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In our professional roles, engagement is generally sought after with the sole pur-
pose of bringing about behaviour change.  

If we view the process of engagement like a house, with the roof being our ultimate 
goal, we can see that we have some work to do before we get to this aspect of the 
build. 

Foundations are always the first to be laid with any building project and if these are 
not well set before the structured work begins the results will be unstable.  

Our clients are often facing huge challenges and if we are to engage them successfully 
and move them towards positive change, the foundations of the relationship must be 
strong. Experience has shown us that an empathic, ‘relationship-based’ approach is 
the most robust and, once this is set, we are in a much stronger position to develop 
rapport, communicate effectively, motivate, challenge and lastly to bring about 
positive behaviour change.  

This two day training course will take participants through the journey of developing 
a robust, trusted, professional relationship and equip them with all the necessary 
skills and techniques to develop Emotional Intelligence in clients, to move then 
successfully through services with desired outcomes. Specific attention is paid to 
attachment theory and three key developmental deficits commonly found in clients 
struggling to engage; namely emotional literacy, emotional regulation and problem 
solving. 

This award-winning* training has been developed by frontline practitioners and 
psychotherapists, and is delivered by experts in the field of reflective practice, 
restorative practise, appreciative enquiry, behaviour change and relationship 
dynamics.  

 

* Silver Award, Best Public Sector Program, Training Journal Awards, 2016 



 

 

 Core Engagement 

DAY ONE – Connecting with Others (Developing an Empathic Approach) 

Aims 

Training delivery enables participants to fully explore their own working practices, 

attitudes and barriers to engagement, whilst developing the skills and resources 

necessary for overcoming such. This module introduces three key developmental 

deficits commonly found in clients struggling to engage: emotional regulation; 

emotional literacy; and problem solving skills, setting the scene for a more in-depth 

exploration in day two. The day provides opportunities for case study exploration, to 

bring theory to life and embed learning into participants’ own everyday practice. 

Participants are also provided with a digital workbook containing summary learning 

points, personal reflections and technique reminders.   

 

Outcomes 

Participants will leave this training having achieved the following: 

 Demonstrate awareness of how their own attitudes, working practices and agency 

policies can impact and impede the engagement process. 

 Demonstrate their ability to reflect upon and, where appropriate, alter their own 

attitudes and working practices in order to enhance the engagement process.   

 Demonstrate their understanding around key developmental deficits and their 

ability to work empathically with a wide range of people and problem areas.  

 Demonstrate their understanding of, and ability to use, validation techniques in 

the process of engagement.  



 

 

Core Engagement 

DAY TWO (AM) – Influencing Others (Communication & Rapport) 

Aims 

This section is designed to take a closer look at the barriers created by communication 

styles, body language and psycho-geography, whilst providing participants with the 

opportunity to develop key skills that will develop rapport and create safe levels of 

‘sameness’ between themselves and their client. Digital workbooks are provided and 

participants are encouraged to contribute to their learning with personal reflections 

and with the sharing of relevant case material.  

 

Outcomes 

Participants will leave this training having achieved the following: 

 Demonstrate an awareness of how their own communication style, plus agency 

requirements e.g. ’tools of the trade’, uniforms, offices etc... can both inhibit 

and enhance the engagement process.  

 Demonstrate their ability to overcome ‘natural barriers’ to engagement through 

the use of enhanced communications skills (language use, psycho-geography, 

body language & tonality). 

 Demonstrate their ability to build rapport with difficult client groups through the 

use of basic counselling skills, such as mirroring, reflecting, paraphrasing & 

conveying empathy. 

 Practice the use of some basic counselling/therapeutic techniques with their 

peers and demonstrate awareness of how to implement this approach usefully 

with clients, in order to enhance rapport and maintain engagement.  



 

 

Core Engagement 

DAY TWO (PM) – Influencing Others (Motivation & Challenge) 

Aims 

Once trust and credibility has been established, practitioners are far more likely to 
get honest committed answers instead of compliance. This section is designed to 
equip participants with the knowledge and skills required to understand what is 
driving difficult behaviours and the positive functions they serve. Participants will 
then explore how to facilitate clients towards positive change with minimal resistance 
and maximum autonomy.  

Outcomes 

Participants will leave this training having achieved the following: 

 Demonstrate their knowledge of evidenced based practice around behaviour and 
behaviour change, in particular how and why negative cycles of behaviour are 
developed and maintained. 

 Demonstrate awareness around how current thinking & working practice can 
increase dependency on services and resistance towards change.  

 Demonstrate their ability to motivate others using Motivational Interviewing (MI) 
skills and techniques, promoting self-responsibility and autonomy in their clients.  

 Show understanding of ‘resistance’ as being the responsibility of both the client 
and practitioner and demonstrate their ability to minimise resistance using basic 
counselling skills and MI techniques.  

 Demonstrate their ability to promote self-challenge through the use of basic 
cognitive behavioural techniques i.e. Socratic Questioning.  

 

 



 

 

ENHANCEMENT DAY—Personality & Engagement 

Understanding personality gives us an insight into a person’s unique approach to 
life. It focuses less on ‘what’ people do, and more on ‘the way’ people do things. 

A deeper understanding of own and client’s personality can help practitioners to 
explore why clients do things the way that they do, as well as giving insight into how 
best to propose clients go about changing their approach to one that shifts behaviour, 
but suits their preferred way of doing things. 

Personality gives so much insight into why we behave the way we do. It's a critical 
factor when considering our approach to any given situation, and our behaviour 
harbours many clues as to who we are. One of the best ways to build a lasting 
connection in order to truly influence another human being is to adapt our style to 
suit their needs - this is where understanding personality can massively affect 
engagement.  

 

The Myers Briggs Type Indicator is an extremely valid and reliable personality 
identifier. Based on the personality theories of renowned Psychiatrist Carl Jung and 
adapted by long-time followers of his works, Katherine Briggs and Isabel Myers, in the 
early 20th Century, this tool has stood the test of time, and continues to be 
researched and validated to this day. IntraQuest have years of experience using this 
tool as a coaching instrument to help people do two things: firstly, understand 
themselves with a depth never before experienced: and secondly, understand others 
in greater depth also. The beauty of the MBTI is that it embraces diversity and focuses 
on the strengths of all personality 'types' - helping individuals to value the differences 
between themselves and others and also become more tolerant and accepting of those 
with different types to themselves. 

 



 

 

Course details 

Pre-course - mandatory completion of an on-line questionnaire, taking around 30-40 
minutes. 

 

Aims 

During this one-day enhancement programme, individuals will explore 8 different 
personality types and, with the help of a pre-course questionnaire, define their own 
particular 'type'. They will then use this newfound knowledge of various types to 
understand what drives their own behaviours, as well as the behaviour of others. Taking 
this into practise will help them to more effectively communicate, influence and 
engage anyone they come into contact with, as well as making them a more 
understanding and tolerant individual. The benefits to all relationships when the MBTI 
knowledge is employed successfully are well documented in businesses and cultures 
worldwide. IntraQuest are proud to be able to offer this valuable tool to all of our 
customers as part of our Tackling Engagement programme. 

 

Outcomes 

Participants will leave this training having achieved the following: 

 Demonstrate their understanding of the theory of personality 'type' and the 
concept of 'preference' 

 Able to define the 8 different personality types, and the 4 functions in which they 
operate 

 Able to define their own 'best fit type' based on their reported type and self-
assessment 

 To develop techniques upon which they may identify another individuals type 
preference 

 To explore ways in which they can adapt their style to suit certain types better 
 To understand how our behaviour may manifest under stress based on our type 

ENHANCEMENT DAY—Personality & Engagement 



 

 

ENHANCEMENT DAY—Dynamic Assessment 

Assessment can be a really tricky part of the client relationship. It can involve 
exploring information, topics and details that make clients uncomfortable, and we 
are at risk of them disengaging.  

By assessing in a more ‘client-centric’, collaborative way, we can retain engagement 
and also get the best out of the assessment process. 

Aims 

This course gives participants the opportunity for in-depth exploration of three key 
developmental deficits commonly found in disengaged client groups i.e. lacking the 
appropriate skills to problem solve, regulate emotions and express thoughts and 
feelings effectively. Participants will draw on this understanding in order to adapt 
assessment structures to suit the needs of the individual. Creative assessment tools 
will be explored in order to equip participants with ways in which to engage clients 
during the assessment process. This module also sets the foundations for self-
assessment and goal setting, an integral part of the Cognitive Behaviour Therapy 
approach (further CBT training offered as a separate follow-up course if required). 

Outcomes 

Participants will leave this training having achieved the following: 

 Demonstrate their understanding of problem solving, emotional literacy & 
emotional regulation and show understanding of how deficits in these areas can 
inhibit the assessment process.  

 Demonstrate their ability to identify where someone may be struggling with the 
above deficits and show willingness to work adaptively according to need.  

 Demonstrate their ability to implement tools and techniques gathered throughout 
the course, in order to help client’s combat difficulties particularly throughout 
the assessment phase.  

 Demonstrate their ability to gather accurate information sensitively, whilst 
maintaining a client-centred approach and encouraging self-responsibility and 
client autonomy.  



 

 

ENHANCEMENT DAY—Restorative Practices 

When we consider a ‘vested interest in positive outcomes for all concerned’ as one 
of the key rules of engagement, it’s no surprise that driving a shared 
understanding of everyone’s perspective is a critical factor in sustainable change..  

Using the ‘relationship-based approach’ in group settings can be incredibly powerful, 
giving all people involved or affected by the current situation the opportunity to share 
their perspective and work collaboratively to find solutions. 

Aims 

This 1-day enhancement introduces the theory and principles of Restorative Practices, 
as well as how to use the ‘relationship-based approach’ in Restorative Processes to 
build stronger, more empathic relationships. The course also gives participants some 
key facilitation skills for preparing and running Restorative Processes, as well as some 
useful group exercises to explore emotional intelligence and effective relationships in 
circles and conferences. 

Outcomes 

Participants will leave this training having achieved the following: 

 A clear understanding of the origins of Restorative Practices and the roots of 
Restorative Justice; 

 A clear understanding of key supporting concepts and models that support the 
effectiveness of Restorative Practices; 

 A clear understanding of the Restorative Processes continuum, and each process 
that falls throughout; 

 Clear guidance on how to prepare for and run great processes, and how to sustain 
outcomes outside of Restorative Processes; 

 Exploration of key learning styles to enhance participants ability to facilitate 
processes successfully; 

 Facilitation practice, using group exercises that develop a greater understanding 
of relationships, how they are formed and how they are maintained; 

 Practical application of the ‘relationship-based approach’ throughout any and all 
Restorative Processes. 



 

 

Course Essentials 

 

Business Benefits of this Programme** 

This approach, when implemented consistently, has been proven to contribute towards: 

 Significant reductions in demand for public services; 
 Significant improvements to outcomes across ALL frontline public services; 
 Reductions in criminal behaviour and activity; 
 Reduction and eradication of problematic behaviours in general. 
 
 Cost of course *** 

Core Engagement (2 Days) —      £150 per head (£4,500) + VAT 

Personality & Engagement (1 Day) —    £120 per head (£3,600) + VAT  

Dynamic Assessment (1 Day) —     £75 per head (£2,250) + VAT 

Restorative Practices (1 Day) —     £75 per head (£2,250) + VAT 

 

All costs are based on 30 delegates, including all learning resources and refreshments.  

These courses can be delivered in-house or off-site at our dedicated Oldham training 
centre.  

Buffet lunch can be provided if accessed off-site at an additional cost of £4 per head 
per day. 

 

Booking Enquiries 
 
Contact Neil Lewis or Karen Keates to discuss your requirements via the details below: 
 
Neil Lewis – Director – Business Development & Administration 
neil@intraquest.co.uk 
Tel: 07879 897119 
 
Karen Keates – Director – Learning Services 
karen@intraquest.co.uk 
Tel: 07985 399488 
 
Main Office 
 
IntraQuest 
Sapphire Suite 
Earl Mill 
Dowry Street 
Oldham 
OL8 2PF 
 
Tel: 0845 094 0983 
Mail: info@intraquest.co.uk 
Web: www.intraquest.co.uk 
Facebook: www.facebook.com/intraquestUK  
 
 

**Based on evaluation data provided by Oldham Council, 2015 - 2017 

***All costs are negotiable, based on budget and size of commission 
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