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Program Overview

DRAFT

	What
	When
	Comments

	Fiscal Year 1

	Prep / Startup
	Nov-2009 through Apr-2010
	Program design



	
	May-2010
	Application process

	
	May-Jul 2010
	Assessment process

	Learning Guide 1
	May-Jun 2010
	Pre-readings, establish focus

	Webinar 1
	Jun
	Program orientation

Introduce service values?

	Webinar 2
	Jun-Jul
	Voice of the Employee

Voice of the Customer

	Retreat 1
	Week of Jul-19
	You as a leader

· EQ

· Automatic behaviors

· Assessment feedback

· Developing a Platinum vision

	Webinar 3 / Learning Guide 2
	Aug
	Your Platinum Project

Putting EQ to work

	Webinar 4 – Learning Guide 3
	Sept
	Setting Clear Goals

	Site Assessments
	Jun-Sept
	

	Retreat 2

	Sept 20 (Same day as CWA Mgmt Conference)
	On the way to Platinum Service

· Strategy, service excellence, and your site

· Conflict Management

· Dealing with Difficult Situations

· Persuasion

· Platinum project work time with Corps

	Fiscal Year 2

	Webinar 5 
	
	Cultural competency

	Webinar 6
	
	Managing change

	Mentoring
	
	Leadership mentoring

Clinic / site specific mentoring

	Retreat 3
	
	Sustaining and Growing Platinum Service

· Maintaining and sustaining

· Measuring effectiveness

· Continuous improvement

	Wrap up
	
	Turnover / train the trainer

Platinum pilot / Platinum Site Recognition
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