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INTRODUCTION
AIMS

CONTENTS OF THE PACK
SYNOPSIS OF THE VIDED







INTRODUCTION

Coaching is one of the most flexible, cost effective ways af
providing training. Bur many managers don'r appreciate of
they underestinate thewr involvernenr in coaching, They equ-
ate teaining with attendance on courses.

There 13 some confusion as w what coaching is. I is noe simply
ity with Neltie” « warching somenne ¢lse do the job and
pickmg it up from then, Effective coaching involves helping
individuals systemarically develop the necessary kunwledae,
shalls and arttudes o do a job praperly. Tris requires -

ning and structuring, Just because we can do a job v PV
dues not mean thar we can avtomatically teach othess
.

Muanagers are responsible far the conninuous ¢
every member of their ream. This requures a
ment in their traiming, coaching them i Ung
are best learned on the job, The Coae
become good coaches,

&



AIMS

‘The Coach wall help managers at all levels to appreciate their
responsibilines for the developmenr of cheir staff and the
cantribution thar they should ke making as managers. The
package will

P Show how nnportant 1t is for managers to 1centify ther
rele in providing opporrunities and implemen
cioaching prugrammes.

p  Trovide a logical structore to help plan and g8 Ty
coaching sessoms,

p Demonstrare che skills mecdeel o bocome a ¢




CONTENTS OF THE PACK

The package consises of
A 23 munute video, The Coach, whws

= nlroduces the need for coachizg and emphasises the
line manager's responsibilities

¢ illustraces two main aspects of A coaching peo-
gramme; the long erm learming activily and the merf
imunedite one-to-eng form of insteucnion

s provides 4 sirmghtforward ouline of the ¢ V
provess based on the mnewon. STEER
s demonsteates the skills of coaching. é
p  Tlus Guide which contains the fallowing

«  Abnowt the pack which imtroducesgits us

o Trainers mares which provi
programme and derailed sogay
the course

pesked Course
for running

*  Resciercrs Handouts [ feor uge. in delivering

qCLINTSE, \
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SYNOPSIS OF THE VIDECG

Dave is responsihle tor key coscommer acceants, He e good at
lis job. But unlike Susie, the markering manager, he does not
appreciare thar his management cesponsibilicies include
brmging an and coaching hs stat]l, Macia and Gary,

His Failure to do so causes im problens: bis poet instooction
of Gary in the use af a new pricority ordering system jeopatg
iges 2 majar customer account, Motleve; his inseasitiv.ry't
Maria's aspirations nor only redoces her pomential coggr
twon but theeatens ta break up the oFfice team.

Outside of work Dave is Uhe successlul captain a
his logal foothall team. [e keeps a photogea

he is unable wr understand why things arve
work, Coach reappears it Crave's *hour af o

predicanment s 3 direct cesall il ire (o accepr s
managenal responsibibiey to g

virach in che affice. Toger
Leam’s LLADINE SE5510ns.
mnemonic STEER to
'['."I'T'IL:'::H.H.

Lrave sets out to
a bew nodpes
and resolves



Tratner’s notes

COURSE PROGRAMME
PREPARATION A

SESSION 2: SHOW AND DISCUSS

THE VIDEO 9
SESSION 3: THE MANAGER'S R

SESSION 1: WHAT IS COACHING? EV

AS COACH
SESSION 4: THE COA ROCESS
SESSION 5: ONE- %ﬂhﬁHlNG_ |
SKILLS L

SESSION-G;
COACHI
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COURSE PROGRAMMIE

This is a suppested outline for a half-day course an
civiching,

Sesvion | Whar is coaching? LD trtins
Session 2 - Show and discuss The Coach &} rmunsg
Beeak 15 mtins

Sussion 3 - The manager's role as enach 20 ming V
Session 4 - The coaclung process STEER 40 wminy

Session § - One-to-one coaching sklls

Sessim & - The value of coaching
Toral } mins

N:rﬂurm‘ rov achieve, Take

15 andl atetudes of the pare

PREPARATION

Lrecide and plan what ¥
account of the needs,
CLCipanTs.

Peeview the vide
nbes adding
which are p

h. Wk througl the Traimar's
ares and cimphastsing those points
ly appropriare o yoor sitnarion.

Mote that ursc prowiiles the kneswledge anid awareness
of skills to 1Riprove coaclhing effectivencas. Partivipanes will
reved e on 18 praceise these skills and to receive feodbuck

fro ricitoed Lrainer me gain fnll benefir,

& L



SESSION 1: WHAT IS COACHING
INTRODULCTION

Make wacroductions,

Lxplain that the purpose of the course = to becoame morne

cifective ar coaching by
#  accepting the manager's responsibiliy fov coacln
& understanding a siple model of che coaching pro-

CESE
a appeeciating the skalls mvolved i coacly
Lrescribe the couwrse progranume and tizctalily

WHAT IS COACHING?
Ask participants what rhey think coa

inMecnsists of, Record

TOACHING . .
their answers on a ﬂlpuharl.
g The manager's _
rale av ceach Criscnes andd growp the respronseg fisllowing headings
p The process of P 1
ceacking !
e Cnaching skills p  The manager's mole ay

W Tl provess of coach
Coaching skills

Cxplain char thes bree aspects of coaching that the

T GHPI crontsr will b

O

_14'

e



SESSION 2 - SHOW AND DISCUSS THE VIDEQ

INTRODUCE THE VIDEO

Tell the grimp thar the video, The Coach, is also abour these
thiee aspects of coaching. In the video Dave is a customer
aecounts manager. He s gownl ar hus {00 excepr in the matter
ot bringing, on his staff, Maria and Gacy, Oueside of work
Dave s caprain of his foothall team. The videa shows how
Dave hecomes a better muanuger by reansfeering his sport
coaching skills ro the affice.

suggest tar participanis lock out for good and bad ex:
af ccaching while watching rhe viden,

Show the vides. Tr runs far 23 mingtes,

DISCUSSION OF THE VIDEQ

Lead the discussion by anulysing the diffe
Lienships in the video.

r coaching rela

Start by acking parricipants what ¢
identificd.

There ure live

clationships they

B Dave's preparing Mana et [y wirh cusromers

b Dave's [nstructin

the processing of priority
irrders

B ave's coach imball ream

P Theineery ave's former coach

e Mang' crnent uf her subocdingte Mark.

[:'iflﬂ'.‘l.li*:-s ead LR r:*ln_m_mships m turn (o boing our the COACHING
training point m the video. _

. ) ) » The mamagers
Liz aspects of caaching o stimulate and struceurn: eale ak enach
dse I 1} » The E_rm'ﬂi. uf

onaching

nanagees role as coach w Crraching skalle |

e provess o coaching |
»  Coachmg skills. | '
: i I
[hey are hromphr our m varying degroes mocach of the

relagionships. - n':.TI»IFHJ

AV



Aleernacively, and depending on numbers, vou may wish to
divide the participants tue small groups, The groups sach
discuss a different relanenship and then take it in turr o
report back to the group as a whele, (Don'r inclode Susies
coaching af Mark as chis is oheerved omly bricHy as a eonerasy
10 Drave's behayvicur),

Bring out rhe foliowing powts in discossing each of the
examples of coaching in the video. You may find i helpful 14
replay pares of the vide, 1o particnlar the sceocs i whigh
Coach introduces Dave to STEER and Prave’s secund attep

at showing Gary how o process the anorey orders. V

DAVE'S PREPARING MARIA TO DEAL DIRECT!
CUSTOMERS

The manager's role as coach

P Seress thar coaching is parr of the mana

“itiey be doesnEovk or g few sings itk s

to be personally
ulrs in his kailing ro
recopmise Mana's high
b progression and e

B supgest that og i oos relzvant o lonper seom
development ' el skills az o ix re one-ro-ome
INETT SO,

himwhi: comsickers roying v lind o job o another

L, Drave 15 genuinely hurt - 7F thonght e gar

", Heoes mot yet cealise chart ke g ro nlame and has
Iy heard whar Maria has been saying.

anagers can become moad coaches

Coach helps Dave eeassess his eole. When Maria's solu-
rion to the Maorley™s problen emphasises her untappedd
putential, Dave now cecognises an apporiunicy to maky
wie ¢l ber skills aud to develop them Fureher by raking
her nn his newt visie ro Morley's,

ook you're the cne who realty Encws e figures
Yiuua'd Better come wicl me,



Coaching is a systematic process

Coach provides Dave with a ample model of ¢oaching,
STEER. Encowrage parvicipanrs o give examples of how
Drave puis this into pracrice wirh Maria.

W S oprurtunities

tof expericnee, Dave, prompred by his Coach, spots a
cpporhunity o develop her skills by discussing the gsi

with hcr.
p  Tailor rraming ro the individual
Yo ve mot et Pael before bave voud"
Drave tailovs the trainig to et Maria's I!Fl['ll"i{:'i-
pavng the client’s questions.

»  Explain and demonstrare

T tkciagh? e condd ren throneh i before we go. "
When Mara expresses some concern because of her lacA
I

e

"You've got fo fake thimes sluig

He helps her prepare her ceyy
explaining, how to deal w

» LEnconrage \
"Yoore soere Briflianitg

1g her puideloeres,
ImeT.

Afrer the mrerin Ve uick to encourage Mara on
her perlorman

B BRuoview
" What dic nk? Let's po theaugh it on the roay

15 reviewiny hor pechwmance so thar she can
s for improvement,

4y 15 4 CONHNUING PrCess

ay off for Dave is that be v anle o send Mara o
al with a costomer by herself, However, be has not

srpotten rhar exercising his coaching responsibilitios s
8 culllinuous poovess and he spocs o further appottuniey
tu develop Maria's cxperrive,

TYeour confd go, Why meld We'll have a chat first, al-
e e



DAVE'S INSTRUCTING GARY IN THE PROCESSING OF
FRIORITY ORDERS

Dave's lack of enaching skills

Make the print thar coaching uses dav to day waik uppor-
tuLities Lo tean.

But Dave's firsc actempt roshow Gary how o process prionry
orders clearly indicares that he diws ror know hew ro coag
rffoctively.

Dave: "Fhev'ra hike wmy other urder, muore ar less, @ecept

thew're prioeiy
Gﬁf}': "w;"}*? "
Dave: Becguse ther're priority arders, 0

He™s failing on a nqumber o points

e Lack of plannug

His sudden announverment, " Th thing vou need
tor b afiort”, and possibl v cealisativm, shows
lack of planning. Dave Josf lut re :han think oul

loud while processimg an igge:] f

b Failing ro cngage wir

o fange Lary’s reactions, He
r but doesn'e wook b3 confum

Trave has no eye

arks Gary it he j

that he is.
- lvsullicien
v euesrions have insofhiciene expla-
ote undedslanding,

Hus ansy
natic
Mot ding a context

reavd® he fails o provade a contexe, an explanation
the new system has been witroduced.

il to review
"Arry thiny won reecd o kiose, s all in there, Alvighes

Without conlinming thal Gary is able to undercake the
rask properly, Dave allows himself o be inrermapred by
a telephaone call and leaves with av unjustaficd vonclusian,

P Wissing opportunities for coaching

"You Paven't read the version wpdale, bave youd"



Crary’s lack of expertise is due i part to his nor being
Familuar with the version update. Lrave poines this o bur
has failed to recogazae hiv cwn respansibiluy for ctsuring
that Gary has read and understond the inseractions.

The following day when Gaev rells Dave chat he didn't
anderstand the updale, ' Written i Triple Diteh by o
rudat ", Diave again fails to recognise his responsibility 1o
help Gary, ustead he places the responsibility on Gary’s
shonlders, " You 'll sort o o™, When the order su't proe
cessed properly Trave blames Gary whe in his defence

clams, guite correetly, “You wever showed me fuhit
aHyICay . V

The process of coaching / Coaching skills

Having, recognised his responsibiluy thanks © ave
aftempts fo pul STEER into action when b there po
ar showing Gary how o operane the priosity aystem

“fwas thinking tee shontd po throudReins agaim. Proper-
iy thes time "

Theere are parricular skills jnvolvy
anstrates, with promprng fro
Encourage pacticipants 1o gy

wing, Dave demn -
towe o these skills,

W SpoFopporiuninies

Lrave realizes thar [ leain Cary propeely. e
has his notes prepare ensures thar e will not be
imt‘n'upted. Zps hisg monment, spuls iy appar-
funiry.

- Tailer

Hi: be rifying Gary's existing knawledpe, " Yo
ki e Brought in these frefoeity ovders? ) so that
b can'S@lur the fraining,

lam

me when Dave explaing and demaonstrates the
cedure, he wvites Qrary tooask if he docsn’t undes-
and. Prompred by tis ivwn Coach, Dave cxplaing the
rucess this time rather than just daime i

r  Encourape

He confirms that Gary is deing the jub properly and
encourages him, "Fhat's ot " anld  Clocd ™. 1le resists the
twemptation o correct Gary and involves bum, “Ne. You




tell sac” and "Are you swre? ' Gary's teapunge, TNof
giving Hrean farn un ail”, evokes a laugh from Dave and
shows that the rapport 12 buildme berwzen them. Further
prompting from Dave comes when he reminds Gary
“Thrs iz sobere vav waest werosrg with Maorle's. Axswered
ma, didn’tvou " When Dave is sure that Gary can do the
job propecly, he encourages him, That's goed Gare”,
and makes himself available should Gary need any fur-
ther help, " Asy problems, pest e me g call™

p Reviow

Larer, Dave revicws Gary's pert’ornmnct,'ffm
gomg, any problems? | 1le corrects his work
bavert logeed the time”, and romlorees
standing, "o po krow wwky yor need rof 2
checks that the training has stuck, ~ We re

DAVE'S COACHING OF HIS FOOTBALLSBE AN

The manager’s role as coach

Remind the group thar

p  Coaching i aboutimproy
% v s tully awane of
whar his foathall coge ves, At the opening of the
video Thave is busg: g his ream’s needs, " mean,
whatl wertl wropls g ke 15 trying T spar ateas for elewel-
npment.

1 contrast to his role i

copising he must help them de so.
ot Daarrall's sromp b move it wid field.
ing weell, We'll bave g char bater.”

off for Pave’'s cHorts is thal Lis ream wins the
y. Dave i pleased because “rhey did sverytivimg |
abdd thhep T,

process of coaching

Thenngh he sy nar have thoughe it through eensciously,
Dave has developed a systemaric approach 0 coaching.

“Yau're lettorg bim take ihe B! off you, Like thea
number five on Satwrday.”

207



Having abserved closely che performance of the players, he
P Spots Andy's weakness
b Tailocs his training (o meel Andy's pacticular need

- Explains and demenstrares how he should shueld the ball,
Andy practises the shoulder movemen: and Dave
physicaily guides him into the correcr body position

w Encourages Andy as he pracoses " You're getting i, "
and larer "MNire ame, Ardy, vae've gor i "

maan? Lot beitar, wasset it

THE INTERVENTION OF DAVE'S FORMER
The process of coaching

Mo observatioan, Mo praper codas
rearec s falling apare.”

B Conrinnes to monitor how Andy is getning on aod
sobsequently reviews his performance  "See au w

Crch’s mlervemion belps Tave
the workplace so that he can be
The Coach himeelf models ha

Spotoppartunities

g Llve s o EEbATLALET.

ould by applied.

"Yor reaffy want ¢

The Coach spot
15 Al A Jow ¢
framning ne

rennicy 0o reain Dave whoen he
@ach poimas clearly ro where che
hat Dave’s respomsibilities are -
" st v ra Feeed Bringing on, sfeering in the ripht
divects

e Tailor

1ot s FAoeglr won baven't doae dry el

Py Prave see checonnecrion berween his foorball
and his team ac wurk, By Lelping him analysc his
thall enaching, the Coach helps LDave recopiise ehar
bias the skills ror develop his team ar wark.

»  Uxplain
iTe explains the simple coaching wd:l - STEFER.
b acoarape

TWhere ave you going Doosiar?”



Drave is thun eneouragad o pur it into practice.

p  Roview
"You heap yorr cyes oper. Qrivging teers v thal s soba?
it's.all abaut, '

The Coach’s final involverment 15 to review aoaw Dave 1y
periing o,

Coaching skills

Througheut Bave’s tramimy of Mana and Gary, the Coack

demomstrares many of the wnstructional skills woal g asdigies of

< | El‘l"ﬂd L'l}FlL'h. F.f'lli_'l]llri-lgj..L I:'-‘ﬂ‘ﬂ'll.'l PFIT]I,'S o g'ﬂ."f [ | i

b Prompuing: "dos't st zo chaveing i, sou.
bz Broees,

b Correcting: "hang an, bang e, Staet 28
W Froouraging: “well duse son, "

e Cuing Copportinity son o to e bdaria for the
muerng

W Being availahle

Dave  "Flunps ape innp, Coach, thanks o
poue. " \
Coach : " Asyters

L L

SUSIE'S ENCOU T OF HER SUBDRDIMATE,
MARK
‘L'he naana coach

5wl got oo Jears now ings,

he group of Maria's rerack aboor Susie, che
arkering manager. Her approach is iz direct contiast Lo
AW 5. She is aware of her role in developing her seaff.
s piving Bark new respomsibilivies by delogating her
epartment’s day to day nterest in the new ordering
system. Fur she isn ' jusr theesving o ar the deep end.
She is coaching Luim and heings him aloag 1o her nweetiog
with Drave because "fe's e by s bose we cdo Hargs
at vowr exd



CONCLUSION
Conchixle by making che following general paints
b Coaching improves performance

“Helpog thest do therr jobs betier. Rrongieg tham on,
Tiaat's qikar st's all abowe”

Coaching 15 not Just 2 *good thing ta do. As Dave learns
1t has a dircet bearing on the effecoveness of his deparr-
ment. Mot only 15 coaching imporcant to the suceesstul
mtrodvction ol new procedures or equipment, as
Gary and the priority ordors, bur i is also centr
realesing an indwvidoal's parential o develon hig
skalls, us with encovraging and helping Ma
dwrectly with customers,

=  Cvervone can be a good coach

“You bad it theve il the tome

il res mee b
v, Loach helps

W bten comparementalise wur g
oRe pArt lay have a bearing
Dave to made such 2 conne

feor himisell that the skills h 4
are equally applicalile in \
B Tetakes lwo!

" Yo mmst hare
alromt the uther

Coach peis ork w out lor himself. A key

ingredwent ul coaching is the active mvolve-
ment of bemy, couched. This encourages the
wdivy Luke rexponzibiliny foe histher development,
Thixinn rieds conlidenor and a continuag desire o

YL PR POTIMA L

discusston al the viden hy rerainding partici-
e three aspects of coaching (OHP 1), Tell che gronp

111 be looking at cach of these aspects in more derail
* breal.

BREAK

COACHING - |
v Lhomanager’s
rule a5 couch

* Lhe process of
| vaachimg

= Lioachung skills



SESSION 3: THE MANAGER'S ROLE AS COACH

b Srress that managers have a training tole

M palk i Adex. et bt foe vaw wp ot 2 corse.

Adriyli? "

Remind the group of Dave’s response 1o Maria's plea o
be prven maore opportnicy o learn to deal divecthy wit
customers. Tris rypical of many line managees who do
recognise their role as coach, 'The overall wessage of che

videa s char all managers and supervisars are respgnsible
for the training and developrnient af their stalf w
their day-to-day manageent cesponsibilices

b Fmphasise thal coaclung 1s on the job”

"Irisvaur job. Theseyommgsters nevd (1@ . You're
the une respomaibife,

It 15 about developing rhe ex
piving themn sysrermaucally
mare stretching lasks o
ous appraisal and couns
ing muost themselves
che coaching proces

Lud progressiveny
iped with continn-

-

ual.
wviake

b Bar1€fs relating b the manager

AWing moines are maae

1he belief thar training is tofally rme function of the
aining department

the helief that coaching & *heing throw moat the
deep end’

o alack of ime on the pact of e wanager
v luck of coaching skills

s o lack vl wchorcal knowledge or ahiliry on e gart
of the manager




& an unwillimgness to develup siatt far fear of losing
wansre)

s alack of approprate inteupersonal skells on the pare
ab the: line manager

o 0 lack of commuioment 1o the organisacion and s
abjcctives on the part of the manager

= 3 personality clash between the manager and rhe
individual.

Barrwers relaring tix rhe individual

« 3 lack of potential or aprinele or the parr
individual

s 3 lack of commitmenr to the oreznisario
objectives an the paul of the mdiviena

«  alicimpiing 1o coach individuals o
difficulr ar taw advaneed fort

« an individual’s fear ol app

s an indwidual becomn
leguva becana: fav i

Strosy thar in borh
st T O T I e
atntude to trainud”,

1= the manager wha can do
ot by developing a positive
develaping coachiog skills, and by

povnd manapgeme g conclung process

*  make
M: ved e appreeiare thar the training
| ertveanngt have expertise in everything,
W 1T etk The training needs of a langee number

af statfPrhers are spreialist arvas where managers are
he must appropriate people to develup indivielmals,
s developmental prowess has wo be seer: a5 part of
manager’s tole, Time musr be invested o gain a
worthwhile return, Ultimately rhis will allow the
manager ta dewine more time Lo other PTUEKITS
ACTivikies,




P24

[RETLEI

The idca oof heing thrownon arche deep end needs oo
be replaced by a commitment te planned and
struztured coaching sessions.

Credte 4 sLpporlive cnvironmoenl

Managers can also help ta overoome tiese karrices
velacing pe the individuals being coached. Managers
teed o dettienscrate char coaching is a aormal par
vt the relavionship heoween the manager and
tandividual, They need to creare a suppord
environment in which learning and development 21e
anatural aud every day leature ol wors [or oy,




SESSION 4: THE COACHING PROCESS

Eeplay the scene Fram the video mowlich Coacl introduces
Lrave to STEER.

Rumind parricipants of the mnemonw STEER [OHP 2)  <oreaachne
L¥iscuss cach stage ot this nnodel of the coaching orocess. PROCESS

B Spoed training neads and nppartunites w meet them,

-  Tailor traming conrent and style to mesr the necds of the

individual. Explain
= Lxplawn and demunsiraic how the task should be £ Fncourage |

P Eocourage the individual whilsr he or she is e,

Reviea
P Review progoess during and oo the uf STEER
bearming, -
OHF 2

5PGT TRAINING NEEDS AND QPPOR IES TO MEET
THEM

Sugzesl thal whemever there s o AL OrEANisatin,
there are likely to be tramug, vl rise and have ro be

met. Similarly, as individuals geo “ough Lhe arganisa-
it tley are likely v have \ v oceds. Managers are
usually reavtive su mecting sullhnets but chey can also adopt

O antiipate rraining needs

Meeds ca wlentificd in the fullowing ways
isational needs
hanges to couprrale objeenives and strategy
wtrnduction of new procedures/products
introduction of new equipment
#manpewerfsuceessinn planning
& pPOOMGEHALE

+ sraffing crises.

ATy

CaL



Individual needs
» appraisal interviews

« upderperformance of indwidvalsicamplaines feom
customers!orher departments

#  direct observarion of sraft

a  approaches from staff for developmental oppor-
tunitics.

p  Crearing opportunities

F!ITI‘.HH TI'IHF TI'I[‘ l|"|‘|i‘!'ﬂ' WH}-’ toy Lrears uppl]rtuuiti:s 1ner
needs is by cacehul planmug,

»  shoer and long term planning of kneoswn ¢ a.
activinesf Lo mmibmonts

o aspart ot a planned delegalion siry

ko avwate of ocher

Suggrest rhar managers shoold als
;AT se 4 a result of

ppportunies to meet needs tha

o aidditomal regulan conu g Laken on by

the depacement
«  job cover needed ax tafr absence

o ndividuals askin WG ved w1 speciiic develop

mental activitl

5

TAILOR TRAINI NT AND STYLE TO MEET THE
MNEEDS OF TH AL

Emphasise t anie ol plannicg. As with delegalion,
the learn fiences must be relevant o the indovidoal’s
and th 4@ isarteen s noccds,

The learniigacrivitios should be planned in such 3 way thar
aperess trom the comparatively simple toomorccomplx
indeeiduab st e commited to the poans and see
cept the relevance of the learning activiries.

[ntroduce actiom plans
Acton plans should be documented and shanld inclode

¢ learning acnvines exprossed inorerma of ouone
fobjectives], eg plan monthly transpert scheduledpre-
mare quarterly sales repert




target dares or specified periods when the actvery
will be undertaken

slages gt which revicws will be uncermaken

sign aff rr contiem thar learning cbpectives have been
achieved.

Slress again the importance of planmung

Far each rask wirhin the acnion plan thorcugh planoing
is needed o order to

Uxplaw chat onc-to-one instruch
coaching. Sound preparation is ess

Ask partimpants to suggest
preparation. Make sore rheg

cewnloree the credibil ity nf the programme and he
line manaper

ensuee teaining 15 structured and compleie

create a supporlive lcarning environm -
onarrare comauement to the mdividu:
fir in and around the impoing wogk pr me.

ar the heart of

to be coverad in
ing poitrs are made

1vibes to be practised
le *chunks” of learning
allocate suffig 1eower cach ‘chynk’

collewt uny rg, foems, equiptent or make

sure tha and fecilibes are available when
norele
if . o, prepanc simple job aids or cxamples

the learning environmenl s neat and unelug-
1 thar there will be nn interruptions

firm availability of other staff if they are Likely to
Teeded.



EXPLAIN AND DEMUONSTRATE HOW THE TASK
SHOULD BE DONE

p  Inrroducing the coaching sesswon

Suggesl Uhal wdividual sessaons weed <o e mitroduced
properly so that both the mdividual e2d the coach are
elear in thewr cwooninds about what trhey have o achizve.

Povints me cover i Inrmsdocrions arne

# conhrmarion rhar the mdividoal has nndersroad and
can perforin tasks learned during the previ £S5
sior

= topic e be coversd
TRULH

a  wontexr of the scasion - whar has - e e Far
and how this session hinks wit

o chyjeclive - a clear stutement of what

&« structure of the session  wi e covered and

honar

«  motivation - what the
it this session,

15 SN Eor Ul ot

p  Lxplain and demonsegar

LEmphasise that d pkations can or uf practical, pro
cedural and e kills, Whenever possikle dem-
OTSTTATIONS 4 :acecmpanicll by cxplanations.
W hen this i lee, . when the coach 15 conduct-

mecting, Sopiaration vl what bappencd =hould
i 1 after the evenr as possible.

ugica| sequeiee

ar amd concie

in digestible chunks

¢ relevant and accurare

#  deliverad ar an appropriace speed and wich inrerest
s frocof jargon ar with jargon explained

»  supporied with visual ards when apprepnate

v supplimenied wirh guestions when appropriate,




ENCOURAGE THE INDIVIDUAL WHILST HE OR SHE IS
LEARNING

Fupgest that allowing an wndvidual o undertake 2 rask
witheul moniroring projress and giving suppott is tanta-
mount e theowing them in at the decp end. Progress must be

manitored and encouragement given i U [orm of assistance
and keedhack.

» Trovide feedback
+  ensere that “hve’ work is being dote properly
provenr wasted tme and etfort of e individliaal
makes errors E

*  rointorce learning

= maineain the mdpadual’s qudivation
+ confirm that progress is being made dards

achieved.

e DMonicoring

The trequency of the monmitor

e Cucicad by rhe
tature of the 1ask being lear, :

»  comtinoons ohservan

e learmng ol short
praciival Lasks

»  pocasional mood

at meervals or at inl[:urr.:uir
wlages m the |

engthy rasks.



=

SR EN

b

By
-

i1

a

REVIEW PROGRESS DLIRING AND ON COMPLETION DF
TRAINING

Supgpest that assessing outcomes can take place afrer learning
events have just been undertaken, at srage reviews or at the
end of a lomger project,

Ask participancs what the purpose ol reviewing s, The s is
t2 take stock of what has been learned and the wey in whick
the learning has taken place. Wirh the aiel of acrion plans aggd
learning ]uurn.A.lx the {ollewing should b discossed with the

individual
p Review systemarically V

s [wow far the chjective has been achizve

«  heow conbident the mdividoal fecls
tasle in the furure

s how che newly learned skills res will be

usad in the fargre

o areas wheeh still cause p eed maore prac-

e

#  aspects of the learnf
ditticulr and heow

Gasier
g SNDPOIT |
& fruc

a  wha W srage of learninp will ke,



SES5I0ON 5. ONE-TO-ONE COACHING SKILLS

Explain that STEER dvsinbes the process of coaching snd
provides a sound framewerk For vuccess. However, in order
tirmake the process effective the coach has ro exereise a eange
of skille. Ir could be argued rthat the coach alsa needs o
possess parocnular gualies.

Sugges that the Lt of qualities and skills that could be draw
up s condless but can e consolidared into a small number of
critical acrivities which reflect hath skills and qualicics wabich
ave exercised belare, durmy and afrer vach coaching ségg

EEFORE COACHING BEGINS
Aszk participanes to suggest what shalls ums the
4

manager needs before caaching beguins, Bring of e
ing points in discwssaon IOHF 5

P Aworcoess and commitmene

These represent the anderly which must ix

there before the coachig

have to be aware of the ipgp @hnd viue of develo-
pag stadl and he com & teing then time and
LL

Mot everyome o
the samu IS
vals whoo

lonpeed 1o thie sumne degree or ar
circumstances there are individ-
s a e to progeeess veey Sae. Trying to
fomee theg developmental progrommes can he
dimot g therm anil annewing for che couch.
Poten n he gauged in activities which make up the
daily rou and individuals targeted for tasks appropri-
rtherr ability when apportuniries arise.

[ 3 and negiating

velopmental activitics need o be planned curelully s

at the learning cxperience can be complete; it is nor
appropriare to allocate ‘rush jobns’ as developreenral tasks
unless the individual is ready to rhink and ace quickly.
But time ix always at a prentivin and the evach needs o
assess and negaliate with the individual timescales wnd
targets 1o achieve the msk.

TCOACHING
SKILLS: BEFORE

» Awncencss and
com oo

> Anns;nF
A tEn i

» Tlanming and
nepchating

w Clreatug a
' supportive
CnYironment

» HBricfing

OHPZ

33



COACHING
SKILLS: DURING

p Cxplaming and
demioBstratiog

» Une-tre-nne
INATFUCOan

» Monitring

Creating a supportive cnvinemeent,

Undertaking new tasks wwnally hrings an clemene of
anxivey and ancerrainey as well as bong rootivating, s
hkely that individuals will need suppost and reassurance
at times for ng-one ikes to et things weang, A supporrive
envirommint is one in which the ceach is available and
approuchable when veeded, even on those occasuons
when chey woubd least like 1o be disturbed? Ir iz also a0
eaviromment in which the indradual does et leel U

Lhe coacl is being judgemental wherever adviceas re-
quescad. V
p PBriching

Poor vutcomes of developmental acriviri
result of the individval not being proy
thirrensgh bricting shoold include

n rhe
ek, A

o che tusk o e undertaben is5 impoelanr and

relevant b that individual

whi§

L] the outcomes or Dh]e‘:tl 0
o cirme scales and repaor

»  resonrces, reteren [ availalle

& limirs of aurharic

»  support of ghher nd availahility of coach
Distribute Hand A Beararg ronrad proforma.
DURING C
Lxplam af®ute now momgs o leak ar che skills and
qualitics are eeded during coaching (CH P 44

shalls in shuwing Gary, for the second time, how o
e priority ordenng system

Explamming and demonstraring

Stess thae people learo at differenrspeeds anelin different
ways, Some necd toohe involved and o have hands on
experience from che ourser whili: orkers profer me absorh
averyching before they pul things uo practice. L hese
learping stvles can be idencifivd verv early in a coaching
session by the way in which <he traince reacts to cxpla-
natiens and demarnstrations. The coach muosr be preparcd



i allow people to “have a g0’ even if it means learning
from mistakes. He or she must also nave the sarience eo
repeat explasations and demonstearions for those whao
need to be absoluiely cerlain what they are doing before
they atrempt a task. In this latter case the couch may find
it useful to break rthe rraining up ineo small chuaks of
leanung.

CInu-te-pne nstructinn
Explain that when the sk being learred is one whicl
reguiires the coach to work with the tramee closely, as

when a piece ol equipment is boing weed, a umbeyot
spectlic wstructanal shills are cabled npor.
Ask the group for cxamples of 2uch skills, Bei
fullowing
* ouing
retling the rramee what they hav
the How ot the activity s conri

L] ECINPTIg

telling the trainee wh
lorgotren.

so that

hen they bave

* ocorrecting

relling or showi

raimes what to de when they
have made a

s puiding

moving hand onoa key hoard, adjosting
ich they hold an implement o

their body e perborm a movement

Aling the trainee chat they are performing dhe task
erly.

upplementing

giving adeitional informarion o develep a2 deepes
understanduag of what s being earmed.

12
fer

)



* INEEEYEIILL

»  CSIMUUIE

nist huing fempred (o inrervene o correc o1 promipt
when it is appropriare oo ler the reaines lear= feom
mistakes,

*  corlextoalising

placing the rask in the wader cortext of the job or in
the contest ef business ihjecnives o assist
understanding and to motivate,

s clarifying

making clear parts of an explanation wu

trainec does not fully underseand.

#  Jueshionimg

Lesling a traines’s understanding te rhas they
ate performing tasks corcectly,

¢ observing
watching the trantee Lo s are perferming
rasks cocrectly.
»  analysing
ruance o idenrify rhe
athey can becorvecied properly
dars of good practice.

studving the trai
narure Orl:'l'rl:,'lr:i 5
or fe rainfo

=

mee from making a costly or
roar an error which would cavse
confusion or reinfoece incorrect

bang ahle roimagne and share the experiences and
clings ol the traneee.

CRCTCISINE pativne

net becomimys irritated by lack of speed | aptirude or
learmg style ol trainces whe cocounter ditticalrices.
Maomitoring.

Even though individuals may know thar they can atways
ask for help and reassurance, they are often relaceane To
dor s [t s important that, i addibor 1o the reporting



stages, the coach monitors progress as pact of the daily
vappecl wath mdividuals. The encouraging word, the
eepeated tvitation to ask dor hoelp if ic s needed, <he
confirmatien that they are dong well are all imporeant.
When a cosrty veeor could be made, the coach has Liole
option bar to mervene and correer. This again needs 1o
ke done in a supportive and wnderstanding wav wirh
explanations and cdemonsteations vather than wncom-
structive coilicisne and reprod,

But at 1 imporrant rer restst the temptation Lo mlerven
{unless abaolurely necessary! when an errar s (kely o be
made from which the indwadual well learn. Such <@
should be nored and discussed as par: of 2 seage Mge

o delriching,

AFTER COACHING
Ask parncipanrs what zkills are needed afger co [CORTRING
HOTIP 5) SKILLS: AFTER

P Evaluatiug p Fralunting

. . Thchwiefing
asl is not suff- ™ TOENTE

of the individual, The

prewesy thar chev have poge « will hawe Dncreased

knowledge, developed N Iverl Lnsight ko apd
tade, abibry and a ragee W ool skills and qeralines.
The: coach should « Tt indicarors e boild on
these in dizcossiogfvgape réviews ar during a debricting.

b Dehnefing

Achicving a successfol oneeo
cient wnotselF bor the develogiffi

OHPS

Cliving fee
of the

b cly to ke up a comsiderable pae
= Ir also provides che apporwanicy e

" app]if_‘d m rhe fLLI;LLrE. arad what 1le aesr
expencace might e

reviey stage should not ke confinzd to the progress

chievements of the individial being crained. Lt

wides an apporrumity for the coach t review his or

1 pertormance, This can e done by discussing with the

wratiwy what the coach did that belped their keacning a0
areds where they expuriciced diffioniry,

Pyestribure Fandusr 20 A4 Coaclring Chechiist, o chiecklist 1o
lel p aaragers monitar therr pecfonigance as coaczh.

A7



S5E5510N 6: THE VALUE OF COACHING

Srrews thar vtoctive coaching requires thine znd cffort, 5ol
bother? Ask participants what they think the benefits ace.
rng out the following points

o comcdong wan De given ar limes when it i needad
rather than having ro waic for a place on a conrse

e jrcan ke flexibly fired around rhe individual and
demands of the ot

w0 can be ol specilic

» ircan be tailored roomeet incdividual needs
s the overall costs of rraning can be eodisced
o the individual can be producrve wi @

& propeess can be monnored eas

*  ndividual learning prefer
catered for

s jr confribu evelopment of effective com-

Iniar fph the ream
& Ir Cre)agEs anment for rwam hnilding
« ith clop clnsee working relarionships
- . the skillts of managers who monitne cheir
l_"lf'l'ft'.l'l'mﬂl'li'.i'

1T WOIRES!




CONCLUSION

Becap on the three aspects of coaching vou have covered on
the course (Ol 1)

Ask the group e spend (ive mmutes Uinkieg abour how rhese
apphy to their own situanions. Suggest that they identify
note speaific ppportunines  coach and nvite expernienced
trainers Lo observe und gree them feedback.

Ruemind rhe groop of STEER (OHP 2.
Stress that by bewng bewter couclies thoy will impr

performance of their workgroups and also their owp ©
li:i"'L'IIL‘!iFi EL] TTL'-'II'IHHCTH.

CORCHING

» The manager's
Tale ay qeagh |

» The gru:‘:ss al
0aC lI'Ig

» Coaching shulls

OHP

THE COACHING

~ PROCESS

Spar
Tailor
Explain
Encoorage
Review
STFER

b

OHp 2









HANDOUT 1: A LEARNING JOURNAL

[ F ] 11 | =S T R O RR ORISR

Taask objrrtives s e

HReparning Thares [H]A

Knowledge
and skills
acquired

Intticelties $
cncountered @

Leysons
learncd

— R -
fr




HANDOCUTS AND OHPS
The following Handouts and GAPs are poovided

Hancdowr 1: Learning Journal

Handout 2: Coaching Checklist kor Manages
OI1F 1: The Coaching Process

OHP 2: Coaching Skills: Before coaching
(YHP 3: Coaching Skills: During coaching

$O
N
&
OQ'



HANDOUT 2: COACHING CHECKLIST

>

¥y ¥ ¥ ¥ v v

Did 1 'denufy appropriate opporlunitivs w march
developmenral nesds?

Diud T eonfirm the inddvidoal s existing level of knnvw ledige
and <kill?

How well did | preparc?

Howwe thid T por the task into coneext in term
inclividual "y development?
How did I motvare the individuoal?

Erid 1 stare the oectve of e task

Flovwe di the mndwidual’s progress?

Was the fod@buck that [ gave helpbul:

Golidate the karning expemience by discawsing
rning, Journal i derant?

e posinve action paints drawn from the learning
ExRpPUriCee ¥

ihd J look forward 1o the nexe step far the individual?



COACHING

» The manager’s role as coacA

Qv
» Lhe process of coach'@

» Coaching skaill $

OHP 1



THE COACHING PROCESS

Spot A
. \V
Tailor
3>

NG
&
Revva

e

3

Encourage

OHP 2



COACHING SKILLS: BEFORE

» Awareness and commitmcnﬁ

» Assessing potential ev

» Planning and negoti
» Creating a su[@e environment
» Bricfing 5\

Q-
QO

OHP3



COACHING SKILLS: DURING

» Explaining and demonstratj‘&

» One-to-one instructionév
» Monitoring s 0

OHP 4



COACHING SKILLS: AFTER

» Debricfing S
O

QD
&
N\

>

» Evaluating

QO OHP 5





