Introduction
Coaching has always been important for organisations, and it has become even more important post-Covid. In the 1970’s, coaching was seen as a way for a manager to convince staff to accept their solution to problems (Hersey & Blanchard, 1977). According to Gallwey (2009), a coach must unlock the potential that is inside everyone. Another definition by Rogers (2024), states that coaching is ‘the art of facilitating another’s person learning, development, wellbeing and performance’. Coaching bridges the gap between current state and the potential outcome. 
During the pandemic, many employees faced personal issues, from changes in the workplace to income levels and home schooling, or the loss of family members. All these challenges have caused a multitude of mental health issues (Passmore, et al., 2023). Coaching also had to adapt to the post-Covid reality. Coaches had to diversify their practice, moving partly or wholly to the online platforms. This also meant that coaches needed to develop their online and digital skills and change the way they deliver the coaching sessions. Coaching offers an individualised approach and helps build resilience (Strassburger, et al., 2023).
Main findings
I was employed as a Hotel Manager for Travelodge Ltd before the pandemic. I never had any coaching-related training, but I remember having to fill ‘coaching and mentoring’ forms whenever employees needed improving in any area. However, I now realise that the coaching we were offering was directive – we were identifying the problem and most of the time, we were offering the solutions as well. While this coaching model can be useful when immediate results are required and it can offer a structured approach, it does not help with personal development. Employees can get too reliant on instructions, and this limits self-discovery, or it can create overdependence on the coach (Hammond & Moore, 2018).
 After the pandemic, Travelodge decided to invest in an AI coaching platform called BetterUp, which was implemented in July 2022 (Nawrat, 2023). Online coaching services such as BetterUp or CoachHub offer low-cost, on-demand access to coaching services, in multiple languages (Passmore & Evans-Krimme, 2021). With the help of BetterUp, a talent development model was created, which identifies which leaders will benefit the most from coaching. This system saved the HR team approximately three months, time that would have been spent selecting and engaging the right candidates. In financial terms, the system saved £50.000. Apart from the financial benefit, the system prevents unconscious bias and encourages inclusivity and apparently 100% of the participants felt that it was beneficial in their careers (BetterUp, 2024).

While coaching and mentoring, or counselling/therapy have elements in common, Clutterbuck (2007) found the following differences: the main difference between coaching and mentoring is the purpose of the relationship. Coaching will ask the question: ‘What do you want to improve in?’, while mentoring will focus on ‘Who/What do you want to become?’ Moreover, coaching is only supposed to be an interaction for a short period of time, while mentoring is a long-term process. In addition to that, the main difference between coaching and counselling or therapy is that coaching involves functional individuals and is focused on finding solutions instead of understanding the problem. In coaching there are boundaries that cannot be crossed, as opposed to counselling. Coaching is also different from training: training is structured, designed to teach specific skills or knowledge to a broader audience, using directive instruction (Martins & Vealey, 2023).
This is a reflection on the coaching exercise performed in class. According to Cottrell (2023), critical reflection helps clarify our thinking, it helps us understand and learn, and ultimately it leads to innovation and change. Reflective practice helps us distance ourselves from our work and identify any patterns, strengths and weaknesses within it (Turner, et al., 2018).

Gibbs reflective cycle (1988)
Gibbs’ Reflective Cycle is a structured framework which analyses experiences, promotes learning, critical thinking and continuous improvement. It consists of six stages: description, feelings, evaluation, analysis, conclusion, action planning. By reflecting on their own work, on strengths and weaknesses, individuals can gain deeper insights, improve decision-making and enhance personal and professional growth (Trimasse, 2024). I will continue this reflection based on Gibbs’ reflective cycle.
Description
We were asked to organise and deliver a coaching session in our team of three (Alina, Jetmir and I). We each had to think of a development opportunity, something that the coaching session could help with. We all talked about what we would like to improve and arranged meetings in which we decided on the right questions to ask, based on the ‘Instant Payoff’ coaching model. This coaching model is best used in short sessions, and it helps the coachee solve a specific problem.  The coach will ask the coachee what the current problem is and will ask for specific examples. The coachee will then have to think about the desired outcome and visualise it. The coach will ask what obstacles lie between the current situation and the desired outcome (the obstacles will be split into three categories: internal, external and organisational). The last steps will be brainstorming ways to overcome the obstacles and agreeing to an action plan with SMART objectives (Landsberg, 2015, pp45-47). 

Feelings
It felt confusing at first, when we had to identify something that we needed to improve on. I had to coach Alina on recruiting, and even though I have experience as a former manager, I don’t know anything about her field and how it works in her organisation. Once the topic was decided, my colleagues and I started applying the theory we read about and built the list of questions. I felt much better after we had the complete list, and we started practicing. Even if it wasn’t a real situation, we made it feel as real as possible. It was very helpful to analyse these feelings, because it gave me a clearer picture of what my coachees would be going through. This stage of Gibbs’ reflective cycle improves self-reflection (Hashim, et al., 2023).

Evaluation
The coaching session went well, despite the obstacles we experienced (Alina was ill and couldn’t join us). However, Alina managed to join remotely, and we all went through our session. I had to coach Alina remotely and I think that we managed to deliver. I built rapport, I explained what will happen, I asked all the questions I had in mind, I maintained eye contact as much as possible and I managed to help Alina find her own answers. The session lasted 15 minutes, which was the recommended time. The feedback received from my tutor supported this. 

Analysis
I started the coaching session by building rapport with Alina. I asked her how she is and if she understands what coaching is. I then explained the coaching contract, to make sure Alina is aware of what will happen next, and she trusts my experience as coach. Those few sentences at the beginning of the session are extremely important, especially for an external coach, who does not know the employee or their area of expertise. According to Cox et all (2014), the coachee has to be willing to be coached, otherwise the session will not be successful. If the coachee doesn’t trust the coach, they will not be willing to take part.
 While building rapport is not part of the ‘Instant payoff’ model, but is part of the ELECTRIC coaching model, I felt that it was important to integrate it in my coaching session. The ELECTRIC coaching model was developed by Alison Williamson, an experienced coach, in 2015. It consists of seven stages: Engage, Listen, Explore, Challenge, Target, Review, Insights and Conclude and has been used to help managers and leaders adopt effective coaching techniques to enhance individual and team performance. The first stage – Engage – is when the coach can connect with the coachee on a human and personal level and it is really important (Williamson, 2022). This coaching model is complex and offers structure, but I would have needed longer than fifteen minutes to deliver the session, which is why I chose the ‘Instant Payoff’ model.
Another coaching model that is frequently used is the GROW model, developed by Sir John Whitmore in the late 1980’s. This coaching model can help increase motivation and increase self-awareness (Whitmore, 2009). It helps coachees set goals, but the danger is that the goal might be unrealistic within the given timeframe (Watts & Corrie, 2022).
During the coaching session, I used active listening skills and adapted my questions to Alina’s answers. Active listening is important not only for accuracy, but also for identifying the confidence or hesitation in the coachee’s voice. As soon as the coachee answers a question, the coach needs to interpret the response and at the same time, decide what the next question would be. While pausing to reflect is accepted, asking for repetition because of lack of attention will damage trust and effectiveness (Parsloe & Leedham, M., 2016). While our coaching session was staged, in real life coaching sessions I would have to use this skill constantly, to make sure I use the time with my coachee as efficiently as possible. While it is not recommended to have long list of questions lined up, because the coach needs to be constantly listening to the coachee and the questions should flow accordingly (Raya-Castellano, et al., 2024), I needed to be prepared for our coaching exercise, and I did have a list ready. In a real-life scenario, I would still have a list prepared, but I would not rely on it exclusively. 
Questions are more effective than instructions for a coach. However, not all questions lead to the desired results, which is why coaches must choose them carefully (Whybrow & O'Riordan, 2021). I used open questions when I needed Alina to expand on a certain subject. Open questions are effective for generating awareness and responsibility, and they are most likely to help the coachee come up with their own solutions (Clutterbuck, 2007).
I also used closed questions when I needed specific answers (whether Alina had had coaching in the past, or if she was clear on the coaching contract agreement terms). However, closed questions do not stimulate the coachee’s brain and stop any sort of exploration (Rogers, 2024).
I ended the session with setting three SMART objectives that Alina needs to work on before our next meeting. A coachee is most likely to achieve a goal if it is precise and with clear guidelines. According to Megginson and Clutterbuck (2009), when coachees accept specific goals and receive feedback, their motivation and performance increase. The more demanding the goal, the higher the performance, if the coachee accepts the challenge. In a post-COVID reality, SMART objectives have been criticised: how can we set goals (especially long-term), when we do not know what can happen in the future? Similarly, if coachees are feeling confident the day they set the goals, but then a bad week follows and the goal cannot be achieved, motivation and performance can drop (Murphy, 2022).

Conclusion
As I mentioned above, the coaching session went well, and I received very good feedback from my lecturer (see Appendix 1). Learning about the coaching models has been extremely beneficial for me, because now I can be more prepared to organise and conduct coaching sessions in a structured way, using the appropriate tools. However, even though the feedback was positive, there are still areas of improvement for me. I have created a Personal Development Plan, which can be found in Appendix 2.



Conclusion
Post-COVID, coaching has proven to be effective in addressing challenges such as remote work, mental health concerns and the need for agile leadership. It fosters resilience, adaptability and self-awareness and enhances motivation and productivity.
Learning more about coaching and how to apply various coaching models in different scenarios in the workplace will help me become a better leader. I have learnt how important active listening and effective questioning techniques are – as a coach, and that it was very rewarding to find my own solutions to my work-related problems – as a coachee. I also learnt that there is always room for improvement, as can be seen in my action plan.
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	1. Engagement with Literature Skills 

	
Follows model in correct order. 
Incorporates appropriate elements of other models (e.g. engagement). 

You followed the model in the correct order and incorporated elements of other models, such as building rapport. 

	

	2. Knowledge and Understanding Skills 

	
Understands model – correct interpretation of each part, including blocks.
Appropriate Use of Open, Probing and Closed Questions, appropriate use of pauses, asks permission to make suggestions to the coachee if the coachee is struggling with solutions.
You correctly interpreted the model and facilitated a very good discussion regarding the three types of blocks. You used a variety of good questions and summarised well. 


	

	3. Cognitive and Intellectual Skills


	
Retains focus throughout, not reading notes, not fiddling with pen or looking distracted; responds appropriately to questions; structure is logical; conversation flows well.
You started the discussion well by explaining the structure of the sessions, plus introducing yourself as an experienced coach. You retained focus throughout and responded appropriately to what Alina said. The structure was logical and the conversation flowed well. You prioritised what to discuss, due to the time available, which was very good. 

	

	4. Practical Application Skills 

	
Encouraging language, warm and open body language, nods of the head, murmurs of encouragement, appropriate energy levels to match and mirror the coachee, evidence of building rapport.
Your language was very encouraging and reassuring. You were very good at building rapport. Your body language and eye contact were very good. 


	

	5. Transferable Skills for Life and Professional Practice

	
Overall, a good performance, good conversation management, the coachee doing most of the talking and the coachee comes up with their own solutions, good time management.
Overall, this was an excellent performance. You were very good at building rapport and ensuring all elements were covered in the time available. You effectively helped Alina to come up with her own solutions. The conversation was clearly well planned and executed – well done!







Appendix 2
Action Plan
	What do  I need to improve?
	What will I do to achieve t
this?
	What support will I need?
	What does success
look like?
	Target dates for review
and completion

	1.Learn about the other
coaching models in more
detail (GROW, OSCAR,
ELECTRIC). This way, I will
be able to adjust to my
coachees’ needs,
according to the time
available for the sessions.
	-read Williamson’s books
on coaching (2015 and
2022). In there, the 
coaching models are
described and compared.
-take notes and keep
the various models close
so that I can study them 
before each coaching 
session.
	-access to a laptop and the
online library;
-arrange role-plays with 
my colleagues, in which
we can try different
scenarios.
	Coaching sessions will
become easier to 
conduct, I will feel less
nervous and I will be
able to control the flow
of the session – prioritise
and keep the discussion
on track.
	By the end of February 
2025.

	2. Read three peer reviewed
articles on post-COVID
coaching, every month.
 This will help me stay 
relevant and 
prepared in the workplace

	-Check Google Scholar 
for the most recent 
articles once a week;
-follow coaching journals
-create a tracker to keep
a record of all the 
articles.
	I will need to have access 
to a laptop and WIFI 
connection. 
	I will be more confident
by knowing that I am 
always up to date with
all the current literature
regarding coaching.
	-the tracker will be 
reviewed monthly.
-ongoing.

	3. Learn about the 
different types of 
questioning, so that I can
adapt to changing
situations quickly.
	-Read Chapter 8 of 
Parsloe and Leedham 
(2016), which covers 
questioning techniques.
	-access to online library
-register with Cardiff 
library.
	-I will not need to have a 
list of questions ready
before every session;
-I will be able to adapt 
my questions according
to my coachees’ 
answers.
	-by the 15’th of January
2025.
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