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What is coaching ?

Coaching is meeting a person or people where they are and helping them move to the next stage or next level of performance.

Coaching for success 
Guiding people toward success in new of challenging situations. 
Coaching for success can be used in any of the following situations

· For career development (can lead to employees leaving the unit or organization)

· When there are new tasks or procedures (overlap with training role)

· For process improvement

· To implement organizational changes

· To introduce new employee to institutional culture

Coaching for improvement
Guiding people to improve unacceptable performance or work habits as part of ongoing performance process or as an isolated incident.

Coaching for improvement can be used in any of the following situations

· To help an employee improve the quantity or quality of work performed to attain the workplace standard.

· To help an employee correct a problem in work conduct or behavior.
· For motivational purposes, if an employee is bored, frustrated, or unhappy with the job.
The Ongoing Coaching Process

Identify need

· Someone’s performance is falling below acceptable levels relative to quality, quantity, or timeliness.

· Someone’s work habits or behavior is negatively affecting performance, morale, or job satisfaction.

The focus should be on the employee’s behavior, not the perceived attitude.  The behavior should be observable, measurable, and able to be corrected.  If it is a behavior that cannot be corrected by the employee, then coaching will not work.

Coach

· Day-to-day feedback

· Formal coaching discussion

Provide immediate feedback which is specific and complete.  Include positive feedback as well, where appropriate.  Describe the problem and its impact on the employee and/or the workplace.  Discuss the consequences of continued poor performance – NOT the “punishment”, but the natural results of not correcting the issues.  Make clear that the responsibility of improvement lies with the employee, but provide support as necessary.  Create a plan of action, with specific timetables and ways to measure success.

Provide support  

· Encourage responsibility

· Provide resources

· Remove barriers
Ask the employee what support would be helpful for the him/her to improve the situation.  Create accountability by making sure the employee’s role and your supportive role are very clear.  Observe any progress and provide encouragement.  Be ready to provide more support, if necessary and if the employee asks for it, but keep the responsibility with the employee.
Overcoming Defensiveness
When you deliver unwelcome information to someone, he/she may get defensive. Also, if someone becomes angry as you try to coach him/her, you might get defensive. This can spiral out of hand very quickly.

Recognize these as defense mechanisms:

· Shifting blame – “It’s not my fault”

· Sarcasm/ridicule – “That’s a stupid policy”

· Excuses – “But the traffic was bad this morning”

· Angry outbursts – “You can’t talk to me that way!”

· Hostile silence

To overcome these defense mechanisms in yourself and others:

· Recognize that the person is angry at the situation, not at you personally.

· Separate the issue from your personal feelings.

· Try not to be judgmental.

· Make sure you understand the other person’s point of view.

· Respond with understanding and empathy.

· If all else fails, cut the conversation off politely.

STAR Feedback model





Situation or Task –  The context.  What was the job or task?  What was occurring?
Action – What did the person do or say (or neglect to do or say)?
Result – What was the impact of the action?
Alternative Action – What might the person have said or done instead?
Result – What would have been the impact of the alternative action?
STAR Feedback Form
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Practice Scenarios

Overview

Chris Feelgood is the head of Circulation Services for the Uptown University Library, a large academic library with devoted but demanding patrons.  Chris supervises Pat, a full time staff member who helps patrons at the circulation desk and performs many other related tasks.  Chris also supervises Lee, a long-time staff member who handles faculty requests for e-reserves and makes the items available through the e-reserve system.
Chris also staffs the circulation desk when needed, helps out with some reference requests, works with the faculty on providing electronic reserves, and helps the Director with other projects as needed.  Chris was recently promoted to the position as supervisor after working for several years with Pat as a colleague at the circulation desk. Now that Chris has been promoted, an additional person will be hired for regular desk duty.  

Instructions 

We will work in groups of three.  For the first scenario one person will take the role of Chris; one person will be Pat, and one person will be the observer.  For the second scenario one person will take the role of Chris; one person will be Lee, and one person will be the observer.  To make the scenarios more realistic, each player will be given a description of the situation from his/her own point of view.  The role of the observer is to watch the dynamics of the situation and report back to the players using the observer’s worksheet.  

Before starting each scenario, the person playing the role of Chris will take 2 minutes to fill out a STAR form which will help in organizing your thoughts and prepare for the coaching discussion.

After the first scenario, we will have a short discussion with the full group, and then switch roles so that a different person will be able to play the Chris role.  If time permits, we will replay one of the scenarios so that everyone will have a chance to play the Chris role.   

Practice Scenarios
Observer Sheet for Scenario 1

Did the Supervisor…
1. Use empathy?

2. Use STAR feedback?

3. Use good listening techniques?

4. Help the employee take responsibility? 

5. Offer resources?

6. Remove barriers?

7. Additional comments

Practice Scenarios
Observer Sheet for Scenario 2

Did the Supervisor…
1. Use empathy?

2. Use STAR feedback?

3. Use good listening techniques?

4. Help the employee take responsibility? 

5. Offer resources?

6. Remove barriers?

7. Additional comments

Resources

Books available in the Staff Development Office

· Giesecke, Joan. Practical Strategies for Library Managers. Chicago, London: ALA, 2001.

· Hunsaker, Phillip L. and Anthony J. Alessandra.  The Art of Managing People.  New York : Simon and Schuster, 1986.

· Metz, Ruth F.  Coaching in the Library: A Management Strategy for Achieving Excellence.   Chicago, London: ALA, 2001.

· Whitmore, John.  Coaching for Performance: Growing People, Performance and Purpose.  3rd ed.  London:  Nicholas Brealey Publishing, 2002. 

Human Resources Core Learning Curriculum
Class name:  Coaching Others Toward Improvement 

Description at:  http://www.princeton.edu/hr/l&d/l&d_core_class_descriptions_2.htm#Coach_Improve

Offered on :  

Wednesday, July 12
12:30 pm – 4:30 pm

Tuesday, July 18
8:00 am – 12:00 pm

Tuesday, July 25 
8:00 am – 12:00 pm

Friday, July 28
8:00 am – 12:00 pm


Blackboard site

https://blackboard.princeton.edu/webapps/login/
Click on Organization:  Library Management Development

Select articles on coaching and feedback
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