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Welcome
Being the best you can be
NOTES
The session is going to be interactive, engaging and insightful and is a great way to introduce an ice breaker. The ‘Mexican Wave’ – going around the room quickly and getting people to shout out their name and how many years’ experiences of being a manager, captured onto a flip-chart. Adding up the years can be used to demonstrate that there is already a vast amount of experience. The purpose of the session today is to refocus delegates thinking and perceptions to be the best they can be and the best role models for their team!
Top Tip – it might be good to test the Mexican wave out on one table/group to show what good looks like. Getting the rest of the room to rate the level of energy is a good way to show this. 

Learning
We will be covering:
1. What it means to have clear goals;
2. Asking the right questions; 
3. Understanding your team – what do they know and what do they need to learn;
4. What is means to give specific feedback;
5. How identifying the performance gap is key to improving performance;
6. Culture and Environment are key to motivating your team to learn and develop. 

NOTES
After the icebreaker, it is a good opportunity to link in the key learning objectives and reiterate that as managers, their role is crucial to driving performance in the organisation. Today’s session is showing delegates what they can to make an impact. 

Culture of conversation and hybrid working
Our Behaviors
Be Adaptable
Be Bold
Be Curious
Our Values
Working as one
Excellent behaviors and standards
Every achievement counts
NOTES
The facilitator can tie in our framework which will be the golden thread to the hot topic session and what good looks and feels like – our behaviours and values through our Culture of Conversation. Reading each behaviour out, the facilitator can describe what good looks like and play with the room to get delegates to engage with what good looks and feels like:
Adaptable – Flexible, Always Learning, Celebrating Differences
Bold – Being involved, challenging the Norm, confident to make decision, empowered to share learning and skills!
Curious – Always growing, improving and learning from others – open to feedback! 
Facilitator is to link in that without knowing what good looks like and feels like, how can we drive performance? We can’t! Our Values and Behaviours through our Culture of Conversation are key mechanisms to help managers frame conversations, goals and check-in to recognise good behaviour or re-direct unusual behaviour. (Gleeson, 2021), (Indeed, 2022b), (Companies House, 2023)

The Culture of Conversation is important to support managers in driving performance through Hybrid Working. Check-in’s are important for communication, with various reward schemes in place to recognise good performance and behaviour. 
(CIPD, 2022c)

Facilitator role
Lead group discussion 
Manage group activities 
Provide Feedback and re-direct where necessary
Your role 
Actively participate 
Ask Questions
Explore how to take what you have learnt back to your role at Companies House
NOTES
Roles and Responsibilities are a good way of setting expectations, and the facilitator can explain what the roles are to not only lead by example by living our behaviours and values but being present, involved and prepared to be the best you can be! Facilitator is to pull this out using the slide to reinforce this message. (Herrity, 2023)

Tuckman’s Theory 
What you need to know... 
Forming, Storming, Norming, Performing
NOTES
Before we start the session today, it’s good to point out where you may think your team is based on Tuckman’s theory. It can take time for a team to effectively work and knowing where your team is on the scale and what you can do to move along the stages maybe the key to a high performing team. 
Forming – lack of team purpose, roles and responsibilities, who does what?
Storming – this can be where people become conflicted whilst they iron out who does what.
Norming – when the team understands who does what and feels part of the big picture.
Performing – when the team have mastery and the autonomy to do what they need to do. Often relationships are good, you can delegate and ideas, creativity and efficiency are present.
(MindTools, n.d.a), (CIPD, 2019)


Goal Setting
Why is it important?
NOTES
Facilitator is to ask the delegates that exact question and facilitate answers. This will help to involve delegates and assess their skills and experience before the main content is explained. The facilitator can expect to pull out ‘buzz words’ from any answers such as ‘clear, focussed, work activities, achievements, performance, improvement, monitoring…’ and expect to pull out ‘SMART, GROW’ models… (CIPD, 2022b)


SMART OBJECTIVES
Specific, Measurable, Achievable, Relevant, Time-bound
Key Thinking 
· Enables everyone to be pointing in the right direction. 
· Enables responsibility for the employee and accountability for the manager. 
· Enables agreement which supports engagement. 
· A defined goal once achieved can be extremely motivational and recognition should be used to reinforce behaviors.  
NOTES
Facilitator is to run through the SMART objectives and facilitate discussion around why each step is just as important as the next. What would happen if you were not to agree a goal? Potentially you wouldn’t be empowering the employee and it could lead to dis-engagement and demotivate them. The Key Thinking points are important as part of the managers role. The Facilitator is to explore these linking back into the behaviours, values and Companies House. (MindTools, n.d.c), (Leonard & Watts, 2022), (Weintraub, et al., 2021)

Coaching
Asking the right questions
NOTES
Facilitator is to temperature check the room to understand delegates skills and understanding of what Coaching is. Facilitator is to capture phrases and answers such as ‘empowerment, working together, facilitating answers, specific, an ongoing process’. If there is a low understanding the Facilitator is to reply with ‘interesting’ or ‘ok’ and lead onto the next slide where the Facilitator will explain what it is and what it isn’t. 

Coaching is:
· Structured and gets to the point
· It is two way and relies on facts
· Ongoing activity 
· Identifies skill development to drive performance 
· Comes from a good place
· Specific to the individual 

Coaching is not:
· Random and rambling 
· Telling someone what to do
· A one-off activity 
· Identify poor performance 
· Opinion or judgments 
· A blanket approach 
· An interview 


NOTES
Facilitator is to explain what Coaching is and what Coaching isn’t on the slides, explaining each point by providing narrative and engaging and facilitating delegates around what would happen if ‘Coaching was one way’, or ‘not come from a good place’. By exploring this with delegates, this will help to explore and define what good looks and feels like. (CIPD, 2021), (Gould, 2016), (Tandon, 2017).

Driving Performance
1. Observe
2. Engage
3. Feedback
4. Practice
NOTES
Following on from Coaching, the Facilitator will explain the ‘Driving Performance’ model as a way for managers to follow it as a tool which is ongoing and can be followed laterally, as well as a cycle. Meaning that managers could engage, feedback and re-engage as an example. There will be minimal engagement with this slide as the facilitator will need to explain the tool – the facilitator can check if everyone is following along and ask if the model needs to be explained. The facilitator can explain that they will be explaining each bit in detail in the next few slides. (The University of Edinburgh, n.d.), (Hayden & Chiu, 2015)

Observe
How to observe and when to do it?
NOTES
The facilitator is to introduce observing by asking the question on the slide. The facilitator can play with the delegates by exploring the topic by exploring how do we observe? ‘Behind a tree’, ‘behind a office printer?’ Do we observe by standing next to your employee recording everything they do? Perhaps some managers do but is it the right way leading onto the next slide. 

Planned vs Real Time
· Coaching is for everyone – the top performers and those that need re-direction from time to time. 
· For Coaching to truly be an effective tool to drive performance, it should happen all the time. 
· It is a great skill to check-in with your team, how they are performing and provide feedback to be the best they can be!
· Life is unpredictable and so can the world of work. 
· To really have an impact Coaching can be used to provide real time feedback. 
· This can be when you may see or hear something that requires a quick conversation to provide feedback.
NOTES
The facilitator can explain that we can observe in two ways. Planned which could mean observing over time good behaviours or those that need to be redirected from time to time using Coaching as a tool to do so. Top tip is not to let observations build up – some can be quite general and not need on the spot coaching. Other ways to observe is through Real Time observations where you witness good or unusual behaviour and it requires on the spot Coaching there and then. (Legg, et al., 2018), (Hu & van Veen, 2020)


Engagement
How to engage your teams through good Questioning?
NOTES
The Facilitator at this stage can introduce engagement as the next step in the driving performance model introducing the main topic, engagement through good questions. Briefly the facilitator can explore what types of questions are out there. The facilitator can expect to pull out open questions, closed questions, leading questions and explore with the delegates what these mean. An example being open questions to explore a topic, or an observed behaviour, typically starting with what, when, how, why. Closed questions to clarify what has been said which normally involve a yes or no answer. Facilitator is also to explain the importance of not using leading questions – and pull out why this may be e.g. asking how’s your day been, ok? The ‘ok’ being the leading word will result in a ‘ok’ answer.  (Wood Brooks & K. John, 2018), (MindTools, n.d.b)

What do good questions look like?
IDENTIFYING THE GAP
REALIGNING DIRECTION
DEFINING NEXT STEPS
By using questions to under your employee, it will help you understand their thinking.
· What went well?
· What do you remember about?
· Have you done this before?
· What happened? 
· What was the response?
· What may have got the reaction you got?
We can always do things better and exploring how to do this may be the key to performance:
· What would you do different if you were in the same situation?
· What would you think about doing differently?
· How do you feel about it?
· What support or help would you need to be able to do it?
· What happened to make you think?
It is important to get your employees to take responsibility. Confirming next steps is key and helps to re-allign.
· What are you going to do next?
· What will you do to achieve it?
· What support do you need?
· When will you do it? 
NOTES
The next slide is more of a resource slide where the facilitator can start to build on how to engage an employee that has a performance or behaviour gap e.g. not quite the standard Companies House would expect. Questions will help reinforce behaviours and clarifying/ solutions. The facilitator can reinforce what may happen if bad questions are asked and pull out understanding from delegates, such as asking forced, rehearsed questions may not explore the ‘real problem’ or really get an understanding of the employees perspective – there might be something holding the employee back such as personal issues, confidence or disengagement. Good questions help to engage employees and should come from a good place – it is not an interrogation. (Birt, 2022), (Choo, 2016), (Panchal & Riddell, 2020)


OPEN QUESTIONS
PROBE
CLOSED QUESTIONS
CHECK
DON’T BE A FUNNEL HOPPER
· There might be a number of issues holding an employee back from performing.
· Stick to one and use the funnel model to approach one issue at a time. 
· Not sticking to one and exploring other issues is what is defined as funnel hopping. 
· Are you a Funnel Hopper?
NOTES
The funnel is a good concept to explore the root of the issue that may be holding the employee back from performing and living the right behaviors. The funnel helps to demonstrate to delegates the importance of picking one main performance issue and getting to the root of the cause through open and closed questions, to eventually check that the employee understands what direction they need to be going in. Funnel hopping can be explained as a term when managers jump from one performance issue to another without really getting to the root cause because it is too difficult – this is mainly because the questions being asked are not effective and not focused on the individual. At this stage delegates should be realizing that they may be funnel hoppers and this is the main reason or barrier to connecting with the employee to be able to drive performance. (Cook, 2022) (Rucker, 2014)


Push / Pull
P: Pick an issue to deal with 
U: Understand the current situation 
S: Strongly suggest solutions 
H: Hold them responsible.
P: Pick an issue to deal with 
U: Understand the current situation
L: Learn through open questions 
L: Lead to a solution 
NOTES
Moving onto the next slide, the facilitator can introduce the push and pull technique when to approach a performance issue. This technique is important to use to recognize an employees skill and knowledge. Push would need to be used for a new employee, or someone that has changed roles and needs to learn/develop where you would need to offer suggestions because the employee may struggle to come up with their own solutions. Pull is the opposite where an employee has the skill and knowledge to come up with their own solutions where open questions can lead to this. The facilitator can play with the technique with delegates by exploring what would happen if you used pull with a new employee? They may cry and leave! Or what would happen if you used push with an experienced employee? It may come across as patronizing and you may experience defensive and negative behavior. By visually demonstrating this through discussion, this will help to reinforce understanding. (Gallo, 2014) (Hall, 2017)

Activity – Coaching Session
On your own:
· Prepare a coaching session on how you would approach a performance issue
In groups:
· One person as a Coachee, one person as a Manager and one as an Observer. 
· Practice using open questions to involve the Coachee. The Observer is to give feedback.

NOTES
The facilitator is to get the delegates to practice their engagement skills through effective questioning by how would delegates approach the employee and what questions they would ask. The facilitator is to go around each group and understand what questions they have prepared. This can be feedback to the wider session to share examples of good questions. 

Feedback
The key to checking in
NOTES
The facilitator is to introduce the next stage, feedback and link in the importance of using check in’s through the Culture of Conversation as a platform to give feedback. Before introducing the two types of feedback, the facilitator is to explore this with the delegates by pulling out positive or negative feedback such as ‘recognition’ and ‘constructive criticism’ as typical forms of feedback. The facilitator can explore with delegates which one is easier to give – expect to get recognition. Facilitator can ask ‘which is the most important to driving performance?’ – feedback that addresses negatives, or termed as developmental.  (Swinburne, 2001), (CIPD, 2022a) (Indeed, 2022a)


FEEDBACK
Motivational
Developmental 
Encourages to maintain the desired behaviors being seen through recognition
Identifies what behaviors/performance that need to be changed. 
NOTES
The facilitator can build on the conversation from the last slide to re-term positive and negative feedback as motivational and developmental both respectively, explaining what each type of feedback sets out to achieve. Exploring language with the delegates, the facilitator can ask how developmental may sounds and feel compared to constructive criticism, or negative feedback – when we deliver constructive criticism, we build someone up through construction to knock them back down with criticism – is that an effective way to give feedback?

Facilitator is also to explore how much motivational and developmental feedback should be given? Should it be given in equal parts or should there be emphasis on more than one type – what may happen? The right answer is that it should be given in equal parts. There must be something the employee is doing that can be recognised and there is always something the employee can improve on. 

Facilitator is also to explore what happens when we give motivational feedback, followed by developmental feedback, then followed up again with motivational? We will always remember what we did good and not what we should improve/develop on, losing its impact. Therefore, feedback should be given separately or setup for the individual to expect one piece of motivational feedback and one piece of developmental feedback – this way the individual will be ready to expect it and ready to receive it, which will be welcomed better. (Sharma, 2023), (Green, 2018), (Schwartz, 2011), (Parnes, 2021)

ACTIVITY -
Live Feedback
Two Pieces of Feedback
1 x Motivational
1 x Developmental
Be Specific
What did I do to motivate? What did I do that needs to be changed?
What do I need to know to do things differently?
Think about how you are going to deliver both pieces of feedback
NOTES
Based on the delivery of the session, the facilitator is to ask the delegates to split up into groups, to give 1 piece of motivational feedback and one piece of developmental feedback. The facilitator is to reinforce the points on the slide, such as the feedback being specific – what exactly did the facilitator do to help learning, or prevent learning? What does the facilitator need to know so they can reinforce the behaviour or do differently? And importantly, how is it going to be delivered? As a group, individually? 

The Facilitator is to then receive the feedback and explore how the feedback is given watching out for:
· Feedback given as a group – this can be intimidating. Feedback should always be given individually so that it is better received. 
· Feedback that is mixed up – when giving developmental feedback, delegates will try and introduce motivational feedback to ‘lower the blow’ – facilitator is to re-direct by explaining that the facilitator will leave thinking they’ve done a good job. 
· Lack of specifics – delegates will try to give feedback which is vague. Facilitator can explain how this made them feel and potentially feeling demotivated by not knowing what they’ve done good, or need to do better. 
(MacKay, 2017)

Planning for success
What are your priorities? 
NOTES
Facilitator is to wrap up the session by introducing the planning part of the session.

Time to Plan
NOTES
Facilitator is to explain that to wrap up the session, the delegates are going to spend a short amount of time to planning, with what they are going to take back to the workplace. 

Great ideas are nothing without a great plan…
Think about what has been covered what are your priorities below at each level?
You, Team, Companies House
Record what you are going to do when you go back to work and think about:
· What do you want to achieve?
· How are you going to achieve it?
· What support you may need?
· When you are looking to achieve it?
NOTES
The facilitator will use the slide to explore what the delegates need to think about.

And finally…
What was your stand-out moment?
What are your top two takeaways?
NOTES
Facilitator is to get delegates to shout out answers to the questions on the slide, starting with the first question, moving onto the second. 

Thank you
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