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COACHING
. Sample Two-Day nda
Overvie
‘The tmes Listed below are approximate and should be used ocly as a basic guidsline, I's mare
Caaching provides you with the essential information and skills neadsd for you 1o excel in Empartant to allow the participants o spend time i the exercises hat beneil them: the most. You
vour tnteractions with employees nd peers. can easily modiy these fmes. Try oot to et the clock run your warkshop. Observe the pardci-
pants and make your e decisions accordingly.
In particular, this program exhances your abilites fo coach on 2 cay-to-day basis Tther
than an a quarterty. semi-anmnl or anmual basis. You will help others succesd in the ar- [ ] [ ] Opening the Waorkshap 0 mimares 830. B0
‘ganzation by coaching fo maximize job performance while exhancing the fesults af asks
“ﬂpmam e e e e ar 1 c lp an s e — oo
Yo willalso undarstand how 10 2ssist employess who seek hisher levels of responsibilcy
Positive Reinforcement 30 mimtes 9:20-18:10
Coaching s designed fox you to aciively participate with you peers in the training work-
Shap. Ths maning rogria encourages oo prove jour hnoveladze nd kil by Bresk 15 mamtes 10:10- 1025
intezating your work-related siations io the warkshop
Msnaging the Performancs of Otters 90 mamtes 10:25-11:55

Course Objectives . .

Lunch 60 minures 11:55- 1255

Our goal is to build greater personal skill and confidence in your abiity to provide ) .
coaching by focusing on the areas listed below. Skill Pracice 00 mimures 12:55- 125
Break 5 1:25- 140

w Effectively Communicating Observations

15 mimres

Essential Performance Factors 90 minures 1:40- 310

Quality sigaments, efc. i .

w Identifying and mlmgr.mnu Performance Factors a n d Break 15 minutes 0- 325
' Developinig n General Coacking Cuideline Skl Practics 50 mamites 325 455

w Using Different Types of Coaching Discussions
= Sdsingrnmms of Motivation
® Using Listning skils

Effectively Using Questions

Dav2

= Taeniiying “Blole” to Coaching _ , ® Review Day 1 10 mimates 530- 840
. Coacking Discussions 30 mimtes 540- 210
Personal Ohjec %/ r “acking S e
R ., i .
In this section of your warkbook. write out one or fwo persomal abjectives you would Iike General Coaching Guideline H e £10- 030
o accousplish by the end of Coacking. Use these pbjexives a5 You msssaiag tools o Four Elements of Fallow. T 5 mimes 030. 933
belp you detenming where to focus your energies during the wockshop.  Try fo limit your o ofFollow-Lp e
‘il objective to dbout 10 fo L5 words and maybe one or Two bulles. As Yo g2t i Eresk 15 mimres 035 950
the exercises and Tk to ofher paiCipaTE, YO CaF modify JOUT Shjectves
Salvizg Problems of Motvaien 90 miztes 9:50- 1120
Listening Acknowledgments 15 mimtes 1:20- 1135

€ 2011 Brainstores Dymaemics

COACHING

Communicating Observations

Managing the Performance of Othe

1) Seate the following and direct participants to page 2.
nnenfmu ;pa}s 5.2 coach is to help oﬂ:m -n:ceedmmz arzanization. Succes: is
genenally m in arganizations by the perfomance f an et o
team o the bbbﬂfple—de(mnmed ok ovjive. aud expectatios. Shows bekow
5 2 diagram that you can use to help you succeed 2: 2 coach while also managing the
performance of others

“This section of Coaching focuses on improving your communication skills not only asa
caach, bat also acrass all Enes in the organization. The manner in which you commani-
cate situations to employees, peers, team members, customers, and others, will g0  long
way toward mazimizing the interaction.

We usually treat others the way we've been treated, for better or worse. For example, the
abused child often becomes the child abuser. The abused employee may become an abusive
bass. Fortumately, effective interactions are also learned through observation.

This visual model will help you fo remember there ars four categories to consider in

Coaching sessoas When O3 1 GHCISSIE RS, e, e ;uls objectives, stc.
caizgaries or cons

nnbe offset by ummeemmdla The categories dmmmmﬁam

You need to commanicate shservations in a way the other person understands. Not only
‘must the other person understand what you're saying, you must ak describe it in a way
Far examgle, if 2 schedule is suddenly moved forward Som June to April, and your ihat sefs 2 proper tone. Doze poorly, you may create a sef of mnnecessary problems.
employes naeds soms coaching assistance, you can deal with this change by determining

bow to manage the remaining catezories. You can lower the quintiry or qualty, ncrease
the resources on the project, of manaze a combination of al three

Allwe're trying to do a tﬁnspmusse!—iprheimrsannsmﬁutmhnunszmm—
cussion. We're trving to avai result from

What are some methods people use fo communicate observations or problems?
Createa discussion. Esamples could inchde avoiing a discussion by sending someone else.
getting angry or fustmated, using a geod newshbad news ploy, being insincere, msulting
Ianzuage, pretending 1o care, making accusations, eic

Lef's look ai the three things effective communicators do in these situations on page 1.

1) They are direct and to the peint

A ‘People prefer a direct approach. Dow't beat around the bush or be evasive. Come right to
Ye et

2) They are specific and concise.

Be sure the other person understands the situation without confusion. Don’t allow the
other person the appartunity to interpret what you say. To help You be more specific, state
expectations, and then state observations.

@
= First, describe the d 5 ted action. If you don’t b
A X e | e 1 T e e I
unclear goals.

Nert, describe what you've observed. Explain the situation exactly how you se¢ it and how
it differs from your agreement. This is especially crifical when communicating problems.

“ Microsoft WORD :
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Sample Workbook Pages

COACHING

Overview

Coaching provides you with the essential information and skills nesded for you to excel in

VOIr nieractions with employess and peers. Short-Term Meetings

I0TT-1 €110 MEETINZS

In partirular, this program enhances your abilities to coach on a day-to-day basis mther
than on a quarterly, semi-anmual, or anmual basis. Vou will help others succeed in the or-
ganization by coaching to maximize job performance while enhancing the results of @sks
and projects. You will learn to identfy the behavior pattzms eszental for job success.
Vou will also understand how to assist emplovess who seek higher levels of responsibility.

Coaching is designed for you to actively participate with your peers in the training work-
shop. This Taining program encomagss you to mprove vour knowledee and skills by
integTating vour work-related siuations into the workshop.

Course Objectives

Crur goal is to build preater personal =kill and confidence in your ability to provide
coaching by forusing on the areas listed balow.

m Effectively Communicating Observations

m Using and Communicating Positive Reimforcement

m Managing and Guiding the Performance of Others

m Clarifring Quality as it Relates to Coaks, Assgnments, stc.
m Identifving and Applying Essential Performance Factors
m Developing a General Coaching Guideline

m Uzing Different Types of Coaching Discussions

u Salving Problems of Motivation

m Using Listening Skills

Skill Practice

Skl Practice Coaching
m Effectively Using Questions — e s
m Identifving “Blocks™ to Coaching —
Personal Oh]l‘«l'_‘ll\'f‘ﬁ %/ Skill Practice Coaching Checklist v

In thiz section of your warkbook. wiits ouf one or fwo personal objectives yvou waould like
to accomplich by the end of Coaching Use thess objectives as your measuring tools to o
help you determine whers to focus yoor energies duning the workshop. Try to limet your
mitial ebjectrve to about 10 fo 15 words and mayhe one or two bullets. As you get into
the exercises and falk to other participants, vou can modify vour objectives.

f an Effective Leader Exercise

What W

What Could Use [mprovement?
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Coaching prowides yon
VNI Inferactions with o
In particular, this proem
than on a quarteriy. sex|
ganization by coaching
and projects. You will
YVou will also undersiang
Coaching is designed fi

shop. This maining pro
IntegTating vour work-i|

m Using Listey
m Effectively
m Identifving

In this section of your o
to accomplish by the en
help you determine whe
tnifial objectve to abo
the exercises and falk o

€ 2011 Brainstoms Dhasemics

Managing the Performance of Others

meﬁmwkxacnﬂkmhﬂ;e'ﬂnsm:aadmmm Successis
zenerally measured in organizations by zau p-a'ﬁurmam:e of an mmmu:
:mmﬂ!huunfmﬁ!mm&igﬂ]s,nhjm expactations. Shown below
is a diazram that you can use to help vou succeed as a coach while also managing the
performance of ethers.

This wiznal model will halp you to remember thare are four catezorias to consider in
coaching sessions when vou're discussing projects, assiznments, goals, objectives, etc.
These different categories or constraints are interdependent. A change in one category
can be offsst by a change in another. The categomies of the visual medel trade-off against
each other.

For example, if a schedule is suddenly moved forward from Tune to April, and vour
employes neads some coaching assistance, you can deal with this change by determining
bow to manage the remaining categories. Vou can lower the quantity or quality, increass
the resources on the project, or manage a combination of all three.

Goal
Task
Objective
Situation
Assignment

QUALITY QUANTITY

RESOURCES TIME FRAME

erainstorm
Sample Workbook Pages

Short-Term Meetings

I0TT-1 €110 MEETINZS

Skill Practice

Ton e acticing T

Skdll Prac
T

tice Coac
rE—

hing
et

Skill Practice Coaching Checklist

What Could Use [mprovement?
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Coaching prowides yon
VNI Inferactions with o

In particular, this proem
than on a quarteriy. sex|
ganizadon by coaching
and projects. You will
YVou will also undersiang
Coaching is designed fi

shop. This Taining pro
IntegTating vour work-i|

m Using Listey
m Effectively
m Identifving

In this section of your o
to accomplish by the en
help you determine whe
tnifial objectve to abo
the exercises and falk o

Manay

Cme of your goals as acq
zenerally measured in arf
team on the basiz of pre-
iz a diazram that you can)
performance of ethers.

This wisual model will hg
coaching sessions when
These different categorns
can be affsst by a changd
each other.

For example, if a schedu]
emploves nesds soms cof
bow to manage the remaj
the resources on the proj

QUALITF

COACHING

General Coaching Guideline ?

Cm the pewt two pages is a simple coaching guideline you can use to help you with any
coaching dizouzsion. Stant with pomber one and talk about the questons you might ask the
employee to establish a postive atmosphere. Follow the same format for each of the four
guidelings. Be sure to talk out-loud with your small group to gain everyone's nsights.

1) Establish a Positive Atmosphere that Invites Participation

» Plan the disoussion in advance. Take measures to prevent nfermiptions and
ensure the employes’s confidendalicy.

Qmestions you may want to asl:

1) Clarify and Confirm the Agenda (Verbal)
= Ask the employee to define the agenda from bis or ber perspective.

= A:zk questons to clarify the employes"s expectations and desires. Confimm with
the employes the direction the session will ke before moving en

= Add to the agenda if peceszary. Link your sugzestions to the employes’s.

Questions you may want to asl:

€ 2011 Brainstoms Dhasemics

Skill Practice

il Practice Conching
rr— T

5 doen o

ractice Coaching Checklist
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Sample Workbook Pages

Coaching prowides yon
VNI Inferactions with o

In particular, this proem
than on a quarteriy. sex|
ganization by coaching
and projects. You will
YVou will also undersiang

Coaching is desipped fi
shop. This Taining pro
IntegTating vour work-i|

Crur poal is to build gref
coaching by forusing of

m Effectively
m Using and (]
m Managing a
® Clarifying g

In this section of your o
to accomplish by the en
help you determine whe
tnifial objectve to abo
the exercises and falk o

Manaj

Cme of your goals as acq
zenerally measured in arf
team on the basiz of pre-
iz a diazram that you can)
performance of ethers.

This wisual model will hg
coaching sessions when
These different categorns
can be affsst by a changd
each other.

For example, if a schedu]
emploves nesds soms cof
bow to manage the remaj
the resources on the proj

QUALITF
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g

Cm the pewt two pages i
coaching dizmuzsion. 54
employee to establish a

guidelmes. Be suretot

1) Establish a Pasig

ensure the empld

Cmestions yon 1

2) Clarify and Conf
- A5k the engpley

the emplaves thy

= Add o the ags|

Cmestions you 1

COACHING

Solving Problems of Motivation Exercise

Identified below are 9 work-related sinations for you to choosz fom. In your groups, select
a simation and develop the wards you mizht us= with an unmativated employes, following
the flow on pages 38 and 39, Each person in the proup should chioss a different situation.
Try to complete 4 to § of the sitiatons. If vou have some different work-related simations
vou'd like to work o, then uss those. Eeally think about your words. Be as creative as you
can with your waords so vou becoms a great catalyst for the employvee. Femember fo use
power words hike impact, importance, vakoe, results, difference, savings, benefits, advantages.
sigmificance, and senousness.

1. Your emplovee doesn’t show muoch mterest in accomplishing one of your fimctional ar
department standards (identify ong) that vou recently developed. What do you say?

1. Your emplovee is bazely achieving one of your team’s sandards (identify one). What
do you say to motivace him so the level of performance doesn't contime?

3. Your emploves complains about another team member’s lack of interest in working
together. She’s concermed because she relies on this person i successfally achieve her
work. What do you say?

4. Vou notice vour emploves being unmoetivated and just gomge through the motions in
front of a costomer. What do you say?

5. Your emploves made a mistake and isn't interested in fixing it for themsslves. You're
concemed it will be repetitive unless she does ke the time to fix it. What do you say te
deal with her lack of inferest?

. Viour emploves requests you look up some information for bim becaase you have mare
experience, even though he really sheuld do it hims=lf What do you say to him?

7. Tharing a coaching session, your employes dsssn't seem convined about each of your
suEgestons to a problem. She uses words like, T don’t know. I guess that'll belp.”™ What
do you say to her?

. Yiour emploves is slacking off becauss he feels vou are always assimning work to bim.
He might be right since he is one of your valued producers. What do you say te get him
back on-rack?

9. A deadline is mizsed by vour emplovee. She indicates she didn't have enough time
when you really know that she procrastinated undl the last mimite. When you speak with
ber, she isn't very enthused about hitting a pew deadline. What do you say to gat her
enthised again”

k1
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Sample Leader’s Guide Pages

Sample Two-Dav nda
The times listed below are approximate and should be nsed only as a basic gaideline. If's more
impartant to allow the participants to spend time in the exercizes that benefit them the most. You
can easily modify these times. Try pot to lat the clock ran vour workshop. Observe the partici-
pants and make your time dacisions accordingly. Short-Term Meetings
Opening the Workshop 20 minutes B:30- &350
Communicating Observations 30 minutes B:50- 820
Positive Reinforcement 30 minutes 8:20-10:10
Bireak 15 minures 10:10 - 10:25
Managing the Performance of Others 90 minates 10:35 - 11:55 - - -
Lunch 60 minutes 11:55 - 12:55
Skill Practice 0 mirutes 12:55- 125 i
Bireak 15 minutes 1:25- 140
Essential Performance Factors 80 miutes 1:40- 310
Bireak 15 minutes 300~ 325
Skill Practice 0 minures 35~ 453
Davl
Review Day 1 10 minates 830 - 840 . o oillProctice Conchine | . oo
Coaching Discussions 30 minutes B:40- 10 _
General Coaching Guideline 10 minutes &10- 230 Skill Practice Coaching Checklist :4’
Four Elements of Follow-Up 5 mimutes 230- 235
Bireak 15 minutes 8:35- 250
Salving Problams of Motvation 80 minutes 8:50-11:20
Listening 4 rknowledgments 15 minutes 11:30 - 11:35 What Went Well?

3 What Could Use Improvement”
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5kill Practice

Bireak

Essential Performance Fa
Bireak

5kill Practice

Dav?

Feview Day 1

Coaching Discussions
General Coaching Guide]
Four Elements of Fallow;
Bireak

Solving Problems of Mo
Listeminz Acknowladzmd

Communicating Ohservations

1) State the following and direct participants to page 1.

This section of Coaching focnses on improving yoor communication skills not only as a
coach, bot also across all Enes in the organization. The manper in which you communi-
cate situations to employees, peers, team members, customers, and others, will go a long
way toward marimiring the interaction.

We nsually treat others the way we've been treated, for better or worse. For example, the

abumsed child often becomes the child abnser. The abused employes may become an abusive
boss. Fortonately, effective interactions are also learned through observation

Yon need to communicate observations in a way the ofher person understands. Not only
must the other person nnderstand what von're saying, you must akso describe it in a way
that sets a proper tone. Done poorly, you may create a set of nonecessary problems.

All we're trying to do at this paint is set-up the conversation so that we have a nseful dis-
cnision. We're trying to avoid all the problems that can resalt from poor commumication.

What are some methods people nse to communicate observations or problems?

Create a discossion. Examples could inchude aveiding a discussion by sending someone lse,
getting anery or fustrated. wsing a good newsbad news ploy, being insincers, msulting
language. pretending to care, making accusations, .

Let's look at the three things effective communicators do in these situations on page 2.
1) They are direct and fo the point

People prefer a direct approach. Don't beat around the bush or be evasive. Come right to
the point.

1)) They are specific and concise.

Be sore the ather person nnderstands the simation without confosion. Don’t allow the
other person the opportunity to interpret what von say. To belp von be more specific, state
expectations, and then state observations.

First, describe the desired agreed mpom, or expected action. If yon don’t have an agree-
ment, and your communicating a problem you've observed, the problem may stem from
nnclear goals.

Next, describe what von've observed. Explain the situation exactly how vou see it and how
it differs from your agreement. This is especially critical when communicating problems.

Short-Term Meetings

I0TT-1 €110 MEETINZS

Skill Practice

&kill Practice Coachine
o E— T

Ton e acticing T dowall Covestio s

Skill Practice Coaching Checklist

What Could Use [mprovement?
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The times listed balow af
impartant to allow the paj
can easily modify these o
pants and make your tim
COpening the Waorkshop
Commumiratng Chserval
Positive Feinforcement
Bireak

Lunch

5kill Practice

Bireak

Essential Performance Fa
Bireak

5kill Practice

Dav?

Feview Day 1

Coaching Discussions
General Coaching Guide]
Four Elements of Fallow;
Bireak

Solving Problems of Mo

Listening Acknowlad g

Caol

1) State the following and d
This section of Coaching
coach, bot also across all
cate situations to employ
way toward marimiring,
We nsually treat athers

abumsed child often becon
boss. Fortonately, effect

Yon need to communica
mumst the other person oy
that sefs a proper tone.

All we're trying to do at
cnision. We're trying to

What are some methods
Create a discussion.  Exar]
getting anery or fustrated
language. pretending to cg
Let’s look at the three th
1) They are direct and fo 4
People prefer a direct ag
the point.

1)) They are specific and ¢

B sore the ather person
other person the opporh]
expectations, and then s

First, describe the desirg
ment, and your commun
nnclear goals.

Next, describe what yon
it differs from your azre

Skill Practice - Continued

completed their repetitions for abont fonr of the lsted sitnations, then von can switch roles.
This means you shouldn’t switch roles untl you've completed 12 to 20 guick sldll prac-
tices.

You can change any of the sight sitwations to better reflect vour work. Just remember to

state expertations and observation: in 2 non-threatening manner, and the practice session
will go well.

Using #1 as an example, vou might catch the employee after the meeting to find ont what's
going on and say, “We agreed in onr fTrsr mesting that we wonld be on tne for all mestings

Jfor the reasons we discussed, or at least call ahead. [ nodeed you were 30 mimutes late and T

never received g call Whar kappened? ™

That took abouat 15 seconds. The coach wonld provide hiz or her insights, and you would
practice it again. It's that simple.

Acs coaches, listen for the expectations and observations. Also, look for the closed-ended
tramsitional question that might shot the interaction down. For example, asldnz, “Tr dheve @
problem ™ instead of, “Whar happened” " might create nnnecessary negative responses.
Flos, you've assumed there is a “problem™ when there might not be one from the em-
ployee’s perspective. It may depend on each person’s point of view. Try to remove any
langzuage that conld be perceived as judzmental or labeling.

Om pages 5 and & are Skill Practice Coaching Checldists that should help you when you
are coaching,.

Dvo yon have any questions abount how the skills practices shonld be done?
Answer any questions.

I wounld also kike for you to do these standing-up if the interaction would mostly occur in
that manner. Tl be walking around and available to provide amy assistance.

1) Walk around and azsist as needed.

Make sure they are doing the skill practice properly, especially the coaching. Yoo want them to
get in a5 many practice opporiunites, as tdme will allow.

3) State the following to draw conclusions.

I"d lilce to go around fo each groop and hear what yon got ont of this skill practice.

feetings

[FEEes

kill Practice

Practice Conching
rr— Bedideean ©

ctice Coaching Checklist
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T . completed their repetitio Essential Performance Factors Exercise
The times listed balow a Co This means vou shoubdn’
impartant to allow the paj thces. 1) Direct participant: to page 22,
can easily modify these 4 1) State the following and ) F pase
pants and make your . . N You can change any of thf Before you do your exercise, let’s do one quickly as a group exercise. Turn fo page 12. You
) . This T:::]:: C"’“ﬁ state expectations and obl can see the worksheet on this paze. Let’s say we nse listening as our performance factor.
Opening the Workshop coach, but also acrass will go well. First, describe im as few words as pessible what you mean by stening and where the sldll
cate sitnations to employ should be appBed
Communicatng Obsarval way toward marimizing) Using #2 as an example, )
oing on and say, “We i - " § . ~ . .
itive Reinfar: We Iy treat otbers _a%srrfc e Gain responses. You may want to write their responses to each question on the flip char.
abumsed child often becon mever received a call W "l is Hsteni j
Bresk bass. Fortunately, effect Why & Hstening so important?
That took aboat 15 secon| i :
Mamaging the Performany You need to communica practiceit azain. Ifs thal Gain respanses.
mumst the other person oy - 2 ; - 2
. What don’t yon mean by Bstening? Femember, give me an example 5o I don’t facns on
Lunch that sefs a proper tone. As coaches, listen for the i i 7 iti
, . ] ransitional question th doing something you don’t mean by your defimition.
Skill Practice M‘.'E._"E,':’ngwﬁ problem™ mstead of, “T Gain responses. An example might be saving vou'rs lstening while you're doing something
Bresk cussa trying elzz, or saying, “ub hub, ~ while slightly nodding yeur head. all the while it"s cl=ar by leaking in
What are some methods ﬁhs]_J;:',“ m“d 1‘?5 vour eyes that you're really not paying attention. That's not what you mean by listening.
Essential Performance Fy N language that could be py What do you mean by listening” Now give me an example of exactly what vou mean. If
Create a discussion.  Exar] <ars. show me.
Break %;mngmg}'uﬁm On pages 5 and § are Skij - :
Skill Pracrice S 2t o are coaching. Gain responses. A positive example would be stopping evervthing else you're doing, purting
. . down whatewver is in your hand, locking the person right in the eye, and re-stating what be or she
Dav ? Lef's look at the three Do yon have any questiog iz saying to prove you're listening. That could be part of what you mean by listening. Vou
__ 1) They are direct and to 1 Answer amy questions. cﬁ@dpﬂﬂbﬁhmhst&E}uumt. Give you own exanples that are relevant to the
Review Day 1 participants.
Coaching Discussions e e direct Lwould also ke for you | What we did is exactly what T want you to doin the exercise. As vou just saw, it's not so
. easy to describe each performance factor. Im the exercise, try fo paint word pictores. If
i ; ” . . vou have a difficult fime describing the factors in here, it's likely vou'll also have a difficolt
General Coaching Guide] 1) They are specific and c 1) Walk around and azsist 4 iil.!'l'lﬂmlllﬂ!‘eﬂ!l‘m‘hm. oo
Four Elements of Fallow; Be sure the other person Make sure they are deing 4 i i
other person the opparhy ;v,etin = ‘ot dmnfp 1) State the following for the small group exercize.,
Break expectations, and then 5)
s he followi dr This exercise is to be completed in groups of three people. Ome gronp member is fo go at a
Solving Problams of Mof First describe the desirs ) State the following to time and lead the discussion. The person leading the discussion selects one or more perfor-
ment. and vour commun - mance factors for am emplovee. On pages 23 and 24 yon can write down what you brain-
Listening Arknowledsmy u.nrl:,u gu_ﬂs I'd like to go aronnd to e storm as a group.
Next, describe what vou Under number one, write the performance fa_rtur. Then move to III._InbE[ 1and (0!1])1!."}
it differs from your azre the page. Alake sure your examples are specific. When one perzon is finished leading the
5
I .
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