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Session Descriptions

Thursday, September 10,2026 / 10 am-12 noon
EMPLOYEE ENGAGEMENT
How to be the Best Boss Your Employees Ever Had

Many organizations seek to retain employees by continually adding
perks. But according to Gallup Research, 70% of an employee’s
engagement is determined by their relationship with their direct
supervisor. This session focuses on how a manager can increase
employee enthusiasm, commitment, and enthusiasm.
What You Will Learn:

- The 3 Main Responsibilities of a Manager

- The Key Difference between Employee Satisfaction and Employee
Engagement

« The 3 Levels of Employee Engagement
« 7 Practical, No-Cost Ways to Increase Employee Engagement
- 5 Benefits of Engaged Employees

Session Resources

+ Session Handout

« Session Slide Deck

« Direct Report Check-In Form

- Manager Communication Update Form

Thursday, September 24, 2026 / 10 am-12 noon
EMPLOYEE ACCOUNTABILITY

How to Effectively Address Poor Behaviors and
Attitudes

One person can't make a team, but one person can break a team.
Poor performers have a negative effect on an organization’s work
culture and reputation. Using Del's D-I-R-E-C-T Model of Corrective
Feedback, you will learn a step-by-step approach to handling
difficult conversations with competence and confidence.

What You Will Learn:

« The Consequences of Tolerating Poor Behavior in the Workplace
-+ Common Excuses for Not Addressing Poor Behaviors

« A 6-Step Method for Effectively Delivering Corrective Feedback
. 7 Best Practices When Delivering Corrective Feedback

- How to Establish High Behavioral Expectations

Session Resources

+ Session Handout

- Session Slide Deck

+ D-I-R-E-C-T Model Discussion Planner

+ Sample Behavioral Guidelines

Thursday, October 8, 2026 / 10 am-12 noon
BUILDING HARMONY
How to Manage Differences and Work Through Conflict

In every organization there is internal competition, department silos,
and interpersonal conflict. In this session, you will learn a practical
approach to conflict management so you can be a ‘bridge builder’
and create a workplace where everyone is working together.
What You Will Learn:

- The Importance of the Abundance Mindset in the Workplace

- Constructive and Destructive Conflict Behaviors

« 5 Approaches to Conflict (and When to Use Them)

- How to Resolve a Conflict Between You and Another Person

+ How to Mediate a Conflict Between Two Others

- 3 Life Principles Regarding Conflict

Session Resources

- Session Handout

- Session Slide Deck

- Conflict Mediation Discussion Planner

Thursday, October 22,2026 / 10 am-12 noon
HIRE SMART

How to Interview, Select, and Onboard the Right People

Getting the right people on board is one of the most important
responsibilities of a manager. However, most organizations have
an undisciplined and unfocused approach to hiring people. In this
session you will learn to how conduct a thorough interview, select
a solid candidate, and get them started strong during orientation.
What You Will Learn:

+ The 3 Dimensions of Fit

« How to Prepare for the Interview

« 4Types of Interview Questions

- 8 Best Practices in Interview

- Looking for Red Flags

« Best Practices in New Employee Onboarding

Session Resources

+ Session Handout

- Session Slide Deck

- 100 Great Interview Questions

- Candidate Evaluation Form
30 Day New Employee Check-In Form
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Session Descriptions (contd)

Thursday, November 5, 2026 / 10 am-12 noon
SERVICE EXCELLENCE

How to Deliver a Great Resident Experience

Customer service today is hit or miss. Some team members deliver
excellent service and others don't. A chain is only as strong as its
weakest link. Your goal is to create an environment where every
team member provides exceptional service. In this session, you
will learn how to build a culture of service excellence.

What You Will Learn:

« The Power of 1st Impressions

« The Importance of Relationship Over Task

- Inspiring Confidence About Your Product or Service with
the Customer

« Changing Common Phrases into Winning Words

+ Dealing with Difficult Situations Using the H.E.AR.T. Model

Session Resources

- Session Handout

+ Session Slide Deck

- The GREAT. Patient Experience

- Sample Service Excellence Guides

Thursday, November 19, 2026 / 10 am-12 noon

EMOTIONAL AND RELATIONAL
INTELLIGENCE

How to Manage Yourself and Your Relationships Well
Technical skills get you in game, but relational skills enable you to
win the game. The higher up in the organization you go, the more
important interpersonal skills are. In this session, you will learn
how to make your emotions work for, rather than against, you.
You will also learn how to establish positive relationships and
connect with others in a meaningful way.

What You Will Learn:

- How to Respond Rather Than React to Events

« Embracing a Growth Mindset

-+ 5Ways to be a Clear Communicator

- 5 Strategies to Remember and Use Names

+ How to Connect and Build Rapport with Others

- How to Adapt to Other Personal Styles for More Successful
Interactions

Session Resources

+ Session Handout

- Session Slide Deck

Thursday, December 3, 2026 / 10 am-12 noon

PERSONAL EFFECTIVENESS AND
REPLENISHMENT

How to Be in Control, Make the Most of
Your Time, and Enjoy Life

We all have too much to do and too little time to doitin. The
result is being overwhelmed, stressed, and doing things at the
last minute. But you can have your act together, stay ahead of
things, and feel fulfilled. In this session, you will learn to clarify
your highest priorities, work in a meaningful way, and live

on purpose.

What You Will Learn:

+ How to Create a Reliable System to Capture All Tasks

+ The 80/20 Rule to Clarify Your Highest Priorities

« The 5 Steps to Weekly Planning

- The 3 Keys to Daily Planning

4 Ways to Overcome Procrastination

« 5 Areas of Self-Renewal to Maintain a High Energy Level
Session Resources

- Session Handout

- Session Slide Deck

«+ Win-the-Day Action Plan Form

« On Purpose: 31 Ways to Turbo-Charge Your Productivity

‘Overall, just such a
great course! Id take
it over if I could!”



About Del Gilbert

Del Gilbert is the founder of Accelerating Excellence. He speaks,
trains, and consults on building high-performance in people and
organizations. His dynamic communication style is clear, practical,
and engaging. He delivers nearly 100 keynotes, workshops, and
presentations annually.

Del has held leadership positions in several organizations for 30
years. He served as Chief Learning Officer at St. Joseph Healthcare

for 15 years. While at St. Joseph, employee engagement ranked
in the upper 20% nationally. In addition, all 6 service lines were
ranked in the upper 30% in Patient Satisfaction.

Del holds a Bachelor of Arts in Psychology and a Master of
Business Administration. He is a Certified Leadership Coach
and a Certified Master Trainer.

Accelerating Excellence Leadership Series Testimonials

“It was amazing. Kept me engaged thru the entire course.
It offered solutions that could actually be used in the real world.

/7

“The content was extremely applicable “F ac h session Was
to my every day. This course should be SO I’I.Ch in content. "

a requirement for all managers. It gives

you all of the tools! The handouts are I wouldn't recommend a single change.

an immeasurable resource.” This course has provided us with
all of the tools to be successful.”

“Overall, just such a ) |
Iy I learned a lot and wish more
gr eat course! Id take people in my organization
it over if | could!” would take the course!”



Accelerating Excellence Leadership Series 9/10/26-12/3/26

Name Title Email Address (required)
Facility: Phone:
Address:

City, State, Zip:

Credit Card: |:| MasterCard |:| Visa |:| AMEX

Account Number: Exp. Date:

CID Code: Name on Card:

Billing Address (if different than above):

Please make checks payable to & mail to: Amount Paid: $
Massachusetts Senior Care Association
PO Box 1657 *Registration Fee must be paid prior to attending the seminar.

Easton, MA 02334
Telephone: 617-558-0202 Fax: 617-558-3546

Fees: (Must be paid in full prior to attending seminar)
$499 per person - Mass Senior Care Members
$1,000 per person - Non-Members

CEUs: Up to 14 contact hours

The Massachusetts Senior Care Association has qualified for “deemed status #NH-09015-007" from the Board
of Registration of Nursing Home Administrators for Administrators. This program also meets continuing
education requirements for Nurses in Massachusetts. All paid attendees will receive a certificate of attendance.

Cancellation Policy:

Mass Senior Care must be notified in writing no later than 48 hours prior to the start of the seminar for a
refund, minus a $50 processing fee, which will be refunded in the manner in which the payment was made. “No
Show” attendees will be billed at the full registration fee. Cancellations should be emailed to
info@maseniorcare.org.

Please note: Virtual Link will be sent upon receipt of payment. If the corporate office is processing your
registration, please call the Mass Senior Care office to confirm payment and registration.
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