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Welcome to Mission Service’s Core Skills Training. This course will focus on the topic of having a Positive Attitude. Remember that the Essential Skills Training will encompass numerous courses developed specifically to help you build your soft skills within the workplace. 
Topics to be covered include; What it means to have a positive attitude, why it’s important, and identifying positive attitudes in the workplace. After this course, learners will better understand Positive Attitude best practices and how to leverage this skill in everyday interactions.

Before you get started, make sure you have the following items to ensure the successful completion of this course:

· Something to write with – pen or pencil
· Your participant guide- This can be accessed via the L&D Learning Portal
· A quiet place to complete your training that is free from any distractions
· And a headset, if needed
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[bookmark: _Hlk90466392]Positive Attitude Defined
[bookmark: _Hlk90467030]Directions: As you follow along in, fill in the blanks below.

In your own words, define what a positive attitude is.

______________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________


Benefits of a Positive Attitude
A few benefits of having a positive attitude are the following:

1. ______________________________________________________________________________________
2. ______________________________________________________________________________________
3. ______________________________________________________________________________________
4. ______________________________________________________________________________________
5. ______________________________________________________________________________________
6. ______________________________________________________________________________________


How to Shift Negative Thinking
· ______________________________________________________________________________________
· ______________________________________________________________________________________
· ______________________________________________________________________________________

How to Shift Negative Thinking - cont’d

Directions: As you follow along in the course, choose the best response to all three scenarios mentioned. Place a checkmark in the box next to the answer you’ve chosen. Then, fill in the blanks with the takeaways from these scenarios.

Scenario 1: A customer is very upset about being over-charged. They approach you yelling and screaming, their hands are waving in the air, and their voice is very loud and angry. How should you respond?
· Immediately try to de-escalate the situation and fix the problem.
· Start yelling back at the customer and become defensive.


Scenario 2: You are scheduled to work a 2-hour shift driving a forklift and loading trucks scheduled to depart the facility. When you begin your shift, you find the only forklift remaining is out of service. What do you do? 
· You get angry, refuse to work, and go home.
· You talk to your supervisor and work together to find another way to load the trucks and meet your goal.  


Scenario 3: You arrive to work for your regularly scheduled shift. When you arrive, your supervisor informs you that you have to work in an area you dislike due to some employees calling out that morning. How do you respond?
· You get upset and tell your manager that you refuse to work in that area. 
· You turn this situation into a positive and work in the area because you’re a team player.


In each scenario, the ___________ and ___________ responses are easy to identify.

In most cases, ________ would choose the ___________ response.

However, it is just as _______ to have _____________ response initially come to mind.


Positive Attitude and Customer Service

Directions: As you follow the course, fill in the blanks below.


External customers are people who ______________ the _________________ or ___________________ that your company sells. 


External customers:
1. ______________________________________________________________________________________
2. ______________________________________________________________________________________
______________________________________________________________________________________


Internal customers are _______________________ inside of an organization who _______________________ on someone else in the organization for ____________________ 
or to get ____________________ done.



Internal customers:

3. ____________________________________________________________________________________________________________________________________________________________________________
4. ______________________________________________________________________________________
______________________________________________________________________________________
5. ____________________________________________________________________________________________________________________________________________________________________________


Activity: Positive Attitude

Directions: Fill in the blanks with the words listed below.

Your attitude affects your___________________________________________ and impacts______________________________________________. If you have a positive attitude, you can_______________________________________________________with_______________________________________________________, which will make even the ________________________________________ rewarding and fun. 

Word List:
· greater ease and creativity
· most challenging tasks
· entire outlook on life
· approach difficult situations
· everything that you do


Short Answer:
Have you experienced the need to switch your negative thoughts into positive ones? Can you name an example in your career or personal life where having a positive attitude has helped you?
______________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
Activity: Positive vs. Negative Thoughts

Directions: Read through each positive and negative thought. Match the positive thought to the negative thought that opposes it by drawing a line to connect them.
Negative Thoughts
Inferior
“The other two people on my team/in my class are more 
popular than me.”


Surrender
“This speech is too hard. I am
going to quit.”


It’s either pro or con
“I messed up on two words in my speech, I will never be able to speak in public again.



Ought to
“I haven’t practiced my speech enough yet.”




Justifications
“I don’t want to put any effort into writing a speech.”

Positive Thoughts:
I can try
“I have a little time after 
work/school each day to 
start drafting a speech”


I have a choice
“I can start practicing for 
Ten minutes each day.”


Everyone has a chance
“This is not a popularity
contest. Everyone has a
chance to do well on their
speech.”


Step by Step
“I know this speech may
be challenging at times, but
I can keep going and try my
best.”


May be more in the middle
“I may have missed two words,
but I can try again and do better
next time.”


Knowledge Check

Directions: Circle the letter(s) that corresponds to the correct answer(s).

1. What is the definition of a positive attitude?
a. A positive attitude is an optimistic mindset that focuses on the good, while negative emotions narrow your mind and focus your thoughts.
b. A positive attitude is an optimistic mindset that focuses on the bad, while unhelpful emotions narrow your mind and focus your thoughts.
c. A positive attitude is a cheerful mindset that focuses on the good, while negative emotions widen your mind and focus your thoughts.
d. A positive attitude is an enthusiastic mindset that focuses on the good, while negative emotions widen your mind and narrow your thoughts.

2. A positive attitude can help you _______. Select all that apply.
a. Produce more energy
b. Gain respect from others
c. Increase faith in yourself and foster hope
d. Build relationships with family, friends, and coworkers
e. Bring more happiness into your life.

3. True or false. To have a new attitude, you have to change your subconscious thinking. In other words, you must analyze every thought until positive thinking becomes a habit.
a. True
b. False

4. There are many advantages to having a positive attitude at work. Some examples are _____________. Select all that apply.
a. Build positive customer relationships
b. Reduce and manage stress
c. Achieve goals and career success
d. Grow self-esteem
e. Improve the attitude of other employees and coworkers

5. True or false. Your customers are the people who pay for your company’s products and services. 
a. True
b. False

__________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
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