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Practical 1- peer coaching session
Coach-Imran
Client- Rebecca

Rebecca- Good morning
Coach- Good morning Rebecca, come in please
Rebecca- Thank you
Coach- how has your morning been? Busy?
Rebecca- yes, was stuck in traffic twice this morning, kept me busy.
Coach- that keeps everyone busy (laughing)
Goal- skills used-attentive listening, questioning and summarising
So Rebecca, when making this appointment you mentioned that you want to focus on goal setting? Can you tell me a little bit more about this?
Rebecca- yes, in my workplace I feel I need to enhance my communication skills and be able to actively listen and deal with customer needs. I get very nervous when customers are upset and cant focus on what to do in that situation.
Coach- and  can I ask what do you want to achieve from this goal?
Rebecca- I want to create a better and more clear  understanding in between myself and the customer and build a stronger customer relationships that will improve customer satisfaction levels too. I basically want to be better at my job.
Coach- that’s great, so you want to create a better interaction with your customers and handle them more effectively, right?
Rebecca- yes
Coach- and when will you know you’ve achieved this goal?
Rebecca- probably when customers start to send feed backs , less complaints and when we notice customers coming back to us, will have to measure possible outcomes.
Reality- skills used-questioning, attentive listening, summarising
Coach- fantastic Rebecca, so to get to your goal we must know your current reality? How has your most recent interaction with a customer been like?
Rebecca-the previous one was ok, she was very upset for not receiving her order on time as this caused her a lot of inconvenience, I really felt bad for her because she lost a day off work too. I assured her that I understood what she was saying, and I apologised several times and offered her  10% cashback on her order and a further 10% on her next. She was very happy in the end and appreciated what I was able to do for her.
Coach- that sounds like a happy customer, and you have dealt with it perfectly. Rebecca, what skills do you think worked for you well in this situation?
Rebecca-Definitely I will say listening to her and paying attention and acknowledging her concerns by assuring her by saying ‘I understand your frustration’, I think that helped.
Coach- brilliant, and what about any other situation you feel you could have dealt better with?
Rebecca- there was one, a customer was continuously shouting and his verbal language was very offensive, I tried to speak but he did not allow me to do so and kept blaming me for something that was not in my hands, I did end up raising my tone and then disconnecting him.
Coach- what skills do you think could have helped you in that situation?
Rebecca-I think I should have listened attentively without interrupting him, maybe if he had taken his frustration out he would have calmed down and then maybe listen to what I have to say. I became very defensive.
Coach- what do you think stopped you from reacting in that way?
Rebecca- me being sensitive is probably why I couldn’t control my emotions and acted in that way.
Option-skills used questioning and listening
Coach- ok Rebecca, lets think about the things we can do when in that sort of situation? What would you do differently?
Rebecca- I would let him speak till he decides to stop
I would also count to 5 in my head and keep taking deep breaths to calm myself from reacting
Also note down the main points of customer concerns and then repeat them back to him so he knows that I have heard him, and I understand his issue.
I think like I did before maybe look for a solution out of the box by speaking to my manager and offer them options in compensation that they will be happy with.
Coach- that’s great Rebecca some brilliant options, now you said, taking deep breaths, listening, reassuring, acknowledge their emotions and out of the box solutions as compensation….which of these would you approach first?
Rebecca- definitely listening without interrupting. Give them a chance to speak their heart.
Will- way forward-skills used- summarising, questioning, listening, 
Coach- great, so let the customer speak and you actively listen to their issue. And what will help you go forward in this?
Rebecca- keep a note on my desk reading KEEP CALM AND LISTEN…this will help me to not get distracted and remind me of my goal, I will also take on notes as I listen so that I can acknowledge later to the customer  that ive heard everything they said, and I understand why they are upset.
Coach- sounds like a plan, when do you think you will start?
Rebecca- I want to start as soon as possible or when next this situation arises I will deal with it.
Coach-good, is there any support your manager can offer you that may help?
Rebecca- yes, I think if I can shadow someone in the complaints team to see how they are managing such calls, this will help motivate me more and increase my confidence level, also If you can do a check in session to see how im getting on, il be grateful.
Coach- certainly, sounds excellent, I can send an email to your manager today and ask for that extra support and hopefully you can start as soon as possible. On a scale of 1-10 how motivated are you to get started?
Rebecca- I can say 8 as I really want to enhance in this part of my job, it will be beneficial for me and my workplace.
Coach- brilliant Rebecca, I will also book you in 2 weeks’ time for a follow up session and see how you have been managing.
Rebecca- thank you so much
Coach- you’re welcome, see you soon Rebecca
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