


BTC+ 
Closing the gap between learning and doing

Turning training into lasting habits—
and habits into culture.



Conversations that matter: four skills

Respond to Criticism

Check perceptions

Raise delicate issues

Make gratitude stick



The Research Behind



Give and receive feedback effectively
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Raise Issues that solve problems and 
strengthen relationships

0%

10%

20%

30%

40%

50%

60%

70%

80%

90%

100%

72%

97%

Pre-course Score Post-course Score



Recognize people for what you appreciate 
about them
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Listen to criticism with curiosity more than 
defensiveness
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Transform how your team communicates 

Action 
Practice

Feedback Support
Lifetime 

Habit



What’s inside



Self-Paced Videos 
and Quizzes

Ladder of 
Achievement

Resource Library



Building the knowledge foundation

Self-paced videos & quizzes



Responding to Criticism
Paraphrasing

Quiz



“You always insist on getting your way 
and you’re not open to other people’s 
ideas.”

Paraphrase this criticism



"What I hear you saying is I always insist on 
getting my way and I'm not open to other 
people's ideas."

There are two mistakes here:

1. Beginning a paraphrase with “What I hear you saying is...” 
communicates that you’re using a technique and you’re 
not fully engaged in sincere listening.

2. Parroting the speaker's exact words can seem ingenuine 
and formulaic.



"And so, you're feeling unheard, and 
even when you have important ideas to 
share, I seem set in my ways and 
disinterested?"

Perfect! That’s exactly right!



"I really am open to other ideas. It's just 
that sometimes I feel it's valuable to 
share what I've learned from so many 
years with this organization."

This is not a paraphrase, it's an explanation. People are 
not ready to hear your explanation until they believe you 
understand their concern. Don’t try to explain yourself 
until your critic feels fully heard.



"It sounds like you're a little upset."

This is undershooting the speaker’s serious level of 
concern and can be perceived as arrogant or 
condescending.



Self-Paced Videos 
and Quizzes

Ladder of 
Achievement

Resource Library



Knowing to Doing
8 Real-world Practice Challenges

The ladder of achievement



Badges mark progress leading to certification



Spot the Conflict Breakdowns
Watch the drama. Find what went wrong.

Level 3 Challenge



















Self-Paced Videos 
and Quizzes

Ladder of 
Achievement

Resource Library



A living learning experience. Always 
evolving, always relevant.

Resource library





Core 
Skills



Core 
Skills Audio 

Learning



Audio 
LearningCore 

Skills
Communication 

Capsules



Communication 
CapsulesAudio 

Learning

Monthly Zoom 
with the 
Glasers



Monthly Zoom 
with the 
GlasersCommunication 

Capsules
Micro Modules



Micro Modules
Monthly Zoom 

with the 
Glasers









How do we know our members are 
moving forward?



Live Zoom Glaser 
Orientation

Responses 
Audio or Written

Office Hours

Coordinated Email 
Campaign to 

Members

Leader Access to 
Usage Data

Assignments 
Confidential



Scan this QR code to receive our Weekly 
Communication Capsule
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