
&EEDBACK
s�)�HAVE�OBSERVED��THAT�x�
s�5SE�h)�THINK�v�hMY�PERCEPTION�ISv�LANGUAGE
s�'IVE�RECENT�EXAMPLES
s�"E�SPECIlC
s�#ATCH�@EM�DOING�IT�RIGHT
s�$ON�T�CRITICIZE�THE�INDIVIDUAL�x�DESCRIBE�WHAT�HAPPENED
s��%MPHASIZE�HOW�THIS�BEHAVIOR�IMPACTS�THE�TEAM�x��

THE�CUSTOMER
s�!SK�FOR�INPUT�AND�OR�SUGGESTIONS

#OACHING�TIPS
s���#OACH�THE�TEAM�lRST��

.OTE��AT�ITS�BEST�COACHING�IS�ABOUT��
CHALLENGING�THE�MOTIVATED�AND�NOT��
MOTIVATING�THE�CHALLENGED

s�#ONTRACT�FOR�THE�CONVERSATION
s��"E�THERE�x�HAVE�A�BEGINNER�S�MIND
s�&OCUS�ON�THE�FUTURE�
s�(AVE�A�SOFT�VOICE
s��7HAT�YOU�BELIEVE�IS�WHAT�THE��

EMPLOYEE�WILL�PERCEIVE
s�!FlRM�THE�POSITIVE��
s��!SK�FOR�WHAT�YOU�WANT���7HAT�YOU�

FOCUS��E�G��DON�T	�ON�IS�WHAT�YOU�WILL�
GET�MORE�OF

s��-OVE�BEYOND�PROBLEM
SOLVING���
!SSUME�THAT�THE�WAY�FORWARD�LIES�
WITH�THE�EMPLOYEE��3TART�WITH�THE��
ASSUMPTION�THAT��GIVEN�THE�OPPORTUNITY��
THE�COACHES�WILL�GET�IT�RIGHT

s��7HEN�YOU�START�TO�GIVE�ADVICE�YOU��
HAVE�STOPPED�COACHING

s�,ISTEN���,ISTEN���,ISTEN�
s�3ILENCE�IS�OFTEN�THE�BEST�QUESTION�OF�ALL
s��2EMEMBER��YOU�CAN�T�COACH�SOMEONE�WHO��

ISN�T�IN�THE�ROOM�

!CTION�GOALS
s��0USH�FOR�ACTION��3PECIlCALLY�WHAT�IS�GOING�TO�HAPPEN��7HAT���

"Y�WHEN��(OW���
s�!GREE�ON�CLEAR�AND�REALISTIC�OBJECTIVES��
s�7HAT�RESOURCES�DO�YOU�NEED�TO�MAKE�THIS�HAPPEN�
s�)S�THE�INDIVIDUAL�TRULY�COMMITTED��
s�!RE�THE�CONSEQUENCES�OF�NOT�ACTING�FULLY�UNDERSTOOD�
s��(OW�WILL�WE�KNOW�THIS�HAS�HAPPENED��

.OTE��IF�IT�ISN�T�WRITTEN�DOWN�IT�WON�T�HAPPEN��

4OMORROWS��SUCCESS
7HAT�WOULD�AN�IDEAL��SUCCESSFUL�OUTCOME�LOOK�LIKE��
3UPPOSE�YOU�WERE�TO�WAKE�UP�AND�WHAT�YOU�NEEDED�
WAS�IN�ALREADY�IN�PLACE�x�WHAT�S�HAPPENING���#REATE�
THE�VIDEO����"E�THERE���3EE�IT���$RAW�OUT�AS�MUCH�DETAIL�
AS�POSSIBLE���
2EMEMBER��THE�MIND�AND�BODY�CAN�T�DISTINGUISH��
BETWEEN�MENTAL�REHEARSAL�AND�THE�REAL�THING��

4ODAY�S�REALITY�
s��)F�TOMORROW�S�SUCCESS�IS�A������

WHERE�ARE�WE�TODAY��
s�4ELL�ME�WHAT�S�HAPPENING�TODAY�
s�(OW�DOES�IT�WORK�NOW�
s��7HAT�IS�WORKING�THAT�YOU��CAN�DO��

MORE�OF��
s�7HAT�WORKS�SOME�OF�THE�TIME��
s�7HAT�GETS�IN�THE�WAY�

4HE�ISSUE�OPPORTUNITY�
s��7HAT�WOULD�YOU�LIKE�TO�HAVE�A��

CONVERSATION�AROUND��
s��7HAT�ISN�T�WORKING�FOR�YOU�THAT�YOU�D��

LIKE�TO�CHANGE�
s�7HAT�WOULD�YOU�LIKE�TO�DO�BETTER�
s�7HAT�RECENT�FEEDBACK�CONCERNS�YOU�
s��+EY�OBJECTIVE�THAT�YOU�WOULD�LIKE�TO�

FOCUS�ON�
s��7HAT�STRENGTH�WOULD�YOU�LIKE�TO��

BUILD�ON��
s��"E�PATIENT�x�THE�lRST�ISSUE�THAT�COMES�

UP�IS�OFTEN�NOT�THE�REAL�ISSUE��h4ELL�ME�
MORE�v��h$IG�DEEPER�v��h'O�ON�v��
h(OW�DID�ISSUE�COME�ABOUT�v��

4HE�COACHING
hCHEAT�SHEETv

&EEDBACK

!GREE�ON�
WHAT�FUTURE�

PERFORMANCE�
LOOKS�LIKE

5NCOVER�DElNE�
THE�REAL�ISSUE�

AND�OR�THE�
OPPORTUNITY

4URN�THE�
CONVERSATION�
INTO�ACTION��

AGREE�SPECIlC�
GOALS

7HAT�S�
HAPPENING�

TODAY�

&OCUS���WERE�
IT�TO�CHANGE�

WHAT�WOULD�MAKE�
THE�GREATEST�
DIFFERENCE�

&OCUS�
7HAT�SHOULD�YOU�STOP��START��DO�DIFFERENTLY�
7HO�WOULD�BE�A�RESOURCE�YOU�COULD�TALK�TO�
)F�THE�CUSTOMER�WAS�HERE�WHAT�WOULD�HE�SHE�SUGGEST�
7HEN�DOES�THE�OUTCOME�YOU�WANT�ALREADY�HAPPEN�OCCASIONALLY
7HAT�WORKED�ELSEWHERE�IN�THE�PAST�
7HAT�DOES�YOUR�INSTINCT�TELL�YOU�WOULD�BE�A�MEANINGFUL�lRST�STEP�
7HAT�WOULD�SOMEONE�YOU�TRULY�ADMIRE�SUGGEST�YOU�DO�
7HAT�S�THE�ONE�THING�THAT�WERE�YOU�TO�DO�IT�WOULD�MAKE�THE�GREATEST�DIFFERENCE�
&OCUS�ON�ONE�ISSUE�OPPORTUNITY�AT�A�TIME
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