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Coaching

= Service experience

= Fosters engagement

= Connects service to
life purpose

Services
Experiences for
Customers and
Coachee

1. | Matter
2. I'm Understood
3. I'm Empowered

Insights

In a recent survey conducted by DDI, a talent management firm, more
than 50% of the respondents said their careers are stagnant and when
the economy improves many will be looking for another job.

Higher customer service levels equates to lower staff defection.

A 5% increase in employee commitment creates a 13% increase in
customer satisfaction, resulting in a .5% increase in net income.

The number one reason why coaching is used is to develop capacities of
high potential managers.

Surveyed executives said they received value 5.7 times their investment
in coaching.

Coaching is more than giving feedback.

The purpose of coaching is to transform another on their path of achieving
a goal or fulfilling a purpose.

You cannot give someone what you do not have.
Engagement is the key to implementing change and gaining commitment.
Service experiences for customers and employees are similar.

The skill of understanding other people’s perspectives account for 75% of
managers who advance in their careers.

80% of terminated employees are fired due to poor interpersonal
relationships.

Those who master service will be leaders in their industry.

Coaching can create extraordinary service by making service an
expression of one’s purpose.

Coaching has been used “on the spot”, in action learning projects, hiring
procedures, coaching others to coach, on-boarding, helping the high
potential leader and corrective action.




The best career
experience is when a
person’s competencies
and passions meet
organizational needs.

Service Experiences for Customers and Coachees are Similar

Listening and being

present | matter
Open ended questions & I'm
Conveying understanding | understood

The Differences Between “Managing” and “Coaching”

The Manager... The Coach...
DO Try DO Listen
Fix Empathize
Protect Champion
Control Confront
Smother Tell the Truth/Accept
FEEL Unappreciated FEEL Relaxed
Self-righteous Recognized
Fearful Present
Tired Free
Guilty Empowered
AM MORE The answer AM MORE Partnership
CONCERNED | Solutions CONCERNED | Service
WITH Being Right WITH Others’ Success
Details Big Picture
Perfection Excellence
Winning/Losing Win/win/Values
| BECOME Manipulative | BECOME Of Service
Exploitive A Guide
Helpful A Coach
Smarter A Mentor
I AM Ego-Based I AM Value-Based
PERSONAL Limited PERSONAL Expanded
GROWTH GROWTH




The Coachee is
Accountable for

= Coming up with
Solutions and or
Actions, unless they
Need Help

= Taking Action on
those Solutions
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Identifying Your Passion and Organizational Needs*

Passion Organizational Needs

What are you working on when time What do you see as your
passes most quickly in your work day? organization’s greatest need right
now?

Which aspects of your work do you Which projects are crucial to the
love — those area that bring you the organization, but are currently being

most fulfillment and joy? under-resourced or under-prioritized?

If you could have 20% more time in Which accomplishments would make
your work day, where would you most  the biggest difference to your group’s
enjoy spending it? overall effectiveness?

On what skill set would you love to Which activities would most delight
excel and spend time focusing? your internal or external customers?

Coaching Supports Intrinsic Motivators

Intrinsic Motivators

Autonomy I am free to come up with my own
answers

Mastery I will gain new skills

Purpose | can express my purpose in the
work that | do

*From The Extraordinary Leader






