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- Course Duration: duration: (4) Online training days, totaling (12) online training hours.
- Training day duration: (3) hours, starting at (7:00) PM and ending at (10:00) PM, including breaks.
- Course start date: Sunday (3/8/2025).
- Course end date: Thursday (6/8/2025).
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7 Strateqgic and Operational Planning Course:
@ Course Overview

This course empowers participants to build and implement effective strategic and operational
plans that drive innovation, institutional sustainability, and alignment with national
transformation programs such as Saudi Vision 2030. It combines modern theories with practical
applications and is delivered through an interactive format that strengthens strategic thinking
and analytical leadership.
E Key Modules
1. Introduction to Strategic Planning Core concepts, differences between strategic and

operational planning, and its relevance in the Saudi workplace context.

2. Stages of Strategic Plan Development Internal and external environment analysis (SWOT,

PESTEL), and crafting of vision, mission, and core values.
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3. Strategic Performance Indicators (KPIs) Designing measurable indicators and aligning

them with institutional goals.

4. Effective Operational Planning Translating strategic intent into actionable steps, resource

management, and clear role definition.

5. Performance Management and Continuous Evaluation Applying tools for performance

measurement, feedback, and ongoing improvement.

6. Strategic Leadership and Change Management Leadership competencies for navigating

resistance and ensuring organizational sustainability.

7. Hands-On Workshops Designing strategic roadmaps, operational planning exercises, and

case studies drawn from healthcare and administrative sectors.

@ Learning Objectives

1. Definition of Planning, Its Importance, and Success Factors
2. Types of Planning and Their Advantages

3. Understanding Strategic Planning

4. General Stages for Developing a Strategic Plan

5. Requirements for Successful Strategic Planning

6. Understanding Operational Planning and Its Significance

7. Stages of Building an Operational Plan

v Build practical and inspiring strategies V Craft effective mission and vision statements v/ Design
actionable and measurable KPIs v/ Translate strategic goals into tangible results V Lead transformative
change with excellence V Evaluate performance and implement improvements.

ﬁ Expected Outcomes

Upon completing the course, participants will be able to:

. Q Analyze Strategic Context: Evaluate the organization’s internal and external environment

using SWOT and PESTEL to support informed decision-making

D Formulate Vision, Mission, and Values: Design the institutional identity components that

reflect long-term objectives
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@ Set SMART Goals: Define strategic and operational objectives that are Specific, Measurable,

Achievable, Relevant, and Time-bound

. m Design KPIs and KRls: Develop reliable tools to monitor progress toward organizational

ta rgets

. % Build Realistic Operational Plans: Convert strategic vision into executable tasks with clear

roles and resource allocation

. Manage Performance and Organizational Change: Employ structured approaches to

adapt to new strategies and overcome resistance

. p Analyze Real-World Case Studies: Integrate theory with practical challenges from the

Saudi healthcare and administrative sectors
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- Course Duration: duration: (3) Online training days, totaling (9) online training hours.
- Training day duration: (3) hours, starting at (7:00) PM and ending at (10:00) PM, including breaks.
- Course start date: Sunday (17/8/2025).
- Course end date: Thursday (19/8/2025).
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|:r Effective Communication Skills Course

@ Course Overview

This course is designed to equip participants with the essential skills for effective communication across
various professional environments. It focuses on understanding the elements of communication, applying
verbal and non-verbal techniques, and managing dialogue and conflict constructively. The course

promotes individual and team performance and fosters impactful organizational engagement.

@ Learning Objectives
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e Introduction to Effective Communication Definition of communication, its elements, types,
and relevance in workplace settings

e Effective Communication in Professional Environments How communication impacts
organizational success and individual performance

e Concept and Importance of Communication The role of communication in building trust and
alignment within teams

e Clarifying the Elements of the Communication Process Sender, message, medium, receiver,
feedback, and context

¢ Recognizing Types and Methods of Communication Verbal, non-verbal, written, and digital
modes of communication

e Success Factors in the Communication Process Clarity, empathy, active listening, timing, and
feedback

e Barriers to Effective Communication Psychological, linguistic, cultural, and environmental
obstacles

e Practical Applications and Exercises Role-play scenarios, case analysis, and interactive learning

activities

Course Modules:
e Introduction to Effective Communication Definition, components, types, and importance in

professional environments

e Listening and Expression Skills Active listening techniques, verbal and written expression,

feedback strategies

e Non-Verbal Communication Body language, facial expressions, vocal tone, and proxemics (use

of personal space)

e Dialogue and Discussion Management Questioning methods, handling opposing views, and

rapport-building techniques

e Communication Barriers and Solutions Psychological, cultural, and linguistic obstacles and

practical ways to overcome them

e Negotiation and Influence Skills Persuasion strategies, conflict resolution, and establishing

trust with stakeholders

e Practical Applications Role-play simulations, case study analysis, and brief presentations
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@ Expected Outcomes:
Upon completion of this course, participants will be able to:

¢ Identify communication models and components with clarity

e Apply active listening and expression strategies in various professional scenarios
e Leverage non-verbal cues to reinforce communication messages

e Facilitate professional conversations constructively and confidently

e Manage communication barriers with appropriate solutions

e Demonstrate negotiation and influence skills in the workplace

e Cultivate respectful, trust-based professional relationships
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Customer Service Excellence Course

|:r Course Overview:

This course is designed to empower participants to deliver exceptional customer service that reflects
organizational values and strengthens client satisfaction and loyalty. It blends effective communication
techniques, client need analysis, conflict resolution, and best practices in customer experience design

through an interactive format tailored to healthcare and administrative settings.

@ Learning Objectives:

e Whatls Customer Service? Definition, core functions, and strategic role within institutions

e Key Factors Affecting Service Delivery Internal and external influences that shape service

effectiveness

¢ How to Provide Effective Customer Service Tools, behaviors, and communication strategies

for excellence

e Types of Customers and How to Handle Each Personality profiles, behavioral styles, and

adaptive service approaches

. Analyzing the Return on Customer Service Investment Linking service outcomes to onalty,

reputation, and financial impact
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¢ Introduction to Contact Centers Purpose, structure, and integration within customer service

strategies

e Contact Center Setup Fundamentals Infrastructure, staffing, workflows, and regulatory

considerations

¢ Ways to Improve Contact Center Performance Technology, employee development, KPIs, and

service quality optimization

Course Modules:

e Introduction to Customer Service Concept definition, institutional impact, and excellence

principles

o Effective Communication Skills Active listening, clear expression, body language, and tone of

voice

¢ Understanding Customer Needs Client segmentation, expectation analysis, and tailored service

strategies

¢ Dealing with Challenging Clients and Complaints Containment and de-escalation strategies,

turning negative experiences into positive outcomes

e Customer Experience Design Techniques and tools for planning and evaluating multi-channel

client journeys
¢ Resilience and Stress Management Emotional regulation, professional conduct under pressure

¢ Interactive Workshops and Practical Exercises Role-playing, scenario analysis, and solution-

focused service improvement activities

Expected Outcomes:

Upon completion of this course, participants will be able to:

. Deliver professional customer service that aligns with organizational values and enhances

communication

. * Apply effective verbal and non-verbal communication techniques in diverse workplace

settings

. Q Analyze customer types and needs to tailor service delivery accordingly
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Handle complaints and difficult situations professionally, turning challenges into positive

experiences

. Q Design integrated customer experiences using satisfaction measurement tools and

improvement frameworks
. @ Manage workplace pressure with emotional resilience and professional composure

. p Demonstrate practical application through role-play, real-world scenarios, and exercises

from healthcare and administrative environments
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@ Time Management Skills Course:

D Course Overview:

This course aims to empower participants with effective time management and intelligent prioritization
techniques to enhance both personal and professional productivity. The curriculum emphasizes planning
tools, strategies to overcome time-wasters, and balancing work with rest—all delivered in a hands-on,

interactive format that encourages positive behavioral change.

@ Learning Objectives:
e Introduction to the Concept of Time Management Defining time as a strategic resource and

understanding its role in productivity

e Characteristics of Time Non-renewable, irreversible, equally distributed, and how itimpacts

decision-making

¢ Understanding the Importance of Time Management Its effect on personal efficiency,

organizational success, and stress reduction
e Time Management Skills Planning, prioritization, scheduling, focus, and delegation techniques

e Obstacles to Effective Time Management Internal and external distractions, procrastination,

and lack of goal clarity

Course Modules:
® Introduction to Time Management Definition, importance, and its connection to productivity
® Effective Task Planning Tools, timelines, and task organization methods

® Smart Prioritization Applying Eisenhower Matrix, ABCDE method, and sorting techniques
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® Time-Wasters and Mitigation Strategies Identifying distractions and implementing control
mechanisms

® Energy and Focus Management Mental and physical performance optimization techniques

® Work-Life Balance Strategies Time allocation for rest, preventing burnout, and personal well-
being

® Practical Exercises and Applications Case analysis, role-play scenarios, and crafting a personalized
time plan

o Expected Outcomes:

Upon completion of this course, participants will be able to:

. Create structured daily and weekly schedules that fit their context
. x Set priorities intelligently using time-proven planning tools

o @ Recognize and neutralize common time-wasters

. g Apply behavioral techniques to defeat procrastination

. Improve mental focus and manage energy for optimal performance
. @ Establish sustainable work-life balance routines

. ﬁ Practice through realistic planning exercises and real-world scenario analysis
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Risk Management Course

D Course Overview:
This course equips participants with a comprehensive understanding of risk management
methodologies—ranging from identification and assessment to the design of mitigation strategies and
emergency response planning. It emphasizes the cultivation of a preventive organizational culture and
supports sound decision-making within complex and evolving work environments, in alignment with
established professional risk management practices.
@ Learning Objectives

e Defining Crises and Disasters Understanding the conceptual differences and institutional

implications of each

¢ Identifying Crisis Characteristics Key traits such as sudden onset, uncertainty, urgency, and

potential impact
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Determining Crisis Dimensions and Root Causes Exploring psychological, operational,

political, and environmental factors

Types of Crises and Their Development Stages Classification of crises and progression from

emergence to resolution

Strategies for Crisis Response and Management PIanning, communication, team

coordination, and recovery frameworks

@ Learning Objectives:

Understand the core concepts of risk management and distinguish between threat, risk, and harm
Analyze internal and external institutional contexts to identify potential sources of risk

Apply international risk assessment models such as ISO 31000, COSO, and OCTAVE

Use quantitative and qualitative evaluation tools to prioritize risks and formulate response
strategies

Develop emergency plans aligned with the requirements of the High Commission for Industrial
Security (HCIS)

Understand and implement governance frameworks for institutional risk management

Stay current with technological advancements and emerging trends in risk analysis and

mitigation

@ Course Modules:

Global Risk Assessment Models Application of ISO 31000, COSO, and OCTAVE within the

local institutional context

Quantitative and Qualitative Evaluation Tools Use of risk matrices and prioritization

indicators for informed decision-making

Emergency Response Planning Designing contingency scenarios, assigning roles, and

periodically updating strategic plans

Governance and Regulatory Compliance Aligning institutional policies with national and

global standards; leadership's role in oversight

Contemporary Trends in Risk Management Leveraging artificial intelligence, cybersecurity,

and innovative technologies for prediction and analysis

@ Expected Outcomes:

Upon completing this course, participants will be able to:

@ O O medicalkpis admin@medicalkpis.org
@®+966 537 373 445 @Riyadh, Saudi Arabia

www.medicalkpis.org +966 50 229 9923 : il meadl i puily




Pl
L

1010628443 :glaill Jauull

552947 :Aylall Adsll A
‘ : eK P I S
310538534800003 :pupall pajl R M d I
12836 :yalgl .jlgh 2494 . uall alln 6705 mgte GICI;QCI
Sl d il — Sfyldianl — cuyad — Jatiled 39 o>l el Ih ¢

o Q Analyze and evaluate risks using accredited scientific approaches
. @ Develop emergency response plans in accordance with HCIS requirements
. m Apply international risk assessment models to real-world case scenarios
B34 . . . . . .. . .
. Use precision-based evaluation tools to establish priorities and reduce potential impact
. @ Formulate effective security policies that promote operational sustainability
o Integrate modern technologies to strengthen risk anticipation and control

. p Bridge theoretical knowledge with practical applications across healthcare and

administrative organizations
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