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R C I ’ S  “ R E A L - T I M E ”  L E A R N I N G

introduction
Welcome! We are delighted that you are taking this course. We believe, “if you increase your learning, 
you will increase your earning.” We have designed RCI’s “Real-Time” Learning in four niches:

★★ Leadership

★★ Customer Service

★★ Sales

★★ Personal Development

Most modules can be completed in approximately 30 minutes or less to give you the help you need 
when you need it. Each contains practical and proven value that you can apply today. Sound learning 
theory supports each competency. Each is organized in three parts:

1. Self-assessment (5-8 minutes)...measure it!

2. Article (5-6 minutes)...study it!

3. Video and Application questions (10-15 minutes)...reinforce and apply it!

We encourage you to engage our other modules. All the skills and approaches in a niche reinforce one 
another. We wish you the best of success.

Positively,

Rick Conlow
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T H E  A R T  &  S C I E N C E  O F  E X E M P L A R Y  C O A C H I N G

assessment
➜ INSTRUCTIONS: This brief assessment helps you to think about your current skills as a leader

based on the competency of effectively delegation. Please read each statement carefully, and
then rate yourself, using the scale below, in terms of how frequently you engage in the practices
described.

5 = 

4 =

3 =

2 =

1 =

I do this VERY FREQUENTLY.

I do this FAIRLY OFTEN. 

I SOMETIMES do this.

I do this ONCE IN A WHILE. 

I RARELY OR NEVER do this.

Select a number from the scale and write it next to each item to indicate how frequently you:

1.

2.

3.

4.

5.

6.

7.

8.

9.

10.

11.

I make coaching my employees a priority and set aside the time.

I know and understand each of my employees: background, education, 
interests, family.

I do business ethically and treat everyone with respect.

I communicate with my employees through regular meetings.

I set clear expectations and goals with each employee.

I make my coaching sessions a dialogue not a monologue by asking 
questions.

I give appropriate feedback and guidance to my employee.

I make an effort to praise progress and redirect problem areas in each 
coaching session.

I create goals and action plans as part of my coaching sessions.

I set follow-up dates for on-going coaching.

Overall, I coach effectively.

List 2-3 areas 
where you 
rated yourself 
HIGHER:

List 1-2 areas 
where you 
rated yourself 
LOWER:

★➜

★➜

★➜

★➜

★➜
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When I talk to managers about coaching, the #1 thing 

they tell me is I don’t have time or they look at me 

like I am an alien. One manager even said, “Today’s 

employees don’t need coaching.” Maybe that’s why 

this manager was failing! Way too many managers are 

seriously lacking in the willingness and capability to 

coach, so little coaching gets done. It often is not an 

expectation of what managers do today. It is one of the 

reasons for poorer employee engagement, customer 

service and productivity throughout the world.

Do you want to distinguish your results as a manager? 

Do you want to accelerate your success as a leader? 

Then pay attention and learn here; if not, just stay right 

where you are. Maybe for the rest of your career.

Does Coaching Work?

Coaching is a dynamic partnership in which the coach 

empowers the employee to clarify goals, create action 

plans, move past obstacles, and achieve crucial results. 

W C W  3 0  M I N U T E  T R A I N I N G  M O D U L E S

the art & science of 
exemplary coaching 
You can’t be a great manager if you aren’t a good coach. 
Unfortunately, coaching is a lost skill. If you walk the halls of the 
corporate world, you won’t hear or see much coaching for two reasons.

1. Managers seem too be extremely busy.

2. Managers are in too many meetings.

The coach supports the employee with a 

focus on possibilities, breakthroughs and 

accountability.

40% of Fortune 500 companies and up 

to 60% of US companies hire coaches 

to help their managers do a better job 

of leadership and coaching. Coaching 

makes a huge difference on the 

bottom-line. A study by the Personnel 

Management Association compared 

training alone to coaching and training 

found that training alone increased 

productivity by 22.4%. Training plus 

coaching increased productivity by 88%! 

Another found a return on investment 

of coaching to be 529%. The evidence 

shows that exemplary coaching 

produces excellent results. My own 

experience proves it works.

http://natural-talent.com/cost-benefits/
http://natural-talent.com/cost-benefits/
http://www.positiveculture.org/uploads/7/4/0/7/7407777/metrix_global_2001_roi.pdf
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Why Don’t Managers Coach?

1. They don’t know what to do.

2. They don’t know how to do it.

3. They don’t want to do it.

4. They can’t do it.

The Art of Coaching

Coaching is an art because it involves a creative 

process. While certain steps are important 

in successful coaching, each person that a 

manager coaches is unique. A good coach 

facilitates the dynamics of the interpersonal 

relationships. This skill is not automatic for most 

folks but can certainly be learned.

There are two key values to possess if you want 

the art of coaching to work for you.

1. Believe in the people you work with. Nearly

all employees have untapped personal

potential. In coaching engagements I have

had with various organizations, employees

have improved results in only a few months:

48%, 52%, 75%, 122% and 212%. Your role is

to help them realize that they can achieve

better if not superior performance. If you

care about each employee as a person,

you can help almost any team or employee

improve results. Every employee can use

coaching to perform better. Coaching is not

just for poor performers. Some of the most

outstanding successes I have seen have

been top performers reaching new heights.

2. Coaching requires a trusting partnership.

Integrity is the key in all of your

communication. Exemplary coaching comes

from the heart. To coach effectively, you

believe in your people. You may challenge 

and push employees, but you also care about 

and encourage them. Treat employees with 

respect, always realizing their livelihood and 

careers are the stakes of the game. Follow 

through on your commitments, admit mistakes, 

gain their input; build people up, don’t beat 

them up. This helps build trust.

The Science of Coaching

One definition of a science is “proficient skill, 

especially reflecting a precise application of facts 

or principles”. With a trusting relationship you can 

apply these brief but quality coaching principles 

to begin to make a difference. First, look at the 

graphic below. What’s the first thing you notice?

4 + 5 = 9

12 - 5 = 6

3 + 15 = 18

Keep it positive. At first look you probably thought, 

“The second equation is wrong Rick.” You are 

right. This also points out what happens in most 

coaching that is done. Managers focus on the 

mistakes, the negative, what’s “wrong” or the 

problems, when assessing performance. This 

demoralizes people over time. While you may 

need to give negative feedback at times, it’s how 

you phrase it that matters. Great coaches leverage 

the strengths! Also, give plenty of positive praise 

and recognition. One of the greatest sports 

coaches of all-time, John Wooden of the UCLA 

Bruins, was studied and found to be 99% positive. 

His teams won 10 NCAA titles in twelve seasons. 

Genuine praise powers progress.
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Clarify expectations and goals. Our research 

at Rick Conlow International suggests that 

80% of performance problems are because 

employees are unclear about what they are 

accountable for. Every coaching session 

begins here, ask, what are the goals we are 

striving for? You know what they are, but you 

want to hear your employees talk about them.

Remember to ASK. Make your coaching 

conversations a dialogue, not a monologue. 

The most common mistake managers make 

in coaching is that they do too much telling 

and not enough asking and listening. (A-ask 

questions, S-seek solutions together, K-keep 

your commitments.) Give feedback and 

guidance based on the employees’ responses. 

Here are five critical questions:

1. What are your goals or priorities?

2. How are you doing?

3. What’s working?

4. What isn’t working?

5. What will you do better or 

differently?

Create an action plan. Based on your 

questions and dialogue, create plans for 

continued progress and gains. Reconfirm 

them in writing. Usually a 1-2 page informal 

document is sufficient. True coaching is not an 

evaluative process but it is a developmental 

one.

Follow-up on your commitments. Many 

coaches have good intentions but they lack 

the follow-through. Exemplary coaching is a 

process that’s engaged in, week-in and week- 

Is your company 
going through 

significant 
change? See this 
complimentary 

eBook

Changing  
Change 

Management 

Do you want to 
learn how to be 
a one of the best 
leaders? If so, I 

suggest you check 
out our new book 

Superstar 
Leadership

out. One coaching session will 

seldom make a huge difference, 

but every good coaching 

session matters and generates 

constructive momentum. 

The power is in the integrity, 

consistency and the enthusiasm 

the manager puts into it.

What I have described is 

leadership engagement 

through the art and science of 

coaching. It electrifies employee 

engagement and generates their 

best performances. Maybe it’s 

too much work for the average 

manager. But those who want to 

excel will make the investment 

and enjoy the payoff.

Finally, remember these words 

by Pat Riley, President of the 

Miami Heat: “A coach must keep 

everyone on the team in touch 

with present-moment realities 

- knowing where they stand, 

knowing where they’re falling 

short of their potential, and 

knowing it openly and fair.”

http://rickconlow.com/changing-change-management-download/
http://rickconlow.com/changing-change-management-download/
http://rickconlow.com/changing-change-management-download/
http://rickconlow.com/product/superstar-leadership/
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T H E  A R T  &  S C I E N C E  O F  E X E M P L A R Y  C O A C H I N G

training video

review questions

1. What have you learned or relearned in this module about coaching?

2. What are you prepared to do differently and better in future situations?

“If you want your team to be better; you have to be a better leader.”

https://rickconlow.com/wp-content/uploads/2019/06/the-art-and-science-of-exemplary-coaching-leadership-training.mp4


8 |  rci’s “real time” learning © Rick Conlow International

about rick conlow
I’ve been in your shoes, I was a manager just like you may be now. I 
wanted to succeed just like everyone. I wanted to make a difference. The 
first company I worked for believed in training, with this opportunity 
and my desire to learn, I attended over 100 training programs and 
conferences in a little over fifteen years. My results improved and I 
moved from teaching and selling to executive, with five promotions. 
Eventually, I founded Rick Conlow International. Our purpose is to bring 
out the best in others and make a positive difference in peoples’ careers. 
Throughout the years we have partnered with many fine companies and 
managers to achieve:

• 48 quality service awards including JD Power, Ford’s
President Award, and Canada’s Consumers Choice Award.

• Record-breaking sales year after year: 30%, 48%, 52%, 75%,
122% gains in sales.

• 15-20 points on customer experience surveys.
• 12-14 points on employee engagement surveys.
• Author of 20 books, including the best seller, SuperSTAR

Leadership.

You can do this and more. Exceed your potential today. I’ll show you how.

Ford’s President’s Award Canada’s Consumer Choice Award

website
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about rick conlow
call 612-868-8521 email  rick@rickconlow.com

read rick's customer experience resources

find more on rickconlow.com/shop

visit rick's website & blog

website

http://rickconlow.com
mailto:rick%40wcwpartners.com%20?subject=
http://rickconlow.com/product/superstar-leadership/
http://rickconlow.com/product/superstar-customer-service-a-31-day-plan-to-improve-client-relations-lock-in-new-customers-and-keep-the-best-ones-coming-back-for-more/
http://rickconlow.com/product/designing-a-superstar-experience/
http://rickconlow.com/product/the-great-customer-experience-scam-ebook/
http://rickconlow.com/superstar-leadership-blog/
http://rickconlow.com
http://eim.rickconlow.com
http://rickconlow.com/coaching/
http://rickconlow.com/shop
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