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Our Philosophy
At Custom Training Concepts, we believe that people are our most important asset. 
The success of any organization depends on the people who support it. Without the 
people, there is no organization.

Acquiring great people is not enough to achieve real success. Throwing a bunch of 
good spices into a pan does not make a gourmet dish. The flavors must blend well 
together. How well the people blend in your organization depends on their human 
interaction skills.

Not only does this apply to the common peer groups in the workplace. The tradition-
al “us and them” separatism that exists between management and workers must be 
replaced by a more cohesive and collaborative environment.

Moving into this new paradigm requires an investment. Organizations will need to 
invest in their people, and people must be willing to invest in themselves. The skills 
needed to connect diverse groups are not natural; they must be learned.
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“We make time for the 
things we want and 

excuses for the rest.” 

– C.W. Miller

501.815.4282 
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Dedicated to Helping 
Individuals and Organizations 

Reach Their Full Potential.
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S Customer Service and Sales
✓ From Peddler to Partner

✓ Sales Success – From the Open to the Close

✓ Customer Service Is Not Enough

✓ Satisfy Your Customers, Even the Difficult

✓ The Five Step Shift to Complaints       

✓ Negotiation Strategies 

Management and Leadership
✓ Hiring the Right Person, the First Time

✓ Leadership and the Process of Change

✓ Learning to Lead, Not Just Manage

✓ The Fine Art of Effective Delegation

✓ Emerging as a Leader

✓ Performance Review; the Work
✓ From Buddy to Boss

✓ Influence as a Positive Force

Organizational Culture
✓ Understanding How Cultures Evolve

✓ Building a Culture of  Your Own

✓ Diversity, Equity, and Inclusion

✓ Understanding and Using Core Values

✓ Strategic Planning for Success 

Staff Development
✓ Those Tricky Triangles

✓ Healthy Boundaries

✓ Understanding the Process of Change

✓ Resolving Conflicts, the Right Way

✓ Critical Thinking

✓ Dealing with Difficult People

✓ Procrastination, the Waiting Game

✓ Goals; Tools or Torment

✓ Stress Management

✓ Handling Criticism and Complaints

✓ Time Management

 

Team Building
✓ The Fab Five Keys to Highly Effective Teams

✓ Accountability and the Blame Game

✓ Trust; the Team Imperative

✓ Open, Honest, Direct Communication
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"It begins with a fresh approach to organizational 
leadership and training that builds stronger teams 
and produces outcomes that put your company a 

step ahead of the competition. When positive impact 
becomes a driving force in the culture of your orga-
nization, employees are motivated to succeed… for 

themselves, their clients, and for their organization. It 
leads to improved quality of products and services, a 
happier and healthier workforce, and more satisfied 

customers." - C.W. Miller

Five Step Shift 
Complaints to Opportunities

1. Acknowledge
2. Apologize (No Blame)
3. Shift to Positive
4. Distinguish Yourself
5. Open Negotiations

“Thank you...”
“I’m sorry...”

“It’s a good thing...”
“...because...”
“How about...”

The Fab Five 
Keys to Great 

Teams
High Levels of Trust
Shared Mission or 

Purpose
Effective Coaching

Mutual Accountability
Open, Honest, Direct 

Communication

Custom Workshops
Custom Workshops are our specialty. Using our extensive train-
ing experience and vast array of workshop titles, we can develop 
an ideal solution customized to meet your specific needs and 
opportunities. Consultations are always free, just let us know 
that you are interested in a customized workshop.

CTC’s Workshops are created for a general-purpose audience, 
but the benefit you receive from a Custom Workshop is that it 
is created to satisfy a particular need.

Come from anywhere, thanks to Zoom technology.
CTC can provide training programs with team interaction di-
rectly to your home or workplace in real-time. Call today to 
learn how CTC can facilitate Zoom meetings that educate, in-
spire, and support your employees.



“Through C.W. 
Miller’s sales 
coaching, he 

helped me realize 
my full potential, 
personally and 
professionally.”
-Betsy Atkins

CUSTOM TRAINING CONCEPTS MAGAZINE6

C
O

A
C

H
IN

G
 S

ER
V

IC
ES

People who seek and achieve 
excellence never walk alone. Having 
a good coach, the right coach, makes 
all the difference between being a 
player and becoming a champion. 

From the local high school football field to an 
Olympic arena, from the multi-purpose stage 
in the school cafeteria to Carnegie Hall, every 
accomplished performer has probably learned the 
techniques of excellence from a personal trainer 
or coach who uses training and communication 
skills to bring out the best in individuals, teams, 
and leaders. 

At CTC, coaching is a partnership 
between an individual with a vision 
and a coach with a plan. 

Your coach will help you articulate your vision 
and plan an effective strategy to turn the vision 
into your reality. Your coach will help you 
overcome obstacles and self-defeating behaviors 
while offering support, encouragement, and 
objective advice. He or she will walk beside you 
day by day or stand ready as a resource whenever 
you need a little push to stay on track. Most 
importantly, your coach will challenge you 
to meet your expectations and will hold you 
accountable for your own success. Your CTC 
personal coach will provide instruction and 
structure to help you stay focused on the future—
your future. Together you will custom design the 
right success program for you, wherever you are 
on your personal or professional journey. 

To book C.W Miller for coaching, call 501.815.4282 or email
cw@customtrainingconcepts.com.
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Nourish

Discover

Forecast

Dream

Achieve
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We recognize five key elements in the pursuit 
of success and provide challenge, support, 
encouragement, training, and mentoring for each 
of them.

Nourish -  While a cactus may thrive 
in the desert, and a pine tree may grow out 
of a crack in a rock, some plants need a much 
different environment. We, as individuals, 
also have unique needs in order to thrive. It 
is important to be sure that we are planted 
in a nurturing environment. Identifying our 
particular needs and keeping them in proper 
balance are necessary to flourish.

Dream -  Dreaming doesn’t make it so, 
but it certainly is the place to start. The key is 
turning that dream into a vision of the future. 
A clearly defined and well-articulated vision 
is the cornerstone of success. The best vision 
incorporates all the senses. How does it feel? 
What does it look like? Can you hear it, see it, 
taste it, and smell it? The clearer this picture 
becomes, the easier it will be to remember it, 
focus on it, and reach it.

Discover - Through in-depth evaluation 
of ourselves and our circumstances, we determine 
what we have and what we need to reach our 
dreams. This process helps us discover how our 
calling in life may be the fuel for our dreams. 
The process can uncover underutilized talents 
and untapped potential. We often discover 
opportunities for assistance that we haven’t 
considered. Through this exploration, we also 
identify the skills we need to develop.

Forecast - Through planning, we forecast 
our future. The plan determines what actions will 
be taken and where priorities are placed. Great 
plans incorporate SMART goals. These goals 
are Specific, Measurable, Attainable, Relevant, 
and Time-sensitive. When properly developed, 
these SMART goals become short-term 
achievements and milestones on the road to our 
dreams.

Achieve - Achievement is not the final 
event. It is a way of life. We can utilize each 
achievement as the springboard for more success. 
Evaluating our progress will help determine what 
was most successful and identify opportunities 
for improvement. Recognizing assistance 
and showing appreciation will replenish the 
“assistance well” and ensure that it will never dry 
up. Celebrating success and rewarding ourselves 
for our achievements will restore energy and 
increase the motivation to continue forward.
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Positive Impact.
Your organization depends on its people.  The 
impact these people have on each other is the 
single most important element for success.  The 
drive for a Positive Impact should shape the style 
of leadership, the interactions between employees, 
and the prevailing attitude toward customers.  
This is not a quick fix or a fleeting thought.  It is a 
commitment to continually build and improve an 
enhancing culture for all involved.  

At the end of the day, ask yourself this: “Did we 
have a positive impact on each other and those we 
serve”.

CTC 
Custom Training Concepts specializes in tailoring 
educational programs to help you maximize 
productivity using Positive Impact tools. Our team 
of coaches and trainers have extensive experience 
in developing training and communication 
materials to address your company’s unique 
needs. When employees at all levels learn how to 
implement Positive Impact Values into their work 
and their lives, the outcome extends beyond the 
delivery of products and services to become deeply 
rooted in the nature of our actions. It’s reflected in 
how we serve our customers and the way we treat 
fellow team members. 
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N Purpose
To create highly successful 

teams.

Mission
To positively impact every 

individual or group with 
whom we interact.

Vision
A business environment with 

clearly defined goals, high 
performance, and exceptional 
customer service provided by 
an enthusiastic, empowered 
workforce with a true sense 
of mission, commitment, and 

job satisfaction.

Values
• Honor the spirituality of                         
  each human being
• Encourage clarity in all       
  communication
• Agree on mutual                 
  expectations                        
• Seek improvement
• Continue learning

&MISSION
Values
Vision

Purpose

“Positive Impact Values should be 
a part of every company culture.” 

- C.W. Miller
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Custom Training Concepts (CTC) is dedicated to 
helping individuals and organizations reach their 
full potential by providing insightful coaching as 
well as thought-provoking training programs. Our 
goal is to propel individuals and organizations to 
exceptional results.

Each member of your organizational team 
brings value. At CTC, we believe that human 
capital is the single most valuable resource of any 
organization, but reaching full potential requires 
a commitment. The employees must pursue 
personal improvement, and the employer must be 
willing to invest and believe in their employees. 

The CTC focus is always on the creation of 
positive impact, which flows through each 
member of the organization to increase trust, 
respect, and mutual aspirations, maximizing 
energy, creativity, and talent.

To reach peak performance levels, the team must 
understand that positive impact is a journey, 
not a destination. It’s not about where you are 
going to end up, but about the steps that must 
be taken to move forward. Becoming a “Positive 
Impact Organization” establishes a partnership 
to facilitate and create mutual success and shared 
pride in the organization. 

CTC knows that a positive impact is created; 
it doesn’t just happen by accident. For positive 
impact to become an organizational standard, 
both employees and employers must be involved, 
engaged, and committed through each step of the 
process. A “Positive Impact Organization” is the 
result of an evolutionary process that follows four 
distinct stages.

The organization’s team must:
1. Realize that improvement is possible and  
    create a vision of what can be.
2. Assess the current situation to determine  
    what changes might be necessary to achieve  
    success.
3. Develop a success plan with milestones of  
    progress.
4. Implement the plan and celebrate success.

If your organization 
isn’t meeting 

expectations…
If your organization 

is facing difficult 
obstacles…

If your organization is 
just not reaching its 

full potential…

Give CTC the 
opportunity to 

help you turn your 
organization into 

one that excels and 
creates a positive 

impact.
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“I hired C.W. to help my employees work better 
as a team. It seemed every time we achieved some 
success, personality clashes would tear us down 
again. In the past five years, C.W. has steered us 
through rocky seas into smooth waters. My team 
members are getting along better than ever, our 
customers love us, and our agency is booming. My 
investment in CTC has paid off many times over, 
in extra revenue and in the retention of valuable 
employees.”
~Ike Eisenhauer, State Farm

“Through C.W. Miller’s sales coaching, he helped 
me realize my full potential, personally and 
professionally. The exercises he guided me through 
have given me the resources I need to truly 
succeed. I now feel comfortable going out into the 
public and talking to potential members of The 
Chamber while creating relationships to help both 
parties succeed.” 
~Betsy Atkins, The Greater Hot Springs Chamber 
of Commerce

“I’ve been working with C.W. Miller in several 
different capacities over the past five years. He 
works with me through personal coaching, which 
has provided a fantastic foundation and has given 
me the confidence and tools to be a successful 
manager and leader not only in my business, 
but in our community. I have grown to look at 
him as a mentor, and I am proud to call him a 
friend. He also works with my staff on creating a 
positive change and a culture of belonging in the 
workplace. Everyone was apprehensive at first but 
has come to enjoy and look forward to our bi-
monthly coaching. My team has benefited both 
personally and professionally from what they learn 
and practice during our sessions. Thanks much, 
C.W. and Custom Training Concepts. We consider 
him part of our team.”
~Stephanie Heffer, Hot Springs Village POA

“C.W. has provided several training sessions for 
the Better Business Bureau in the past, and each 
time he has exceeded our expectations. He takes 
great care to tailor each session to his client’s 
needs, and he is highly effective in engaging staff 
on issues of teamwork, ethics, and goal setting.”
~Janet Robb, Better Business Bureau of Arkansas

“C.W. Miller brings a positive energy into his 
seminars. He is a pleasure to work with and is very 
conscientious about delivering the information 
your attendees want and need. There is always 
a lot of interaction among participants in our 
programs, and he receives excellent reviews. C.W. 
is one of my go-to presenters, and I recommend 
him often.”
~Nancy Martinsen, Human Resource 
Management Association of Arkansas, Inc.

“C. W. was chosen as our keynote speaker at the 
2014 Career Development Conference, “Set Sail 
to Success.” The evaluations we received were very 
positive. Some of the comments included: ‘One 
of the best speakers I’ve heard at a conference’; 
‘Excellent information and presentation’; 
‘Great way to start the day’; ‘Great storyteller’; 
‘Inspirational’; and ‘Awesome.’ Not a single 
negative comment. I would highly recommend 
C.W. to take part in a conference, meeting, or 
similar event.”
~Roger Palmer, Arkansas Department of 
Education

“C.W. meets twice a month with staff and 
management on a variety of subjects that help 
make our company better. Our meetings with him 
are invaluable—he knows his stuff! C.W. listens, 
offers paths to solutions, challenges us to be better, 
and has become an integral part of our “family.” I 
unequivocally recommend C.W. to any group or 
business who seeks to improve relationships and 
understanding of their colleagues.”
~Elwen Guthrie, City Plumbing, Heating & 
Electric
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“C.W. was a pleasure to work with. We presented 
the materials that he created for our program 
in five cities across the state. There were many 
unforeseen circumstances that we encountered 
over the nearly six-month period that we worked 
together, but he was adaptable to the needs of our 
program. The workshop participants provided very 
positive feedback and felt that C.W. did a great job 
presenting and creating an interactive experience.”
~Kimberly Tackett, Arkansas Innovative 
Performance Programs
 

“C.W. has a great 
way of breaking down 
problems and offering 

solutions to all of 
the most common 

problems found in the 
workplace today.”

Dedicated to Helping 
Individuals and Organizations 

Reach Their Full Potential

C.W Miller 

501.815.4282 
cw@customtrainingconcepts.com

CUSTOMTRAININGCONCEPTS.COM

Facebook.com/CustomTrainingConcepts

@CWMillerCTC

LinkedIn.com/IN/CWMiller2CTC

Instagram.com/miller.cw/

IT’S ALL ABOUT THE 
PEOPLE.



"Custom Training Concepts (CTC) 
specializes in providing the tools you 

need to introduce and implement 
Positive Impact principles for your 

organization. Drawing from an 
extensive portfolio of products and 

services, we tailor solutions to meet 
your specific business goals."  

- C.W. Miller

501.815.4282 
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Custom Training Concepts
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