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[bookmark: _Toc175207056]Role Play Preparation: Coaching Session for Robert Lee
Objective: Before the coaching session with the employee named Robert Lee, which will be devoted to the problem of difficulties he Encounter within the Framework of his Work in the Quality Assurance Department as Well as formulation of the Strategies to Increase His Performance and Morale.
[bookmark: _Toc175207057]1. Context and Background:
 Robert Lee is a mid-level manager working in the quality assurance section in the organization. Robert and his team suffered some difficulties, increase their productivity and decrease expenditures. It has turned that his team is unable to meet the new demands hence the poor morale and performance.
 From the case together with the scenario, the objective of the coaching session is to assist Robert to find out how he can implement strategies to increase the performance of the team, under pressure from the upper management.
[bookmark: _Toc175207058]2. Desired Outcomes:

•	Clarify Challenges: Determine the issues that are affecting Robert on personal level and on his team.
•	Develop Strategies: Discuss with Robert to make strategies that would foster these challenges.
•	Boost Confidence: Stand by Robert in such a way that he feels confident enough to lead and make contentious decisions when necessary.
•	Action Plan: Develop clear strategies that Robert needs to follow after the session in order to bring improvements at the team performance and morale.
[bookmark: _Toc175207059]3. Coaching Approach:
[image: Coach Approach to Adaptive Leadership Training | PA Care Partnership]
· Start the process of building rapport and trust with him, ask questions that will give you his information as well as his opinion or worries.
· Be an active listening most attentive to the responses from Robert and try to embrace him. Paraphrase what you hear to understand better that was said and/or intended.
· Assist Robert to identify the causes of difficulties
· Remind Robert to think about what he wants to do now that might not be the best for the company in the future.
· Build up on what Robert is good at since it will result in him assuming responsibility for the solution
· Consult with Robert to discuss goal setting of presenting more than 5 specific goals for the following weeks. Make sure these are achievable and in harmony with the goals of the organization.
· Plan for the follow-up meeting that would let you check on Robert’s performance and configure the action plan if necessary. 





[bookmark: _Toc175207060]4. Potential Challenges:
Can be:
- Resistance to Change, Low Morale, Time Constraints.
Strategy:
- Provide encouragement and support Robert. Watch how he can manage his time better and find some tasks or objectives that will receive an instant positive response. 

[bookmark: _Toc175207061]5. Key Questions to Ask: 
 •	“In the recent past, would you say that which aspect of managing your team has presented the greatest challenge?” 
 •	“What is your opinion on the amount of communication going on in the team at the moment?” 
 •	“In your opinion if you could do something that would bring significant change to the morale of your team what do you think would enhance it?” 
 •	“It stemmed from another question that tends to give patience leaders twitch: ‘How confident are you in your capacity to guide your team past these hurdles?” 
 •	“Implementation of the discussed strategies: which sort of support is needed?” 

[bookmark: _Toc175207062] 6. Conclusion and Reflection: 
 	During the session, restate the topics that have been covered and the course of action that has been taken, don’t forget to encourage Robert to evaluate the session and give his opinion and remind him of your readiness to always be there to support him and to let him know how valuable he is to the team. 


[bookmark: _Toc175207063]Reflective Statement
[bookmark: _Toc175207064]Introduction
The present live session between Philippa Graham and Robert Lee was a good chance to focus on issues in the Quality Assurance department because of the recent restructuring. Based on what happened in the session as well as possible implications in future sessions, the following is a reflective statement. In addition, it will also dispassionately discuss how performance and morale of the department could be enhanced through use of coaching and mentoring to consider the skills, behaviors, attitude and beliefs as well as values required of a good coach or mentor. 
[bookmark: _Toc175207065]Reflection on the Coaching Session
[bookmark: _Toc175207066]Introduction 
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[bookmark: _Toc175207067]1. Description
The use of the GROW model meant that the conversation was aimed and focused, allowing the most out of the session to be achieved. At the beginning we worked with an objective and after that we discussed the current situation, the identified possibilities and ultimately, we made a set of choices. The strategies used by the Philippa included paraphrasing; she listened to Robert’s woes on escalating pressures on him and the low morale among his crew. However, the session was conducted in a rush and as a result could not delve much into some of the matters such as the morale of the team as affected by these changes.
[bookmark: _Toc175207068]2. Feelings
   Philippa used question to understand and help Robert share his problems, which were anxieties, in this case. Though I found the session meaningful and beneficial, I think that with more time we could have done deeper exploration of some aspects like the effect of transition to the team morale due to automation.
[bookmark: _Toc175207069]3. Evaluation
What Went Well: In several ways, the session was successful. First, using the model let the presenter build up a clear focus of what the discussion would be about using the fact that the GROW model has a clearly defined objective. Another strength was seen when Philippa demonstrated her intend to establish a partnership with Robert through listening to the latter. Rogers and Farson (2015) regard active listening as crucial in building a proper coaching atmosphere in which the coacher would feel appreciated. 
 The session also managed to review the challenges with Robert and come up with concrete, achievable goals on what Robert could do to deal with them.  Such practical strategies were useful in enabling Robert to get necessary strategies that could facilitate the process of coaching with particular focus on change in the team as prescribed by Passmore and Fillery-Travis (2011). 
What Could Have Been Better: There were still some niches that could be improved despite the numerous achievements that were recorded. The discussion of the possibilities might have been more participatory; Robert could have offered more approaches. As Goleman (1998) noted, it is essential to incorporate the coacher in decisions because this is one way of making him/her own the decided upon actions. In future sessions, the writer should try to ask questions that elicit responses from Robert such that he develops ownership of the action plan.
Another thing was the timing and the rhythm of the session; it can be improved. The session let me to feel that we barely have enough time to stay engaged, which might have reduced engagement, especially when discussing Robert’s emotions about the automation process and coming back to the office.  Subsequent sessions should then be more sensitive to time needed to accord adequate coverage to the various aspects of the GROW model.
Finally, the session could have went further explaining the implications of the changes on the morale of Robert’s team. Although the intervention was formulated for Robert’s concerns, the team dynamics of this big department might have given information on how to optimize the entire department. Thus, based on the Job Demands-Resources model suggested by Bakker & Demerouti (2007), it is possible to consider that both individual and organizational factors affect the level of engagement and fulfilment in the process of work. It means that a further analysis of these relationships could have resulted in more efficient interventions.
[bookmark: _Toc175207070]4. Analysis
The benefits identified were felt to be the result of the systematic approach provided using the GROW model and more specifically the goal orientated discussion. The manners which Philippa used while listening where essential in gaining trust and making a favorable atmosphere for Robert to speak out his issues. This is consistent with three fundamental practices of coaching, which involve listening to the coacher as a way of identifying and understanding the coacher’s viewpoint.
At the same time, it is possible to note that the strengths indicate the need to focus on the pace of the coaching sessions and give more attention to some of the directions. This could have been due to time constrains during the session whereby the issues may not have been tackled in detail, more so the changes their consequences on morale of the team. This is why future sessions should be timed in such a way as to allow for enough time to be devoted to reflection as well as a detailed discussion of all the issues that tear at the very heart of these relationships.
Also, the link between the coacher and the decision-maker may even improve the outcome of the coaching session. By making Robert to contribute more to the generation of solutions, Philippa would assist him to own the action plan so that he would feel compelled to ensure that they are implemented.
[bookmark: _Toc175207071]5. Conclusion
The coaching session with Robert Lee was beneficial and helpful and there were several success factors which included application of GROW model and listening skills. But there are also many things to adopt, especially on how the options are discussed, where there is a need for more teamwork in trying to identify them, and the rhythm at which the session is conducted, where more time is needed to be spent on certain issues. Through addressing ways that can be improved in the future specific sections of the coaching will be more beneficial in assisting coaches such as Robert in conquering his challenges and attaining his objectives.
[bookmark: _Toc175207072]6. Action Plan
Use more probing questions that can make coaches find solutions for themselves. 
Ensure that enough time is set apart for each step in the GROW model so that all the steps are covered completely.  
It is also important to look at the issue from the perspective of the context of the person being coached, whether the context if the team they belong to or the organization. This will allow developing a better understanding of the issues and their causes, which in turn will contribute to creating better solutions. 
Ensure that follow-up appointments are made, from which the present progress and new changes concerning the action plan will be discussed. Such continued assistance will also aid in the achievement of the intended objectives and goals by the coacher.

[bookmark: _Toc175207073]Critical Evaluation: Coaching and Mentoring in Context
[bookmark: _Toc175207074]The Role of Coaching and Mentoring in Improving Performance and Morale
 Coaching in this context is a formalized way of helping an employee learn, grow, solve problems and succeed in a specific endeavor. In the context of Philippa’s department, the introduction of a coaching and mentoring program could effectively alleviate several of the present problems.  Coaching ensures that employees do not develop resistances due to anxiety by reinforcing the technological changes to accept the new processes (Passmore & Fillery-Travis, 2011). A mentor can help the mentee to learn how to balance responsibilities and tasks, which is especially important if one is working in the Quality Assurance department where the pressure is always very high (Garvey, Stokes, & Megginson, 2017). Also, it is important to understand that both, coaching and mentoring can help improve the organizational climate by providing organizational affiliate support. In other words, the higher the organizational commitment of the valued employees, the greater the motivation for focused effort and perseverance on their part (Armstrong, 2006).
[bookmark: _Toc175207075]Potential Challenges and Considerations
 One of the risks which managers may face when initiating the coaching or mentoring is the lack of interest of the employees to embrace the practice because they may consider it just another organizational program that will not yield practical rewards. To this, the aim and advantages must be clearly articulated and state, and employees have to be included in the creation of the program (Goleman, 1998). 
 A factor is the time and costs that would be involved in formation and growth of the program. Currently, it difficult to set some time each month for coaching or even mentoring in a department when other challenges such as cost cutting and enhanced productivity are evident. Nonetheless, this investment would prove to generate a significant pay off in the long vice by increasing employees’ retention and performance (Whitmore, 2017). 
 Last but not the least the coach and the men tor need to be trained and facilitated appropriately for catering the needs of their co-workers. Coaching and mentoring are line management activities which involve defined technical skills such as listening and assessment skills and interpersonal skills such as interpersonal communication and appraisal skills. Unless these skills are put in place, the program may fail to deliver the intended goals besides having the potential of dampening employee’s morale knowing they are not being offered support they require. 
[bookmark: _Toc175207076]Analysis of Skills, Behaviors, Attitudes, Beliefs, and Values of an Effective Coach or Mentor
[bookmark: _Toc175207077]Key Skills and Behaviors
Coaching and mentoring involve the use of interpersonal communication skills, professionalism and personalities. Another key competence is empathic listening, which entails paying attention to the coacher/mentee, as well as comprehending what they are saying and the way one should respond (Rogers & Farson, 2015). The trust in the relationship helps make active listening easy when being coached or being a coach or mentor to another person. The other five skills include power of questioning; asking open ended questions; ability to elaborate and expand; ability to listen attentively and non-judgmental acceptance.  The above approach fosters agency of coacher/Mentee (Whitmore, 2017). Another and equally important strategy is constructive feedback, to be explicit with a focus on specific behaviors, providing constructive feedback and not in a punitive form. 
[bookmark: _Toc175207078]Attitudes and Beliefs

 An effective coach or mentor also understands that relationship is key and that he or she does not work alone. Instead of presenting themselves as the source of all knowledge to and as embracing total authority in the coaching or mentoring process. The first attitude supports the exploration of more equal and mutually assertive coaching relationship in which the coacher/mentee feels entitled and motivated to share his or her perceptions and perspectives (Garvey et al., 2017). 
 The other key beliefs praised are: Self-actualization, developed by Maslow, the third person perception that was coined by Research Sunderland, and the belief in unconditional positive regard – Rogers. This implies that the coach or the mentor embraces the coacher/mentee with no prejudice again, the next course of action or emotions. Unconditional positive regard creates a psychological climate that encourages the coacher/mentee to implement change with a favourable stimulus with optimum levels of restriction (Rogers & Farson, 2015). 
[bookmark: _Toc175207079]Values
Thus, the values of a coach or a mentor are the key to their work as a coach or a mentor. They include integrity, which may refer to the code of ethics that the coach or the mentor should uphold. This comprises of: obligation to confidentiality, integrity, and exercise self- respect and professional respect to the coacher/mentee (Garvey et al., 2017). Empathy is also an important value because it enables the coach or mentor to appreciate or feel the emotions of the coacher/mentee. It implies not only having the ability to listen and comprehend emotions and events of the coacher/mentee but also having a desire to respond with warmth and encouragement.  Last but not the least, commitment to learning and development is another value that is important for any coach/ mentor. This includes being a lifelong learner on matters regarding coaching and mentoring and focus on ways that one can be coached and mentored. A coach/mentor who is in the process of growth is more capable of nurturing the development of others (Whitmore, 2017).

[bookmark: _Toc175207080]Conclusion
At large, the coaching session that was extended to Philippa Graham and Robert Lee was useful to study problem areas in the Quality Assurance department. It was agreed that in many ways the session was productive especially in matters to do with rapport and listing of actionable plans. However, they all reported the following as areas where improvements were needed: the groups’ organization and dynamics as well as more time for discussion and reflection. 
 There is therefore value and importance of coaching and mentoring as a means of enhancing performance and staff morale especially during management restructuring. Nevertheless, there are several issues, which are important, when it comes to coaching and mentoring: need for commitment from the management; amount of time and resources needed; and potential pitfalls such as training of the coaches/mentors. 
 Lastly, a good coach or mentor needs to have competency in a few skills, behaviors, and attitudes, beliefs and values: listening, questioning, feedback, positive attitude and growth focus, values like integrity, empathy and passion for learning. 
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The coach acted as a problem solver she allowed the coach to think about the solutions.

Additional Comments.

The session was good but there are some areas to develop on, for examples, both of you did
not mention the type of coaching model used for the session. You did not recap all the
discussion to know if you omit anything, or if there is something to add. You both spent less
than 10 minutes. However, there could have been more clarity/objectivity as the session was
ending. The coach and coachee could have agreed on when to see again before ending the
session. Time management needs improvement.
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Coach Veronica Coachee Laszlo

Coaching Model:

‘The numerical rating system is based on the scale below.

3-Some of the

Scale: 5-Yes 4-Most of the time 2- Almost never

time

Explained the purpose of the session first.

Is the coach asking open ended questions or closed questions?

Hint: The Coach should ask open ended questions
Good introduction — explained the purpose of the session for example, she asked what
brough the coachee to her office and how she could help.

Is the coach patient? Are they giving the coachee time to think through issues X 00
and arrive at a conclusion in the way THEY process information?
Hint: The Coach should be patient
She could have improved on the listening skills and be more patient to allow the coach
to think about the solution.
X OO0

Is the coach focused on the coachee’s agenda?
Hint: The Coach should focus on the coachee’s agenda

The coach some of the time focused on the agenda this could have been improved with

good questioning skill that will bring out the solutions to the problems.

Is the coach coaching in their own image? (Example: Are they saying things like
“Well, when | was in your position, here’s what | did when | was in a similar
situation...)

Hint: The Coach should not coach in their own image

Good -~ but could have probed/clarified the options/ asked further questions/ in more
detail

Is the coach acting as a problem solver, providing the solutions for the coachee?

Hint: The coach should not provide solutions





