability  
Audio Companion

•  A course completion certificate



Everyone knows an organization can’t improve unless its 
people do. And people don’t change unless they are willing 
and able to do so. Change Anything is a breakthrough 
application of powerful social science skills to equip 
everyone with the ability to succeed at self-directed change. 
Change Anything skills help employees and leaders take 
charge of their own change in ways that lead to greater 
engagement, performance, health, and personal happiness.  

What Is Change Anything Training?

Change Anything™ Training is a one-day classroom course that teaches individuals to recognize the 
personal, social, and environmental forces of influence currently working against them—and then 
turn them in their favor. By doing so, they become more engaged and productive, and ten times 
more likely to solve complex problems.

What Does Change Anything Training Teach?

Change Anything teaches participants how to:

•  Diagnose what’s keeping them stuck in the status quo.
•  Create change plans that lead to desirable and lasting results.
•  Translate performance feedback into action.
•  Use six sources of influence to make individual change inevitable.

“Change Anything is the 
solution for any type of  
individual behavior  
change. It dramatically 
improves results.”

 —George Okantey, Purdue University

Skills for  
SELF-DIRECTED  

CHANGE  

Training Options

•   In-house—One of our expert 
trainers delivers Change 
Anything Training at a location 
you specify. 

•   Public Workshop—Your 
employees attend a one-day 
public workshop.

•   Trainer Certification—

Trainers or leaders from your 
organization become certified 
to train Change Anything to 
others within your company.



© 2013 VitalSmarts. All Rights Reserved. VitalSmarts, the Vital head, Crucial Conversations, and Influencer Training are registered trademarks and 
Crucial Accountability and Change Anything are trademarks of VitalSmarts, L.C. www.vitalsmarts.com 800.449.5989 

About the Book

A companion to the training course of the same title, 
Change Anything is the New York Times bestselling 
book that empowers readers with a model to overcome 
individual challenges and reach new levels of success.

Participant Materials

•  Change Anything Participant Toolkit 

•  Change Anything Change Plan

•   Change Anything Model card

•   A copy of the New York Times bestselling book, 
Change Anything: The New Science of Personal 
Success

•   Change Anything Audio Companion  
(four-CD audio program for strengthening your 
understanding and skills)

•  A course completion certificate

Want to Customize this Course?

We offer multiple options to both personalize  
our training to meet your specific needs, as  
well as measure its impact. Learn more at  
www.vitalsmarts.com/tailormeasure

Who Needs Change Anything Training?

The change model taught in Change Anything Training can be used by any individual 
struggling to change a bad habit or looking to improve performance. Training participants 
will leave with a systematic process for changing their behavior and experience new levels 
of productivity, engagement, and success.

Organizational Benefits of Individual Behavior Change

The benefits of this breakthrough training approach carry far beyond performance 
improvement. When individuals have the skills and support needed to succeed at self-
directed change, they become substantially more effective at:

•   Performance Management: Research shows 70 percent of employees who are 
aware their boss is unhappy with their performance can’t tell you what they are doing 
wrong or how they will change. On the other hand, employees equipped with the skills 
to change career-limiting habits are 10 times more likely to turn performance gaps into 

meaningful change. 

•   Corporate Wellness: The U.S. Centers for Disease Control and Prevention puts a 
$3,391 price tag on each employee who smokes: $1,760 in lost productivity and 
$1,623 in excess medical expenses. Companies that teach employees to achieve 
greater personal health substantially reduce healthcare costs while increasing the well-

being of their workforce.

•   Change Management: Few organizations can successfully drive rapid, 
comprehensive change—even when the organization finds itself on a burning 
platform. While leaders might understand the recipe for change, they struggle to get 
their people to adopt the required behaviors. As a result, one initiative after another 
fails. On the other hand, leaders who enable employees with the skills to direct their 
own behavior are ten times more likely to influence system-wide change

Who Have We Influenced?

More than one million people and 300 of the Fortune 500 companies have used our skills 
to improve their organizational culture and create widespread behavior change.

What’s The Next Step?

If individuals in your organization could benefit from the skills taught in Change Anything 
Training, contact us today to learn more. Call 1-800-449-5989 or visit us at www.
vitalsmarts.com.

About VitalSmarts
An innovator in corporate training and leadership development, VitalSmarts combines 
three decades of original research with 50 years of the best social science to 
help leaders and organizations change human behavior and achieve new levels 
of performance. We’ve identified four high-leverage skill sets that, when used in 
combination, create healthy corporate cultures. These skills are taught in our award-
winning training programs and New York Times bestselling books of the same titles: 
Crucial Conversations, Crucial Accountability, Influencer, and Change Anything. 
VitalSmarts has worked with 300 of the Fortune 500 companies and trained more than 
one million people worldwide. www.vitalsmarts.com



Trainer Certification

Use our trainer certification program to enable 

your trainers to offer the highest quality in-

house training course available today.

We also advocate leader-led training as the 

most effective approach for helping employees 

acquire and retain new skills.

Participant Materials
•   8 ½ x 11 Participant Toolkit with robust 

change appendix (110 total pages)

•  The Science-of-Change Model card

• Change Anything “Big idea” card

•   Change Anything Audio Companion 
(4-CD set wherein the New York Times 
bestselling authors of Change Anything 
dive deeper into targeted change tactics)

•   Bestselling book Change Anything: The 
New Science of Personal Success

•  Changer coin

•   A free subscription to the Crucial Skills 
Newsletter, a weekly e-mail service

•   Access to our additional learning 

resources at www.crucialskills.com 

Call 1.800.449.5989 or visit us at  
www.vitalsmarts.com/changeanythingtraining.aspx

Training Day

7:30 AM Breakfast 

8:00 AM Lesson One: Introduction  
(50 minutes)

•  Uncover potential career-limiting habits.
•  Learn to avoid the Willpower Trap.
•  Choose a personal change challenge.
•  Draft a meaningful results statement.

8:55 AM Break

9:05 AM Lesson Two: Create Vital 
Behaviors (45 minutes)

•  Learn the power of being both the scientist and the subject.
•  Identify crucial moments.
•  Create vital behaviors.

9:50 AM Lesson Three: See All Six 
Sources (50 minutes)

•  Uncover the two factors that drive behavior: motivation and ability.
•  Learn to “see” the Six Sources of Influence.

10:50 AM Break

11:00 AM Lesson Four: Love What You 
Hate (60 minutes)

•  Define personal motivation.
•   Learn how to get personal motivation working for you rather than against you. Use 

value words.
•  Refute your self-justifying story.
•  Draft a personal motivation statement.

12:00 PM Lunch

1:00 PM Lesson Five: Do What You 
Can’t (40 minutes)

•  Define personal ability.
•  Recognize that new habits almost always require new skills.
•  Identify the skills you need.
•  Conduct a skill scan.

1:45 PM Break

1:55 PM Lesson Six: Turn Accomplices 
Into Friends (50 minutes)

•  Learn the five roles of social influence.
•  Identify the steps to holding a transformation conversation.
•  Identify your friends and accomplices.
•  Change the mix of friends and accomplices.

2:50 PM Lesson Seven: Invert Your 
Economy (40 minutes)

•  Define structural motivation.
•  Learn to recognize the costs of bad habits and the rewards of good habits. 
•  Use rewards by targeting small wins.
•  Put something at risk by tapping into the power of loss aversion.

3:35 PM Break

3:45 PM Lesson Eight: Control Your 
Space (40 minutes)

•  Define structural ability.
•  Use the physical environment to make bad behavior harder and good behavior easier.
•  Learn to build fences, manage distance, and use tools and cues.

4:25 PM — 

5:00 PM
Lesson Nine: Change Anything 
(35 minutes)

•  Discover the tools for “putting it all together.”
•  Turn bad days into good data.
•  Connect with ChangeAnything.com.
•  Fill out your Change Plan: My First Experiment.

Change Anything™ Course Details
Change Anything Training™ is a one-day classroom course that teaches a breakthrough 
methodology for solving any individual behavior challenge. Through targeted practice, group 
activities, video case studies, games, and self reflection, individuals learn to recognize the 
personal, social, and environmental forces of influence currently working against them—
and then turn them in their favor. By doing so, they become more engaged and productive, 
and ten times more likely to solve complex problems.

©2011 VitalSmarts, L.C. All rights reserved. The Vital head is a 
registered trademark of VitalSmarts.



“Leadership is intentional influence.” —Joseph Grenny

The best leaders know how to get individuals to work together to accomplish goals. In contrast, we 
struggle to enable our colleagues to complete projects on time and on budget. We do our best 
to motivate employees to demonstrate more concern for profitability or following procedures. We 
provide incentives for our sales teams to hit quota. In summary, we continually work on ways to 
exert our influence, but we regularly fall short.

INFLUENCER TRAINING®

The New Science of  
Leading Change

In spite of the fact that we’re routinely trying to alter behavior, few of us can articulate an effective 
strategy to create this behavior change. It’s time this changed. By drawing from the skills of 
many of the world’s best change agents and combining them with five decades of social-science 
research, Influencer Training creates a powerful and portable model for behavior change.

Influencer Training provides skills to:
•  Identify the high-leverage behaviors you should focus on

•  Diagnose the real causes behind behavior problems

•  Effectively motivate and enable others—regardless of formal authority 

•  Create behavior-change strategies that yield rapid, lasting results

Who Needs Influencer Training?
Whether you’re managing a team of ten or leading a large organization, Influencer 
Training provides the skills you need to change the behavior of others. The course is 
also highly effective for those without formal authority, as well as emerging leaders. 

What to Expect during Training
Influencer Training uses a combination of live training, compelling 
videos, and a written toolkit to aid learners. Learners will engage in 
extensive in-class practice, group discussions, and personal planning.   



© 2014 VitalSmarts. All Rights Reserved. MAY2014

Organizational Benefits of Influencer Training®

Organizations around the world have turned to Influencer Training to improve 
bottom-line results like workplace safety, customer service, compliance, and 
profitability. Results include:

Safety. Newmont Mining experienced 73% fewer serious injuries.

Customer Service. Michigan’s Department of Human Services customer 
service rating improved by 38%.

Compliance. Spectrum Health improved hand hygiene compliance from 
60% to 90% in two months.

Revenue Growth. Gallery Furniture saw a $250,000 increase in 
monthly sales and a 1 million dollar reduction in annual expenses. 

Process Improvement. Xerox had 93% of its employees use their new 
Six Sigma process and more than 50% adopt it long term. 

Become an 
Influencer

Learn more about lnfluencer Training by visiting  
www.VitalSmarts.com/InfluencerTraining or by  

calling us at 1.800.449.5989.

About VitalSmarts. An innovator in corporate training and leadership 
development, VitalSmarts combines three decades of original research 
with fifty years of the best social science thinking to help leaders 
and organizations change human behavior and achieve new levels of 
performance. We’ve identified four high-leverage skill sets that, when 
used in combination, create healthy corporate cultures. These skills are 
taught in the Company’s award-winning training programs and New York 
Times bestselling books of the same titles: Crucial Conversations, Crucial 
Accountability, Influencer, and Change Anything. VitalSmarts has trained 
more than one million people worldwide. www.vitalsmarts.com

Named “Training Product of the Year” by 
Human Resource Executive Magazine

Named “Change Management Approach 
of the Year” by MIT Sloan Management Review. 

About the Book 
Our New York Times 
bestselling leadership 
book, included as part 
of the course materials, 
delivers a proven  
model for changing 
entrenched behaviors 
across small teams and 
entire organizations.

Participant Materials
•  Influencer Participant Toolkit

•  Influencer Model card

•  The Six Sources of Influence™ card

•  A copy of the New York Times bestselling 
book, Influencer: The New Science of Leading 
Change 2nd Edition

•  Influencer Audio Companion 

•  A course completion certificate

Training Options
In-house—One of our expert trainers delivers 
the program at a location you specify. 

Public Workshop—Your employees attend a 
prescheduled, public training workshop. 

Trainer Certification—Individuals or trainers 
from your organization certify to teach the course 
within your company.

Want to Customize this Course?

We offer multiple options to both personalize  
our training to meet your specific needs, as  
well as measure its impact. Learn more at  
www.vitalsmarts.com/tailormeasure



Day One

8:00 a.m. Introduction  ·  Learn why influence is one of the most powerful and important capacities  
you possess.

 ·  Identify influence challenges you face across a spectrum of domains.
 ·  Discover the three keys to influence—what do successful influencers do that 
separates them from the rest?

 ·  Focus on and carefully measure the results you want.

Break

9:45 a.m. Find Vital Behaviors  ·  Identify Crucial Moments—the moments where enacting the right behavior will 
have an enormous effect on results.

 ·  Select a small number of high-leverage behaviors that, if enacted, will bring about 
the greatest amount of positive change.

 ·  Study and utilize examples of positive deviance (instances when some people 
succeed where most others fail).

 ·  Map the connections between behaviors to discover leverage.

12:00 p.m. Lunch

1:00 p.m. Diagnose Why Change  
Seems Impossible

 ·  Learn that persistent problems do not have one root cause, but multiple causes.
 ·  Examine the Six Sources of Influence™—personal, social, and structural 
factors—to discover the most significant causes of the current problem.

 ·  Completely diagnose the problem in order to prescribe the most effective and 
comprehensive solution.

Break

3:35 p.m. Diagnose—Continued  · Apply the Six Source Model to your influence challenge.

4:30 p.m. End of Day One

Day Two

8:00 a.m. Source 1:  
Personal Motivation

 ·  Make seemingly painful and undesirable behaviors painless and enjoyable.
 ·  Help others consciously connect Vital Behaviors to values through both personal 
and vicarious experiences.

 · Offer choice as a foundation for motivation.

9:15 a.m. Source 2:  
Personal Ability

 · Be a teacher first and a motivator second.
 · Invest in deliberate practice to significantly enhance personal ability.
 · Consider non-obvious ability barriers.

Break

11:00 a.m. Sources 3&4:  
Social Motivation and Ability 

 · Harness the power of social pressure by finding strength in numbers.
 · Lead the way through the principle of sacrifice.
 · Identify and engage opinion leaders.

12:00 p.m. Lunch

1:00 p.m. Source 5:  
Structural Motivation

 ·  Make incentives work for you by supporting, not undermining, desired behaviors.
 ·  Link rewards to Vital Behaviors.

Break

2:20 p.m. Source 6:  
Structural Ability

 ·  Change the environment to make bad behaviors harder and good behaviors easier.
 · Use the power of space, data, and tools.

3:45 p.m. Become an Influencer  ·  Draw skillfully on the appropriate influence strategies as you create your own 
influence plans.

4:30 p.m. End of Training (Total classroom time = 14.5 hours)
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INFLUENCER TRAINING®

Course Details 
 

Influencer Training combines compelling videos and extensive class exercises to give you the skills 
needed effectively change behavior. Whether a formal leader or an individual contributor, Influencer 
can help you drive the change you need.

“Even if just a handful of 
employees implement these 
practices, an organization can 
experience enormous change.”

Human Resource Executive Magazine

Trainer Certification
Use our trainer certification program and 
Trainer Suite to enable your trainers to 
offer the highest quality in-house training 
program available today. 

We also advocate leader-led training as the 
most effective approach for helping others 
acquire and retain new skills.

Participant Materials

• Influencer Participant Toolkit

• Influencer Model card

• The Six Sources of Influence™ card

• A copy of the New York Times 
bestselling book, Influencer: The New 
Science of Leading Change 2nd Edition

• Influencer Audio Companion

• A course completion certificate

Call 1.800.449.5989 or visit us at  
www.vitalsmarts.com/influencer


