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lication is designed to provide accurate and authoritative information in regard to the subject
It is sold with the understanding that VisionPoint Productions is not engaged in rendering
legal, accounting, or other professional service. If legal advice or other expert assistanceis required,
he services of a competent professional should be sought.
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® Preparation Materials

|con Key

P)

Read or
Paraphrase

%d—\
\
N

Worksheet

Video

| ntroduction
Coaching. Nobody has time to do it. But, as manag

to.

The Courage to Coach for Retail is avideo-baseqg tyan
that will provide participants with real-world skill

<\

/,%s

But what’ s the best way to handle difficult coaghing d

T <
D (D

coach employees to increase performange.

<§

ouigh situations that are hard to
Retail takes areal-world look at

|l Situations coaches face and gives specific

ickly and easily get the situation under control and

Agree on an action plan
Follow up to ensure the situation has improved



Preparation Material/s, o

About This Program

There are several ways this material can be used:
e Facilitator-Led Program

e Lunch and Learn Program
e Self-Study Program

Facilitator-L ed Program

and-discuss tool, time will
points with your partjdipa

Lunch and L earh Progr &

If alufich and(learn|progr

one-hour $63si0 dac ”See page nine. After abrief

[ ' itsentirety. Allow for discussion

10le0. Distribute copies of the action plan for each
clude your session.

oS

Mogram allows organizations to train associates who

xd the actual training session, creates an aternative to having a

' :% ion, or allows associates to take responsibility for their own
n

. A self-study workbook that includes the exercises and action
available.




Preparation Material/s, o

Possible Session Agendas

Two session agendas have been provided to help guide you through your Q
The Courage to Coach for Retail session. Y ou may modify these agendas to (eet the
needs of your participants. /W
2-Hour Session

Activity Time Pa
Introducing the Session to Participants 10 mif 12
Show and Review the Video ' 13
How Would Y ou Respond? Exercise 1 14
Role-Play Exercise 3 16
Action Plan Exercise 1 17
Posttraining Assessment and Session Ev ion 1 18
1-Hour Session

Activity ime Page
Introducing the Sesséwn 10 minutes 12
Show and Review the 30 minutes 13
Action Plan & 10 minutes 17
Posttraini n 10 minutes 18
/\







® Training Materials

Trainer’'s
I nstructions;

P)

12

| ntroducing the Session to Participants
LA A

Time Required:

e 10 minutes

M aterials Needed:
e Copy Key Training Points Overview for each partig
e Flipchart

Objective:
e Tointroduce participants to each other ﬂ eat iir nrrﬁent

conducive to training. |

t\takesto coach
thinking: | don’t
stand how you may

ou need to help you
hen, hopefully, after

i agreement on the problem
elop solutionstogether

» Agreeon an action plan
e Follow up to ensurethesituation hasimproved

3. Have participant’ s introduce themsel ves and describe one thing
they hope to gain from the session. Y ou may wish to write these
responses down on aflipchart and refer to them throughout the

session.



Training Material/s [

Show and Review the Video

L A
Time Required:
e 30-45 minutes
M aterials Needed: ﬂ

e Video, The Courageto Coach for Retail
e Copy of the Video Discussion Questions for ghch I part
tici S

Objective:

e Tointroduce the key training points tff\ e
|

Trainer’'s
I nstructions:

De that it iseasy. It takes
) i the associate back

1. Read or paraphrase thé*following: V

estions have participants fill out discussion
ey watch the video and then discuss as a group.

O ou are doing the one-hour training agenda, play the video all
4 the way through and review questions at the end of the video.

13




® Training Materials

How Would You Respond? Exercise

LA A

Time Required:
e 15 minutes

M aterials Needed:

e Copy of How Would You Respond? Wor ksheet f

e Flipchart

Objective:

e To help participants identify ways to im
coaching opportunities arise.

D.
=

Clpant

Trainer’'s
| nstructions:

14

he stepswill be dealt

' o3t D& 5 .\Onceyou get adialogue
) it ' i ing|process. Remember
' ' ’ toinitially deal with
— o ] :



® Training Materials

Role-Play Exercise

Time Required:

e 30 minutes
Materials Needed:
e One copy of the Role-Play Scenarios for each participant
e Copies of the Observer’s Sheet—one for each group
Objective:

e To help participants apply the skiIIsth9< @v ear

_ 1. Read or paraphrase the following:
Trainer’'s
Instructions: Now that we have ideny

2. Have participants for S
)) will complete the role play.
observer(s).

3. Cut Role-Play
J— Role-Play Sc

at would be the most effective type of follow-up in these
situations?

Was there information acquired during the role play that you
didn’t know about at the beginning?

Trainer’s Note: When you distribute the role-play scenarios, do not
allow the participants to share the situations with each
other. Participants need to discover information about
one another through their discussion.

16
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Trainer’'s
Instructions:

P)
P)

a

Action Plan Exercise

Time Required:
e 10 minutes

Materials Needed:
e Copy of Action Plan Worksheet for each

Objective:

particip

avery important
want you tojust p

:‘;! O snend

[

eturn a copy of it to me. (Optional)

e To help participants follow though and he info anithey
learned in the training.

the situation arisesis
job. But, wedon’t
not use it when you

some time coaching. I dentify how you are
Fu oach the situation with the associate. How are

W hat are some possible solutions? Once you have met
associate, fill out the bottom half of the form and

17



® Training Materials

Trainer’'s
I nstructions:

)
=

/ |

18

Posttraining Assessment and Session Evaluation

A
Time Required:
e 10 minutes ﬂ
M aterials Needed:

e Posttraining Assessment for each participant
e Session Evaluation for each participant

Objective:

e To evaluate what participants have | this|sessipniénd learn

what their perception of the sessior is.

VAN

4l

1. Read or paraphrase/the followi E:
It isimportant for 0 I what you have
lear ned at this session, but als$o learn Wwhat you think about
t

the session. Please take mo sito fill out both the
Posttraining Ajssessi on Evaluation.

nent’and the Session

9. &S i% € courage to coach associates? Because you don’t want to

. MVhy isit important to really listen to what the associate has to say?
You may learn information that you were not aware of that could impact
the situation.

4. When you have a problem associate, what do you need to be sureto do in
case you have to take further action? Document behavior

5. Trueor False. Itisimportant to be very specific with associates who
have an attitude problem. True
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Pretraining Assessment

Instructions:

Read each question and write your answer in the space provided. This syfvey is
learning exercise only, not atest. Y our responses will be used to help devel r
session to meet your specific needs.

1. What do you consider to be the most difficult aspect of coaching asso a/ejs:

2. What steps do you take when you have to coach e aout
performance issue?

3. What type of coaching situation is|the mps iicult t dle? (e.g. coaching

someone who used to be ry

4, Descri y LIS ppa 0 use specific examples when coaching someone?

me way's to follow up after you have coached someone?

Permission granted for unlimited reproduction of this page.



Develop solutions together
Agree on an action plan
Follow up to ensure the situation has improved

DON'T FORGET: Ask for feedback and really
listen to the answer. Be specific.

Key Training Points Overview

/ How do you get good people to do more with less?
Describe the problem and your expectations
Get agreement on the problem

'T FORGET: Meet with the associate in
private. Make sure body language, tone of voice,
and specific examples are clear and consistent

about the seriousness of the situation.

2 [‘problem associate”?

FORGET: Documentation isimportant in
“You'’re not getting the message” cases. You
will need documentation if the situation doesn’t
improve and you have to take further action.

Permission granted for unlimited reproduction of this page.



Video Discussion Questions

Instructions:
The following questions are from the video The Courage to Coach for Retail. 7/n\Twer

each guestion and be prepared to share your answers with the group.
1. What do you think are some of the reasons managersare he o/&oach
2. What do you think isthetoughest part of coaching@n ait\used t
be your peer?

3. What do you think are some of t n with an associate

with an attitude problem?

agking good ciatesto do morethan
hat was fhe associate’ s response?

Permission granted for unlimited reproduction of this page.



How Would You Respond? Worksheet

Instructions:
Review each situation and determine how you would approach the situatjon with
associate.

1. Asyou walk out onto the salesfloor, you can hear an associate
another associate over a sale. You werejust coming to talk to tl

Sheiscurrently swamped with setting up &
project you gave her. Now, another '

Possible response;

Permission granted for unlimited reproduction of this page.



Role-Play Scenarios
Manager A:

Y ou have just been informed that your store is responsible for promoting a new sales campaign
), that came from corporate. Y our best associate is already busy working on the arrival of the spfing

Associate A:
It isyour job to come up with and prepare for al new product lines. You are
N Y ou have consistently created displays year after year. During the recent right

Manager B:

2
: Y ou have just received a complaint about yo
good associate, but when busy this person bé
The assistant manger takes on an “it’s not

escalated because customers are starting to £9 i . Bf 2s30C have suggested replacing
the assistant manager with someone who has a better atl NG e current state of the job
market, replacing someone with these skills would be difficult. | ach this associate about their

|

|

manager isa |

& with the other associates. :
|

|

|

Associate B:
You are the assist ‘ ©. & onsibilities to al associates, the

understand what i
Everyone assum

S
R
|
I
|~
|
|
|
Im
| thi
e

S
I . i
I Assgciate C: I
| > Y ou are the manager in one of 12 franchised stores. Y ou are also in the process of moving. You 1
I have been working alot of overtime and have had to use some work time to take care of I
: situations with the bank, the gas and electric company, etc. This has been avery stressful time :
| for you. Y our spouse has had to take on alot of the responsibilities at home because of the |
| a nt of overtime that you have had to put in. Y ou have a good relationship with your associates and enjoy |
: your job. You look forward to the move being over and getting settled in your new house. :
e o e e S S RS N RSN RS S EEE S R S S S S S SN S S S S S e — o
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Observer’s Worksheet

Instructions:

Watch the role play and respond to the following questions. Be preparedio s
responses with your group when the role play is completed.

ar;f;)fur
1. Did the manager accurately describe the problem and expectation? |
specifically was the problem and expectation?

=1

2. Did the manager get agreement on what the problem is? I
the agreement?

3. Did the manager develop solutions with

4. Did the manager and associate agree o

5. Did the manager discuss follawing up

6. How did the manag en he or she learned new information?
/\Whm Ouldl|the mar e done to improve the coaching session?

/\
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Action Plan
Instructions:
Think of an associate that you need to coach. Plan for your coaching g?@\belo :

Name of associate:

Describe the problem: /

Describe your expectations: /\ A

What are some possible solutions tojel p [this associ ?\/

/-

Nl
/\\\/ .Y

After you meet

Trainer/Manager

th lérjc\af finish the rest of the plan and return to

/W\\at V%H youl cregte together?
;/ al %”Jﬂd you agree on?

Whai are you going to do to follow up with this associate?

—

=

B
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