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Module One:  The Fierce Conversation

Module Two:  The GROW Coaching Model

Module Three:  Providing Feedback
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Meet My Cousin Mel

4

Whose Persona Did You 
Bring Today?
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Beware the Flying Monkey 

Mel is a constant thrower of the 
flying monkey.

The flying monkey is a problem that 
belongs to a subordinate but the 
subordinate gives the problem  to 
the manager to solve, putting the 
monkey on the managers back.  
This causes tremendous time and 
effort waste on the manager.
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 Establish behavior you and 
your employee want to 
change. 

 be achieved.

 Then structure it as a 
SMART Goal

G

“Establish Line of 
Sight”

R

Candidly discuss the reality of 
the situation

Separate Reality from 
Perception

Provide needed resources 
and authority
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“Seek first to 
understand, Then to 
be understood”

Dr. Stephen  R. Covey , Habit 5 , The Seven Habits of Highly Effective 
People 

9‐10

Ken 
Blanchard’s 
Situational 
Leadership 

Hi Task 
Low Relationship

Hi Task
Hi 
Relationship

Low Task
High 
Relationship

Low Task
Low Relationship

Unable 
and 
Unwilling

Unable 
but 

Willing

Able but 
Unwilling

Able 
and 

Willing

D1D2D3D4
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What are the  
opportunities?        

What are the 
obstacles?

Kaizen

The practice of 
continuous 

improvement

W
Will to Move Forward 
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When you try 
something New

There will be 
obstacles 

What is one thing I can 
expect to go wrong?

Developing Coaching Skills 
Series: Providing Feedback 
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Feed Back Quick 
Quiz:

How Much 
Feedback do People 
think they get?

How do managers 
feel about giving 
negative feedback?

Exercise

Question One:

In general, how much feedback do people think 
they get to improve their job performance and 
manage their career growth?  

SELECT ONE: Circle your choice

A.  More than enough.

B. About the amount they say they want.

C. About the amount they say they need.

D.  Enough; about the right amount; sufficient.

E.  Less than they want and need to grow and 
develop.
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Question Two:

Which of the following is most true about managers / 
supervisors in delivering negative feedback / criticism to 
Direct Reports?

SELECT ONE: Circle your choice

A.  Most managers / supervisors find it hard and uncomfortable.

B.  Most managers / supervisors find it hard but most do it.

C.  Most managers / supervisors find it uncomfortable but not 
hard.

D.  Most managers / supervisors find it easy but uncomfortable. 

E.   Most managers / supervisors give adequate negative 
feedback easily.

What behavior would you like 
your persona to stop doing?
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• Feedback is based on observation 
not your personal feelings or 
subjective judgments 

• It needs to be objective, honest, 
concise and humane

• Focus on specific situations, 
behaviors and problems

• Focus on exploring and 
developing solutions 

• Use open ended approach to 
empathize 

The ART of 
Giving  

Feedback

NoiseNoise

SenderSender Encoding
Message
Encoding
Message

Feedback
Channel

Feedback
Channel

Message
Channel
Message
Channel

Decoding
Message
Decoding
Message ReceiverReceiver

The Communication Model Process

Listening for Coaching Excellence
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communication 
Tools for Feedback  Describing Observations

 Stating Feelings

 3 Part Assertive 
Message

 Win / Win Negotiations

 The Sandwich Approach

The Sandwich Approach
Thank them for all their hard work, then outline 
specifically what positively impressed you about their 
performance versus the performance standards they 
were are being measured against. 

Step 1. 

Step 2.  Discuss areas of improvement you want to 
see, and then ask them to think of how they can 
improve in these areas, discuss specific steps and 
actions they will implement.  At this stage once the 
employee does offer ideas with action plans, ask 
them what support you can provide to help them with 
their goal.  

Step 3. Thank them once again for their hard work and provide 
encouragement for success in the new plan of action.
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Invite them to share their thoughts 
and actively listen to their 
responses.  Do not interrupt but 
acknowledge you are listening. 
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Actively Listen to responses and guide 
discovery for solution by asking open 
ended questions, do not provide 
answers.

Silence as a Motivator in 
Coaching

The Power of Silence can cause 
positive responses
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Skill # 6:  Win / Win Negotiations Communications   
                       Skill 
 
 
The word that has one of the most negative impacts is the word NO. 
 
It is such a word that immediately causes pain, anguish and defensive behavior 
from anyone hearing that word.   In negotiations the word NO is avoided because 
of it’s negative tone. 
 
Expert negotiators instead of saying NO, use a phrase called the “Redirection 
phrase”. The purpose of this phrase is to create a win / win situation by gently 
redirecting what can be done and what cannot be done without using the word 
NO. 
 
The redirection phrase is as follows: 
 
 “I can’t to that but if you do this, I can do that” 
 
 
Exercise:     Think of a situation that you recently had to say NO to someone.  
Now try to use the redirection phrase instead of the word NO, and see how that 
might change the outcome of the situation. 

Reward Success
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