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® Numerics ®
360-degree feedback exercise, 115-116

o/ o

AC (Association for Coaching), 250
acceptance
as aspect of respect, 58
non-judgemental attitude promoting, 60
of person versus behaviours, 58
stage of change, 131
ACE coaching structure, 25-27
acting ‘as if’, 240
action category (MBTI), 110, 111-112
action stage
in ACE model (Coach), 26-27
coaching question examples, 19
overview, 17
in six-session model, 45, 46-47
telling people what to do, avoiding, 34
action-oriented team roles, 181
active listening, 70-71, 236
advancement. See also career
management; improvement
as coaching aim, 23
frustrations for coached individuals, 36
impact of recession on, 148, 149
raising aspirations, 204-205
talent management for, 120, 123

advising from one’s experience, avoiding, 10

advocacy versus inquiry, 185
affiliation, 94, 162
age demographics for workforce, 120
aggressive communication, 214
agreeing aims stage
Behavioural Contract, 42, 45
Coaching Agenda, 46
coaching for recovery versus excellence,
40-41
coaching question examples, 18

continual development, 44
overview, 16
in six-session model, 45, 46
aims or goals. See also agreeing aims stage
of analysis stage, 17
breaking down into steps, 28-30, 44
for career, 158
for change, 98-99
clear and measurable, establishing,
32-33, 41
Coaching Agenda, 46
in coaching contract, 64, 259
coaching contract purpose, 63
Coaching Objectives, 42
of coaching questions, 18-19
conflicting purposes, 199
excellence, 40-41
first 100 days in new career, 162
getting ahead, 23
getting better, 23
improvement as primary aim, 10-11, 16
for initiating Performance Coaching, 25
ladder to success, 28-30, 254, 255
linked to pay or bonuses, 33
misconceptions about, 9-10
need for, 22
for performance, current versus future, 23
performance recovery, 40
setting objectives in new job, 165
in seven-stage problem-solving model,
108, 260
taking the long view, 25
team objectives, rating clarity of, 177
for teams, 172
understanding in new job, 164
Ali, Muhammad (boxer), 205
all or nothing thinking, 132
ambition, encouraging, 204-205. See also
advancement
Analyse, as ‘A’ in ACE model, 26-27
analysing setbacks, 209, 210-211
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analysis stage
in ACE model (Analyse), 26-27
coaching question examples, 19
ensuring your colleague is ready to
change, 41-43
knowing your colleagues, 35
overview, 17
taking stock, 16
anger
appropriate, 196
forms of, 194
Performance Coaching response to, 193
prevalence at work, 194
reasons for, 194-195
stage of change, 131
tips for defusing, 196-197
Angry One (difficult team member), 184
anxiety
anger masking, 195
about confidentiality, 15, 63, 207-208
due to bullying, 223
appearance, improving yours, 239-240
assertiveness, 244-245, 246
assessment stage. See also evaluation;
outcomes
clear and measurable goals, 32-33
coaching fundamentals questions, 49
coaching not the answer, 51
Coaching Objectives questions, 51
coaching outcomes questions, 50
coaching process questions, 49
coaching question examples, 19
colleague unable to change, 52
considering outcomes from the start, 27
cost-benefit analysis, 27
feedback useful for, 33
final meeting (session 6), 47-48
importance of, 31
measuring outcomes, 31-33, 50
mini-reviews in coaching sessions, 48
organisational benefits questions, 50-51
overview, 17-18
return on investment (ROI), 27
reviews, 48
self-report questionnaire for, 31-32
in six-session model, 45, 47-51
when no progress has been made, 31, 52
assets, people as most valued, 13, 34, 146

Association for Coaching (AC), 250
attitudes, changing by changing
behaviours, 129
auditing communication, 214-215
authoritarian feedback, avoiding, 99
autonomy, 94, 162
awareness, as critical communication
area, 217
awareness stage
chemistry meeting, 44, 45
coaching question examples, 18
importance of, 17
knowing your colleagues, 35
overview, 16-17

ol e

balancing life and work, 166-169, 247
balancing old and new talent, 143
‘before’ and ‘after’ self-report, 31-32
Behavioural Coaching (Skiffington and
Zeus), 249
Behavioural Contract, 42, 45
behaviours. See also specific kinds
changing attitudes by changing, 129
comparing people, care in, 99
difficult team members, 182-185
giving positive feedback about, 100
for managing uncertainty, 218-219
persons versus, 58, 99, 184, 191, 245
signs of stress, 137
Belbin Team Roles
action-oriented roles, 181
assessing roles suited to members,
180-181
cerebral roles, 181, 182
handling members not suited to the role,
181-182
overview, 178-179
people-oriented roles, 181
bias, avoiding in team coaching, 188
Big Bully (difficult team member), 183
biological predisposition to anger, 194
blame
for performance downturn, avoiding, 150
scapegoating, 199-201
of self for failure, 146
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blind hidden area of Johari Window, 207
body language
defined, 67
of distressed colleague, 198
examples, 68, 69
eye contact, 68
facial expressions, 68
gestures, 69
non-verbal cues, 68-69
percent of communication through, 68
posture, 69
with probing questions, 76
reading emotions in, 87-88
SOLER acronym for, 70
boldfaced text in this book, 1
book resources, 249-250
boundaries
confidentiality concerns, 15, 62-63,
207-208
establishing ground rules, 61-65
making clear, 57
box shape in psychogeometrics, 113-115,
260-262
breathing for relaxation, 242
budgeting, 241
bullying, 223-225
burnout, avoiding, 40-41

oo

CA Magazine report, 15
calmness, 192, 196, 198
career drivers, 93-95. See also motivation
career management
attention required for, 157
balancing life and work, 166-169
career plan development, 160-161
first 100 days in new career, 162-166
identifying personal values, 161-162
planning ahead, 157-159
short-, medium-, and long-term goals, 158
understanding strengths
and limitations, 159
win/win scenario with, 158
career progression during recession, 148
caring for distressed colleague, 198
catastrophising, 133

CBI (Confederation of British Industry), 168
cerebral team roles, 181, 182
challenging
Colombo approach, 82
contradictions, 83
dangers of, 80
defined, 80
failure to honour commitment, 83-84
faulty assumptions, 82-83
holding back personal concerns, 81
illogical thinking, 84
ineffective versus effective, 84-85
key skills of, 82
lack of insight, 205-206
for managing uncertainty, 219
overconfidence, 205-206
prerequisites for, 81
timing for, 82-84
change
adapting coaching to pace of, 43
aiming for, 98-99
clarifying requirements at the outset,
42-43
coaching through, 130-134
coaching to cut costs of, 129-130
continuum of, 128
controlling negative thoughts, 132-134
drop in confidence and competence due
to, 129
failure of initiatives, 128
helping colleagues use support systems,
135, 137
importance of responsiveness to, 127-128
in management style, overcoming
concerns about, 15
non-judgemental attitude as aid to, 60
prevalence in modern times, 127
professional handling of, 128-129
questions to ask when coaching for, 134
respect as aid to, 60
route to embracing effectively, 129
stages of, 130-131
in team role preferences, 180
understanding stress from, 135-138
understanding the impact of, 131
Character Strengths and Virtues (Peterson
and Seligman), 97
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Chartered Institute of Personal
Development (CIPD), 128
Chartered Management Institute, 223
checklists
Performance Coaching, 253
Team Performance, 263
chemistry meeting, 44, 45
circle shape in psychogeometrics, 113-115,
260-262
clarity
about changes required, 42-43
clear and measurable goals, 32-33, 41
as critical communication area, 217
about criticism, 244
about new career responsibilities, 165
setting boundaries, 57
uncertainty more manageable with, 218
clear goals, establishing, 32-33
Cleese, John (actor), 10
closed questions, 72, 73
clutter, clearing, 246
Coach, as ‘C’ in ACE model, 26-27
Coach Them! form, 254
Coaching Agenda, 46, 47
Coaching and Mentoring Network Web site,
250
Coaching Assignment, 46, 47
Coaching at Work Web site, 250
coaching contract, 63-65, 258
Coaching for Excellence, 40-41
Coaching for Performance (Whitmore), 249
Coaching Objectives, 42, 51
coaching questions
ACE model, 26-27
analysing setbacks, 210
assessing what went wrong, 150-151
career planning, 160-161
challenging, 84-85
clarifying changes for Behavioural
Contract, 42-43
closed, 72, 73
coaching agenda, 21-22
Coaching Objectives questions, 51
about communication, 214-215
counteracting negativity, 103
delegating tasks, 36, 256
for difficult team members, 184-185
FENO technique for criticism, 101
formal review, 48

fundamentals questions, 49

hypothetical, uses for, 72

identifying limitations, 159

identifying motivators, 95

identifying strengths, 98, 159

knowing your colleagues, 35

leading, avoiding, 72

mapping organisational needs, 125

motivational, 74-75

multiple, avoiding, 72

negative reactions, 193

about negative thoughts, 132, 133-134

open, 72-73, 75

organisational benefits questions, 50-51

organisational culture, 124

outcomes questions, 50

for performance recovery, 152-155

PIE problem-solving model, 108

probing, 75-77

process questions, 49

prompting self-feedback, 100

retaining talent, 123

seven-stage problem-solving model, 108

stage 1: agreeing aims, 18

stage 2: awareness, 18

stage 3: analysis, 19

stage 4: action, 19

stage 5: assessment, 19

stages of change, 131

tailoring coaching to organisational life

cycle, 141

talent management philosophy, 121

team attributes for success, 174-176

team members difficult to deal with, 180

team strengths and weaknesses, 180

trying out tests, 112

when coaching for change, 134
coaching yourself

controlling stress, 248

creating a positive lifestyle, 240-241

giving criticism assertively, 245

improving confidence, 239-240

increasing chances of success, 245-246

managing money, 241-242

receiving criticism assertively, 244

rekindling creativity, 242-243

relaxing, 243-244

time management, 246-247
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‘command and tell’ management style, 10
commitment
challenging failure to honour, 83-84
coaching contract agreements, 64, 259
gaining colleagues’, 24
by individual being coached, 63
Performance Coaching less effective
without, 204
of personnel, day-to-day attention
required for, 129
retaining talent, 122-123
taking the long view, 25
uncertainty more manageable with, 218
common ground, 217
communication. See also feelings
active listening, 70-71
aggressive, 214
assessing, 213
auditing, 214-215
on benefits of coaching, 24-25
blind spots, identifying, 186
body language, 67-69, 87-88
challenging, 80-85
chemistry meeting, 44, 45
coaching for, 216-217
on coaching for recovery versus
excellence, 44
coaching questions, 214-215
confidentiality concerns, 15, 62-63
critical areas, 217
emotional intelligence in, 85-90
ensuring good channels, 232-233
establishing ground rules, 61-65
formal channels, 232
improving in organisations, 213-217
ineffective styles of, 214
informal channels, 232-233
to limit time-consuming
misunderstanding, 168
for managing uncertainty, 217-218, 219
meeting outside the coaching context, 57
misinterpretation due to lack of, 216
monitoring for difficult colleague, 199
motivation aided by, 216
motivational questions for, 74-75
non-verbal cues, 68-69
about note taking, 47
open questions for, 72-73

about organisational issues, 201
paraphrasing, 77-79
passive, 214
premature closure, avoiding, 77
probing questions for, 75-77
question types for, 72-75
reading emotions, 87-89
reflecting feelings, 79-80, 89-90
reflective listening, 74
as root of team problems, 173
about setbacks, 211
setting boundaries, 57
setting out a space for, 71
showing respect, 58-61
SOLER acronym for attending, 70
in teams, ensuring effectiveness of,
185-186
telling people what to do, avoiding, 34
timing challenging, 82-84
timing probing questions, 76
voice tone, pitch, and pacing, 68, 69-70,
76, 88
about who is being coached and why, 37
companies. See organisations
comparing people, care in, 99
competence level
change and drop in, 129
colleague unable to change, 52
of colleague versus coach, 18
demonstrated by outcomes, 237
as intrinsic work value, 161
situations outside yours, 11, 12
competition, as root of team problems, 173
completer finisher (Belbin Team Role),
179, 181
Confederation of British Industry
(CBD), 168
confidence
bullying’s impact on, 223
challenging overconfidence, 205-206
change and drop in, 129
as critical communication area, 217
dealing with colleague’s lack of, 205
improving yours, 239-240
issues for bullies, 224
low, as root of team problems, 173
rating team performance regarding, 177
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confidentiality
in coaching contract, 64, 259
legal issues, 62
overcoming concerns about, 15, 63,
207-208
resolving conflicts, 62
tips for reinforcing, 208
conflict management, 217
confronting. See challenging
continual development, 44
contracts
Behavioural Contract, 42, 45
coaching, 63-65, 258
contradictions, challenging, 83
conventions in this book, 1
co-operation
performance aided by, 233
rating team performance regarding, 177
co-ordinator (Belbin Team Role), 179, 181
coping skills, anger from poor, 195
corporate client, 64
corporate culture. See culture of
organisation
corporations. See organisations
cost-benefit analysis, 27
courage, as signature strength, 97
creation stage of organisational life cycle,
140
creativity
as attribute of proactivity, 238
as career driver, 94
impact of growth on, 142
as intrinsic work value, 162
rekindling yours, 242-243
credibility
performance aided by, 234
uncertainty more manageable with, 218
credit card balances, lowering, 242
crisis, keeping calm in, 192
criticism. See also feedback
for behaviour, not person, 99, 245
FENO technique, 100-101, 262
giving assertively, 245
giving constructively, 100-101
Performance Coaching versus, 9
receiving assertively, 244
softening with light touch and
humour, 187

in team coaching, 187
tips for giving, 99
of yourself, stopping, 241
culture of organisation
defined, 124
impact on talent, 124-125
sustaining during recession, 147
understanding in new job, 163, 164-165
customer satisfaction, retaining talent
for, 220
cynicism in colleagues, 193

o) e

Darwin, Charles (evolution theorist), 127
deadlines versus outcomes, 237
decision-making
rating team performance in, 177
in seven-stage problem-solving model,
108, 260
defensiveness in colleagues, 204
defusing anger, 196-197
delaying gratification, 104-105
delegating tasks, 35-36, 235-236, 254, 256
denial stage of change, 131
dependence, 231
depression, 131, 168, 223
designated client, 64
destabilising effects, 36-37
Devil’s Advocate (difficult team
member), 183
difficult colleagues or situations. See also
criticism; feedback; negativity,
counteracting
anger, 194-197
coaching questions for teams, 180
dealing with negative behaviour, 192-194
distress, 197-198
finding the best in, 59, 60-61
keeping calm in crisis, 192
negative reactions in colleagues, 192-194
negative reactions in oneself, 191-192
non-judgemental attitude in, 58-60
Performance Coaching not useful for, 11
personality clashes, 199
persons versus behaviours, 58, 99, 184,
191, 245
reducing team challenges, 173
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scapegoating, 199-201
in teams, dealing with behaviours,
182-185
Dillinger, Susan (psychogeometrics
developer), 113
directness, as key to team success, 175
disciplinary action, 11
distraction for defusing anger, 197
distress
handling, 197-198
seeking specialist help for colleague’s,
205
doubts about effectiveness, overcoming,
14-15
downturn. See recession

oF o

education, for managing uncertainty, 219
Effect, in FENO technique for criticism,
100-101, 262
e-mail, confidentiality issues for, 208
EMCC (European Mentoring and Coaching
Council), 251
emotional conflicts, 11
emotional intelligence, 85-90
emotions. See feelings
empathy
for dealing with distress, 198
for dealing with setbacks, 209
for defusing anger, 196-197
developing, 58
using for understanding, 60
energy category (MBTI), 109, 110
engagement
dealing with colleague in wrong job, 205
of employees, survey on, 13
as key to team success, 174
low, as cost of stress, 227
EQ (emotional intelligence quotient), 86
equality, as critical communication area,
217
Essential Business Coaching (Leimon,
Moscovici, and McMahon), 249
European Mentoring and Coaching Council
(EMCC), 251
Evaluate, as ‘E’ in ACE model, 26-27
evaluation. See also assessment stage
in ACE model (Evaluate), 26-27

of communication in organisation, 213
considering outcomes from the start, 27
Performance Coaching Evaluation form,
256-257
before performance recovery, 150-151
in PIE problem-solving model, 108
in seven-stage problem-solving model,
108, 260
of team strengths, 177-178
excellence, coaching for, 40-41
Excellence in Coaching (Passmore, ed.), 250
expansion, 148-149. See also growth stage
of organisational life cycle
expectations
consequences of overworking on, 167
unrealistic, 204
expertise, 94, 161
external coaches, 13
extraversion type (MBTI), 110
extrinsic work values, 161, 162
eye contact, 68, 70

ofF e

facial expressions, 68
Facts, in FENO technique for criticism,
100-101, 262
failure
of change initiatives, 128
clarifying negative outcomes
at the start, 42
coaching example for, 146
helping colleague deal with, 208-209
to honour commitment, challenging,
83-84
negative thoughts from, 132
family, impact of overworking on, 167
fatigue from overworking, 167
faulty assumptions, challenging, 82-83
feedback
acknowledging others’ achievements, 234
asking colleague to self-critique, 103
for behaviour, not person, 99
in coaching contract, 64, 259
comparing people, care in, 99
confidentiality concerns, 62
counteracting negative self-critique, 103
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feedback (continued)
criticism, constructive, 100-101
criticism, giving assertively, 245
criticism, receiving assertively, 244
encouraging from others, 99
examples, 102
FENO technique for criticism,
100-101, 262
after first formal meeting, 46
immediacy in giving, 101
issues interfering with effectiveness, 103
motivating people with, 101-103
positive, as prerequisite for challenging, 81
positive, giving effectively, 99-100
positive, questions prompting self-
feedback, 100
during recession, 149
360-degree feedback exercise, 115-116
timing for giving, 101-102, 103
tips for giving, 99
using to assess changes, 33
feeling type (MBTI), 111
feelings. See also specific kinds
body language portraying, 87-88
embarrassment about, 87
emotional conflicts, coaching not useful
with, 11
emotional intelligence, 85-90
importance of, 85
managing emotions, 86
as minefield, 85
naming, 88-89
negative, from negative thoughts, 132
reading emotions, 87-89
during recession, 149
recognising others’, 86, 87
recognising your own, 86-87
reflecting, 79-80, 89-90, 197
self-control, 86
signs of stress, 137
Talking Feelings exercise, 259
tone of voice portraying, 88
vocabulary portraying, 88
FENO technique for criticism, 100-101, 262
‘fight or flight’ response, 136. See also
stress
firing, 11, 149

first 100 days in new career
aims, 162
clarifying responsibilities, 165
considering training needs, 166
focus for, 163
learning how things work, 164
making the right impression, 163
setting objectives, 165
settling in easily, 163-164
understanding the organisation, 164-165
Five-Minute Tension-Release exercise, 243
flexibility, 109, 176
flow, being in, 96
focus
for first 100 days in new career, 163
as key to team success, 175
negative versus positive, 246
on outcome, 235, 237
task-focus versus ‘me’-focus, 146
formal communication channels, 232
forms and tools
Coach Them!, 254
coaching contract, 65, 258
delegating tasks, 254, 256
FENO technique, 100-101, 262
Four Windows on Reality, 263
ladder to success, 28-30, 254, 255
Myers-Briggs Type Indicator (MBTI),
109-112
Performance Coaching Checklist, 253
Performance Coaching Evaluation,
256-257
PIE problem-solving model, 108-109
Positive Introduction, 259
psychogeometrics, 113-115, 260-262
questionnaire information, 115
responsibility pie chart, 210-211, 263-264
seven-stage problem-solving model,
107-108, 110, 260
Talking Feelings exercise, 259
Team Performance Checklist, 263
360-degree feedback exercise, 115-116
Four Windows on Reality form, 263
friends, impact of overworking on, 167
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Galwey, Tim (Inner Game book series), 8
gestures, 69
goals. See aims or goals
gratification, delaying, 104-105
growth stage of organisational life cycle
handling expansion, 148-149
overview and challenges, 140
tailoring coaching to, 141-142
talent management during, 148-149
guilt, fighting, 168

o o

harassment, 223

Hardy Personalities, 195

Health and Safety Work Act, 226

health, ensuring, 238, 248

helplessness in colleagues, 193

hidden unknown area of Johari Window,
207

Human Resource colleagues,
working with, 12

humanity, as signature strength, 97

hypothetical questions, 72

o]e

ICF (International Coach Federation), 251
icons in margins of this book, 4
ideas, generating, 243
illogical thinking, challenging, 84
imagery for relaxation, 243
immobilisation stage of change, 130
implementation in problem-solving
models, 108, 260
implementer (Belbin Team Role), 179, 181
improvement. See also advancement
continual development, 44
getting ahead, 23
getting better, 23
as primary coaching aim, 10-11, 16
road blocks, 51-52
impulse spending, avoiding, 242
independence, 232
inertia stage of change, 131

influence
as career driver, 94
developing yours, 237
as intrinsic work value, 161
informal communication channels, 232-233
Ingham, Harry (Johari Window co-
inventor), 206
in-house coaches, 13, 14
Inner Game book series (Galwey), 8
inquiry versus advocacy, 185
insight, challenging lack of, 205-206
inspiration
as critical communication area, 217
for managing uncertainty, 219
interdependence, 232
interest in others versus self-interest, 185
internal coaches, 13, 14
International Coach Federation (ICF), 251
Internet resources
for Performance Coaching information,
250
professional bodies, 250-251
questionnaire information, 115
survey on impact of overwork, 168
interruptions, controlling, 247
intrinsic work values, 161-162
introducing coaching to workplace
chemistry meeting, 44, 45
delegating tasks, 35-36, 235-236, 254, 256
emphasising benefits, 24-25
finding the time, 35-36
keeping people happy, 36-37
knowing your colleagues, 35
procrastination, avoiding, 36
tailoring coaching to individuals, 35
telling people what to do, avoiding, 34
WIIFY and WIIFT factors, 24
introversion type (MBTI), 110
intuition type (MBTI), 111
italic text in this book, 1

° ] °
job satisfaction, strengths related to, 96
Johari Window, 206-207

journaling, 239
judgement category (MBTI), 110, 111
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judging
avoiding, 58-59, 89, 99
as barrier to respect, 59
developing a non-judgemental attitude,
59-60
in feedback, avoiding, 99
MBTI type, 111
when reflecting feelings, 89
justice, as signature strength, 97

oo

knowing your colleagues
being open to understanding, 60
building foundations of relationship,
55-57
chemistry meeting, 44, 45
impact of growth on, 148
questions to ask, 35
during recession, 149
knowledge. See also self-awareness or self-
knowledge
retaining talent for, 220
as signature strength, 97

o/ o

ladder to success
creating from goal statements, 33
illustrated, 29-30, 255
for setting goals, 28, 254
leadership
developing, as preparation for
recession, 147
developing your influence, 237
rating team performance regarding, 177
leading questions, avoiding, 72
Leaning, in SOLER acronym, 70
Learning and Development colleagues,
working with, 12
legal issues
avoiding litigation, 222-227
bullying, 223-225
for confidentiality, 62
due to workplace stress, 225-227
harassment, 223
litigation as sign of ingrained
problems, 222

Leimon, Averil (Essential Business
Coaching), 249
lifestyle, positive, 240-241
limitations. See weaknesses or limitations
listening skills
active listening, 70-71, 236
allowing completion by the other, 71
attending, 70-71
for defusing anger, 196
encouraging, 236-237
for managing uncertainty, 219
paraphrasing, 77-79
performance aided by, 236-237
reflective listening, 74
using silence, 71
when challenging, 82
logging work and non-work activities, 168
long view of coaching, taking, 25
long-term career goals, 158
looking good, 239-240
loss stage of change, 130
love, as signature strength, 97
Luft, Joseph (Johari Window
co-inventor), 206

ol o

makeover, 239-240
managing careers. See career management
managing money, 241-242
managing organisational problems
avoiding litigation, 222-227
coaching uncertain organisations,
217-219
improving communication, 213-217
preventing loss of good people, 220-222
managing talent. See talent management
Manchester Consulting (US) review, 15
mapping organisation’s needs, 125
MBTI (Myers-Briggs Type Indicator),
109-112
McMahon, Gladeana (Essential Business
Coaching), 249
meaning
as career driver, 94
search for, as intrinsic work value, 161
search for, as stage of change, 131
measurable goals, establishing, 32-33
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measuring outcomes. See also assessment
stage
determining measurable outcomes, 50
establishing measurable outcomes, 32-33
micro versus macro level, 50
motivating using achievements, 104
overview, 31-33
questions to ask, 50
medium-term career goals, 158
meetings. See also communication
arranging room for, 71
chemistry meeting, 44, 45
final (session 6), 47-48
first, formal (session 1), 46
ongoing sessions, 46-47
outside the coaching context, 57
six-session model, 45-51
Mega-neg (difficult team member), 183
Mercer Human Resource Consulting, 223
Metrix Global ROI study, 14
mind-reading, 133-134
minimising team weaknesses, 182-185
misconceptions of Performance Coaching,
9-10
mistakes
costing key people, 220
helping people deal with, 132
setbacks after, 208-209
monetary rewards
as career driver, 94
insufficient for retaining talent, 123, 148
money management, 241-242
monitor evaluator (Belbin Team Role),
179, 181
monofont text in this book, 1
Moscovici, Francois (Essential Business
Coaching), 249
motivation
aiming for change, 98-99
career drivers, 93-95
communications aiding, 216
considering your best performance,
97-98
considering your motivators, 92-93
as critical communication area, 217
deeper motivators, 95
delaying gratification, 104-105

feedback for, 99-103

justificatory motivators, 93

as key to success, 203

list of signature strengths, 97

measuring achievements for, 104

motivational questions, 74-75

not assuming all people are like you, 92

overcoming negative emotions with,

203-204

raising aspirations, 204-205

during recession, 149

role in Performance Coaching process, 203

shallow versus deep motivators, 93

talent management for, 123

using key strengths, 96

when progress is slow, 104-105
motivational questions, 74-75
multiple questions, avoiding, 72
music, creativity increased by, 242
Myers-Briggs Type Indicator (MBTI),

109-112

o\ o

naming feelings, 88-89
Needs, in FENO technique for criticism,
100-101, 262
negative communication in teams, 185
negative outcomes, clarifying, 42
negative reactions. See also specific kinds
dealing with behaviours, 192-194
keeping calm in crisis, 192
overcoming with motivation, 203-204
respect for difficult colleagues, 192
in yourself, 191-192
negative thoughts
all or nothing thinking, 132
catastrophising, 133
during failure, 146
focus on positive versus, 246
impact of, 132
mind-reading, 133-134
questions to ask about, 132, 133-134
as reason for anger, 195
after setbacks, handling, 209
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negativity, counteracting. See also difficult
colleagues or situations
anxiety about confidentiality, 207-208
in colleague’s self-critique, 103
Johari Window as tool for, 206-207
with motivation, 203-204
motivational questions for, 75
raising aspirations, 204-205
setbacks, 208-212
non-judgemental attitude
change aided by, 60
developing, 59-60
importance of, 58-59
non-verbal cues
body language, 67-69, 87-88
examples, 68, 69
eye contact, 68
facial expressions, 68
gestures, 69
percent of communication through, 68
posture, 69
with probing questions, 76
SOLER acronym for, 70
voice tone, pitch, and pacing, 68,
69-70, 76
normalising situation with distressed
colleague, 198
note taking, 47
nurturing oneself, 168

o () o

Occupational Health colleagues, working
with, 12
old-school management style, 10
online resources. See Internet resources
Open, in SOLER acronym, 70
open public area of Johari Window, 206
open questions, 72-73, 75
organisational life cycle
averting the end, 144
balancing old and new talent, 143
creation stage, 140
cross-fertilisation between divisions, 144
as curve rather than cycle, 144
expansion in, 148-149
growth stage, 140, 141-142, 148-149
needs and challenges, 140-141

performance recovery, 150-155
preservation stage, 141, 144
prime stage, 139, 140-141
recession in, 144-148, 149
re-energising, 144
simplified version, 139-140
tailoring coaching to stage of, 141-142
varying among divisions and
departments, 144
organisations. See also introducing
coaching to workplace
avoiding litigation, 222-227
continuum of change in, 128
dealing with organisational issues,
200-201
evaluating benefits for, 50-51
gaining commitment to Performance
Coaching, 24-25
importance of responsiveness to change,
127-128
improving communication, 213-217
linking coaching results to success, 37
mapping the needs of, 125
measuring culture impact on talent,
124-125
performance recovery, 150-155
preventing loss of good people, 220-222
talent management benefits for, 119
uncertain, coaching, 217-219
understanding in new job, 163, 164-165
outcomes. See also assessment stage
in coaching contract, 64, 259
considering from the start, 27
deadlines versus, 237
evaluating, 50
in FENO technique for criticism, 100-101,
262
focus on, 235, 237
measuring, 31-33, 50, 104
negative, clarifying at the outset, 42
in PIE problem-solving model, 108
positive, clarifying at the outset, 43
separating content of discussions from, 62
in seven-stage problem-solving model,
108, 260
overconfidence, challenging, 205-206
overworking, consequences of, 166-168
ownership, as key to team success, 176
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opPe

pace of coaching, 43
pacing of speech, 70
panic
attacks from overworking, 168
avoiding during recession, 145
dealing with colleague’s, 193
paraphrasing, 77-79
partnership, working in, 66
passivity, 204, 214
Passmore, Jonathan, ed. (Excellence in
Coaching), 250
past history, as barrier to respect, 59
people-oriented team roles, 181
perceiving type (MBTI), 112
perception, as critical communication
area, 217
perception category (MBTI), 109, 110-111
performance
acknowledging others’ achievements, 234
becoming proactive, 237-238
considering your best, 97-98
credibility improvement for, 234
current versus future, 23
defined, 8, 21
developing your influence for, 237
ensuring communication channels for,
232-233
focus on outcome for, 235, 237
getting ahead, 23
getting better, 23
improvement as primary coaching aim,
10-11, 16
interdependence aiding, 231-232
listening as aid to, 236-237
managing during recession, 147
recovery in individuals, 40
recovery in organisations, 150-155
road blocks, 51-52
talent versus, 121
Team Performance Checklist, 263
team, rating, 176-177
types of, 23
working co-operatively for, 233
Performance Coaching Checklist, 253
Performance Coaching Evaluation form,
256-257

Performance Coaching (Whitmore), 7
Performance Recovery Coaching, 40
performance recovery in corporations
assessing what went wrong, 150-151
becoming resilient, 152-153
moving on as a priority, 151-152
planning for, 153
questions to ask, 153-155
reasons problems aren’t solved, 150
performance recovery in individuals, 40
personal values, identifying, 161-162
personality clashes, 199
personality types and anger, 195
Peterson, Christopher (Character Strengths
and Virtues), 97
physical signs of stress, 136
pie chart for setback responsibilities,
210-211, 263-264
pitch of voice, 69
plant (Belbin Team Role), 179, 181, 182
Pleaser (difficult team member), 184
positive communication in teams, 185, 187
positive feedback. See also feedback
acknowledging others’ achievements, 234
for behaviour, not person, 99
giving effectively, 99-100
motivating people with, 101-103
as prerequisite for challenging, 81
questions prompting self-feedback, 100
in team coaching, 187
tips for giving, 99
Positive Introduction from, 259
positive lifestyle, 240-241
positive outcomes, clarifying, 43
Positive Psychology Web site, 250
posture, 69
power, 94, 161
prejudices, as barriers to respect, 59
premature closure, avoiding, 77
preservation stage of organisational life
cycle, 141, 144
pressure
assessing, 226
turning stress into, 138
Price Waterhouse Coopers ROI, 15
prime stage of organisational life cycle,
139, 140-141
proactivity, 237-238
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probing questions, 75-77
problem solving
as critical communication area, 217
flexible approach with, 109
PIE model for, 108-109
reasons problems aren’t solved, 150
recognising problems early, 148
seven-stage model for, 107-108, 109, 260
process of coaching
evaluating, 49
managing, 24-27
overview, 10
six-session model, 45-51
stages of, 15-19
procrastination, 36
professional bodies, 250-251
psychiatry, Performance Coaching versus, 9
psychogeometrics, 113-115, 260-262
purposes. See aims or goals

oQo

question types. See also coaching

questions

closed, 72, 73

hypothetical, 72

leading, 72

motivational, 74-75

multiple, 72

open, 72-73, 75

probing, 75-77

o R o

reading emotions, 87-89
realism
challenging overconfidence or lack of
insight, 205-206
for colleague in wrong job, 205
Four Windows on Reality, 263
letting go wishing things were different,
240
after setbacks, 209
thoughts versus truth, 241
toward stress, 248
unrealistic expectations, 204

recession
business advice affecting Performance
Coaching, 145-146
coaching example, 149
ignoring, avoiding, 145
inevitability of, 144-145
panic during, avoiding, 145
people as most valued assets, 146
performance recovery after, 150-155
planning for, 147-148
recognising feelings
naming emotions, 88-89
others’, 86, 87
reading emotions, 87-89
yours, 86-87
rectangle shape in psychogeometrics,
113-115, 260-262
redeploying people during recession, 147
re-entry after coaching, impact of, 37
reflecting feelings, 79-80, 89-90, 197
reflective listening, 74
relationships. See also communication;
team coaching; teams
building foundations of, 55-57
outside the coaching context, 57
rating team performance, 177
time needed for developing, 55
types of, pros and cons, 56-57
relaxation exercises, 243-244
Relaxed, in SOLER acronym, 70
relief stage of change, 130
remediation, Performance Coaching
versus, 9
reputation, as barrier to respect, 59
resentment in colleagues, 193
resistance to coaching, overcoming
change in management style, 15
confidentiality concerns, 15, 63, 207-208
doubts about effectiveness, 14-15
time requirements, 14
resource investigator (Belbin Team Role),
179, 181, 182
resources
books, 249-250
professional bodies, 250-251
Web sites, 250
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respect
avoiding judging, 58-59
barriers to, 59
during coaching, 58
defined, 58
developing, 59-60
for difficult colleagues, 192
finding the best in people, 59, 60-61
importance of, 55
of person versus behaviours, 58, 192
as prerequisite for challenging, 81
showing, 58-61
silence as sign of, 71
for team members, 173
responsibilities
clarifying in new job, 165
rating team performance regarding, 177
for setbacks, pie chart for, 210-211,
263-264
retaining talent. See also talent
management
basic mistakes costing key people, 220
benefits of, 220
coaching for, 222
costs of losing good employees, 220
monetary rewards insufficient for, 123,
148
overview, 122-123
during times of change, 123
tips for, 221-222
return on investment (ROI), 14-15, 27
reviews, 48. See also assessment stage
risks
acting ‘as if’ confident, 240
encouraging willingness to take, 204

oS e

scanning for recession, 147

scapegoating, 199-201

searching stage of change, 131

security, 95, 162

self-assessments
asking colleague to self-critique, 103
questions prompting self-feedback, 100
self-report questionnaire, 31-32
in 360-degree feedback exercise, 115-116

self-awareness or self-knowledge. See also
testing
challenging overconfidence or lack of
insight, 205-206
exercise for discovering strengths, 98
issues for bullies, 224-225
Johari Window for, 206-207
lacking in people, 101
as prerequisite for challenging, 81
questions prompting self-feedback, 100
recognising your feelings, 86-87
search for, as stage of change, 131
360-degree feedback exercise, 115-116
self-blame for failure, 146
self-disclosure, 207
self-doubt stage of change, 131
self-interest versus interest in others, 185
self-report questionnaire, 31-32
Seligman, Martin (Character Strengths and
Virtues), 97
sensation type (MBTI), 110
setbacks
analysing, 209, 210-211
getting back to normal after, 210-212
inevitability of, 208, 211
pie chart for responsibilities, 210-211,
263-264
strategies for dealing with, 209
yours, 209, 211, 212
seven-stage problem-solving model,
107-108, 109, 260
shaper (Belbin Team Role), 179, 181
shock stage of change, 130
short-term career goals, 158
signature strengths, 97
silence, using, 71
Silent One (difficult team member), 183
six-session model
evaluation, 49-51
final meeting (session 6), 47-48
first formal meeting (session 1), 46
ongoing sessions, 46-47
overview, 45
reviews, 48
Skiffington, S. (Behavioural Coaching), 249
sleep, getting enough, 169
SOLER acronym, 70
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Solera System for sherry, 143

specialist (Belbin Team Role), 179, 181, 182

speech. See communication; voice
spending, managing, 241, 242
Square, in SOLER acronym, 70
squiggle shape in psychogeometrics,
113-115, 260-262
stages
of change, 130-131
of organisational life cycle, 139-141
of Performance Coaching, 16-19, 26-27
of problem-solving, model for, 107-108
of task delegation, 235-236
status, as career driver, 95
strengths
considering your best performance,
97-98
identifying, 159, 205
job satisfaction related to, 96
Johari Window for identifying, 206-207
playing to people’s, 96
playing to yours, 160
self-knowledge exercise, 98
signature, list of, 97
talent management for, 123
in teams, charting team roles, 180
in teams, identifying, 177-178
in teams, respect for, 172
360-degree feedback exercise, 115-116

understanding for career management, 159

understanding to aid change, 130

understanding yours, 98

unequal in different areas, 96

stress

areas to consider, 226

behavioural signs of, 137

from change, 135-136

controlling, 248

costs of, 226-227

emotional signs of, 137

‘fight or flight’ response, 136

Health and Safety Work Act, 226

helping colleagues use support
systems, 137

legal issues, 225-227

overworking, 166-168

physical signs of, 136

as reason for anger, 194

turning into healthy pressure, 138
in Type A personalities, 195
Stress Carrier (difficult team member), 183
structuring the process. See also specific
stages
ACE model for, 25-27
need for, 15
question examples for stages, 18-19
six-session model, 45-51
stage 1: agreeing aims, 16, 18
stage 2: awareness, 16-17, 18, 26-27
stage 3: analysis, 17, 19, 26-27
stage 4: action, 17, 19, 26-27
stage 5: assessment, 17-18, 19
success. See also assessment stage;
outcomes
bred by success, 204
clarifying at the outset, 43
coaches’ qualities promoting, 55
emotional and physical health needed
for, 238
increasing your chances, 245-246
ladder to, 28-30, 33, 254, 255
linking coaching results to, 37
measuring outcomes, 31-33, 50
motivation as key to, 203
team attributes for, 174-176
succession planning, 148, 220
suicide, 168, 223
superiority, 193, 225
support
for balancing life and work, 169
for dealing with stress, 226
helping colleagues use resources,
135, 137
lack as reason for anger, 195
need for providing, 28
rating team performance regarding, 177
for yourself, 248

oJ e

taking notes, 47
taking the long view, 25
talent
challenges of attracting, 120-121
measuring company culture impact on,
124-125
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mobility of population, 121
performance versus, 121
supply and demand issues for, 120
talent management
for advancement, 120, 123
attracting talent, 122
balancing old and new talent, 143
challenges of attracting talent, 120-121
coaching directors and senior managers
at once, avoiding, 221
coaching leaders of tomorrow, 123
defined, 119
during expansion, 148-149
identifying talent, 122
importance for organisations, 119, 122
investment bank example, 120
monetary rewards insufficient for, 94, 148
for motivation, 123
perspectives exercise, 121
planning for recession, 147
retaining talent, 122-123, 220-222
for strengths, 123
talent versus performance, 121
Talker (difficult team member), 183
Talking Feelings exercise, 259
targets. See aims or goals
task-focus versus ‘me’-focus, 146
team coaching
for adjusting to change, 130
assessing roles suited to members,
180-181
avoiding pitfalls, 188
Belbin Team Roles method, 178-182
building a code of conduct, 187
case study, 186-188
for difficult members, 182-185
ensuring effective communication,
185-186
identifying strengths and weaknesses,
177-178
for individual members, 173, 187
key attributes of success, 174-176
for members not suited to the role,
181-182
minimising weaknesses, 182-185
Team Performance Checklist, 263
team worker (Belbin Team Role), 179, 181

teams
basics needed for, 172
dysfunctional, coaching individual
members of, 173
flourishing, attributes of, 178
identifying strengths and weaknesses,
177-178
rating performance of, 176-177
roots of below-par functioning, 173
situations not useful for, 171-172
size issues for, 171-172
Team Building Anyway days, 171
Team Performance Checklist, 263
tears, handling, 198
telephone calls, managing, 247
telling people what to do, avoiding, 34
temperance, as signature strength, 97
termination, 11, 149
testing
Myers-Briggs Type Indicator (MBTI),
109-112
psychogeometrics, 113-115, 260-262
360-degree feedback exercise, 115-116
trying out tests, 112
uses for, 109
thinking, negative. See negative thoughts
thinking style, as reason for anger, 195
thinking type (MBTI), 111
360-degree feedback exercise, 115-116
time
deadlines versus outcomes, 237
demands preventing Performance
Coaching, 11
finding for coaching, 35-36
making by delegating tasks, 35-36,
235-236, 254, 256
managing, 246-247
overcoming concerns about coaching
requirements, 14
pace of coaching, 43
procrastination, 36
for reflection, 242
taking breaks, 248
timing
for challenging, 82-84
for giving feedback, 101-102, 103
for probing questions, 76
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to-do lists, 247
tone of voice
overview, 69
percent of communication through, 68
with probing questions, 76
reading emotions in, 88
tools. See forms and tools
Towers Perrin survey, 13
training needs in new job, 166
transcendence, as signature strength, 97
triangle shape in psychogeometrics,
113-115, 260-262
tripartite agreement, 66
trust
developing in teams, 173
as prerequisite for challenging, 81
rating team performance regarding, 177
setting clear boundaries, 57
Type A personalities, 195
Type B personalities, 195

olf o

uncertainty
behaviours for managing, 218-219
challenges of, 217-218
communication vital to managing,
217-218, 219
enabling people to deal with, 218-219
understanding, as critical communication
area, 217
unknown private area of Johari Window,
207
unrealistic expectations, 204

oo

values, identifying personal, 161-162
visualisation for relaxation, 243

vocabulary, feelings portrayed by, 88
voice. See also non-verbal cues
pacing, 70
percent of communication by tone of, 68
pitch, 69
with probing questions, 76
tone, 68, 69, 76, 88

o[/ o

water cooler coaching, 10
weaknesses or limitations. See also
criticism
identifying, 159
Johari Window for identifying, 206-207
in teams, charting team roles, 180
in teams, identifying, 177-178
in teams, minimising, 182-185
360-degree feedback exercise, 115-116
understanding to aid change, 130
Web resources. See Internet resources
‘what’s in it for them’ (WIIFT) factors, 24
‘what’s in it for you’ (WIIFY) factors, 24
Whitmore, John
Coaching for Performance, 249
Performance Coaching, 7
wisdom, as signature strength, 97
working in partnership, 66

o/ o

Zeus, P. (Behavioural Coaching), 249



