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RCI’S “REAL-TIME” LEARNING

introduction
Welcome! We are delighted that you are taking this course. We believe, “if you increase your learning
and 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 a 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. All learning to be useful must result in positive behavior or strategy changes. At the end of this
module review the other resources available. We wish you the best of success-now accelerate your
career!

Positively ,
Rick Conlow
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assessment
➜

INSTRUCTIONS: This brief assessment helps you to think about your current skills as a coach.
With better coaching you will ramp up your team’s positive results faster and sustain them longer.
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 = I do this VERY FREQUENTLY
4 = I do this FAIRLY OFTEN.
3 = I SOMETIMES do this.
2 = I do this ONCE IN A WHILE
1 = I RARELY OR NEVER do this.
I...
_____

1. discuss agreed-upon goals/expectations with employees.

_____

2. set aside uninterrupted and private time to coach every employee regularly.

_____

3. ask employees to review their goals/expectations at the start of each of my
coaching sessions.

_____

4. encourage open discussion when I hold coaching meetings.

_____

5. ask employee’s for their input when reviewing their performance.

_____

6. listen and paraphrase what this person is trying to say.

_____

7. recognize and reward high performance.

_____

8. give regular/immediate feedback to this person in a constructive manner.

_____

9. am specific about behaviors and tasks when I give advice or guidance.

_____

10. develop specific action plans with employees to help improve their skills and
results.

_____

11. deal with performance issues directly and collaboratively during coaching
sessions.

_____

12. follow-up on all of my coaching sessions.

_____

13. my coaching sessions help improve personal development and business results.

_____

14. ask for feedback about what the employee needs more of or less of during
coaching sessions.

_____

15. am an excellent coach.

Strengths (Identify 3-4)
1.
2.
3.
4.
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Areas to Improve (Identify 2-3)
1.
2.
3.
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WHY FOCUS ON COACHING?
Coaching offers a new role for today’s managers. An emphasis on coaching
and a focus on day-to-day observation and feedback increases performance
and organizational effectiveness. Few managers do this well so it gives a
manager an opportunity to accelerate results and their careers. Drawing
on over 15 years of organizational experience each, behaviorists Evert
and Selman argued, “a management paradigm based on building an
organizational context for coaching can readily out-perform the existing
management paradigm based on control.”
Author Kirkpatrick suggested that coaching

consequences are eliminated too quickly,

improves job performance in two ways. First,

the desired behavior decreases as well. This

coaching takes place as the need arises and helps

phenomenon happens all too often in the work

cement the relationship between subordinates and environment. Coaching with proper preparation,
supervisors. Second, a coaching manager actually observation, and debriefing can help overcome this
helps the subordinate implement performance

decrease in desired behaviors. So, it has to become
improvement plans developed during the coaching a regular process for each person on a team, not
sessions. The benefits of developing coaching
just something you do when employee
relationships have been shown on the bottom

performance is poor. As evidence of this, Schelling’s

line for years. Executives like coaching because

research has suggested that coaching in the form

they are actively involved in the follow-through for

of consistent performance expectations, feedback

training or other projects. They see the

about performance, and rewards for performance

effectiveness of their intervention, they see

have been directly correlated with net increases in

productivity improvement simultaneous with

productivity of all kinds.

individual development, and they can delegate
more of their responsibilities.
Since coaches take responsibility for employees’
output, attitudes, and professional development,
coaching in a business setting can dramatically
improve performance. According to educational
psychologist Richard Lookatch, coaching
followup in the form of sustained feedback
and consequences for desired activities can
have a positive impact in the customer service
or sales environment. Lookatch’s research has
indicated that when feedback and performance
4|
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Good coaching improves performance
(research by Orth, Wilkenson, Benfari, and
Stowell). One of the most important elements
in this process is clearly defining what good
coaching is and the behaviors that are associated
with it. Too often, managers have only vague
notions about what constitutes good coaching;
consequently, they tend to go through the motions
of coaching without having a significant impact
on performance. Managers need to understand
what types of behaviors are most often associated
with perceptions of successful coaching. These
© Rick Conlow International 2019

behaviors and other elements involved in coaching suggest that Gerber was correct in identifying
coaching as difficult to perform and, perhaps, “the biggest paradigm shift” for managers who want to
improve the performance of their employees. However, by learning the behaviors of successful coaches
and avoiding those associated with poor coaches, managers can enhance their ability to become
effective leaders and increase organizational effectiveness and results.

Coaching Behaviors
Coaching Skills
Communicate clear performance
objectives

Great Coaches . . .
➜

Set specific goals
Explain what is expected
➜ Communicate expectations
early
➜ Give guidance and feedback

××

➜

××

Set vague expectations
Fail to provide followup

××

Do not explain what is expected

Provide informed and timely
feedback
Provide generally positive
feedback
Offer praise
Give clear verbal feedback
Offer constructive feedback
Look at all factors
Make objective appraisals
Consider mitigating
circumstances
Have a “big-picture” view
Provide immediate feedback
Offer specific suggestions for
improvement

××

Provide incomplete or sporadic
feedback

××

Require employees to request
feedback

××

Do not evaluate all facets of
employees’ work
Use limited criteria
Ignore some information
Have preconceived ideas
Irregularly observe
performance
Provide general feedback
Fail to offer constructive
feedback
Operate in a detached mode
Limit involvement in developing
improvement plans

➜

Provide regular performance
feedback

➜
➜
➜
➜
➜

Consider all relevant information
when assessing performance

➜
➜
➜
➜

Observe performance

Poor Coaches . . .

➜

××
××
××
××
××
××

Understand the strengths and
weaknesses of individuals
➜ Develop personal and
professional relationships with
employees
➜ Develop open lines of
communication

××

Give public praise
Aggressively seek rewards for
employees
Recognize work in difficult
situations
Offer help and ideas
Encourage training
Give personal advice
Possess good interpersonal
skills
Are good listeners
Are caring, sensitive, and
concerned

××

➜

Know the staff well enough to help
them develop self-improvement
action plans

➜

Recognize and reward high
performance

➜
➜
➜

Provide feedback and guidance

➜
➜
➜

Build a warm, friendly relationship
and set aside time

➜
➜
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××

××

Are limited by company policies
and procedures
Selectively recognize and
reward high performance

××

Are indifferent to or uninformed
about employee training and
development needs

××

Are uncomfortable in
interpersonal relationships with
employees
Focus more on administrative
aspects of job

××
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training video
In this training video you will learn:
• How to develop coaching mindset
• 2 kinds of coaching
• 5 steps to coaching for results
• 5 crucial coaching questions

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

2. What are you prepared to do differently and better to become a master coach?

“Great coaching is the secret sauce to leadership effectiveness.”
RICK CONLOW
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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
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Canada’s Consumer Choice Award
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visit rick's website & blog

website

read rick's customer experience resources

find more on

rickconlow.com/shop

about rick conlow

call 612-868-8521 email rick@rickconlow.com
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