Supervisor Coaching
Scenario




NARRATOR:

In this scenario you will see how one supervisor coaches a VISTA in his assignment.
Total estimated time for this exercise is 10-20 minutes.



What does coaching mean to you?

our definition o oaching:

Coaching defined....

Establish dialogue

- Share perceptions
Focus on performance
Provide positive feedback
Understand different
perspectives
Identify their own solutions

NARRATOR:
Before we move on, let’s define “coaching.”

Think about your experiences with supervision. What does coaching mean to you?

By coaching we mean...

eDialoging with a VISTA

eAsking the VISTA to share his perceptions of a situation
eFocusing on performance

*And providing positive feedback

*Trying to understand different perspectives

eHelping the VISTA identify his own solutions

Did your answer have any similar elements?



Coaching behaviors

sking open-ended questions
® Practicing active listening
®Seeking to understand

NARRATOR:

Coaches: Ask open-ended questions, listen actively, and seek to understand. Let’s see how
these coaching behaviors are used by a supervisor in this scenario.



NARRATOR:

The following interactions take place at a food bank serving a low-income county in
Northern California. The VISTA is the food drive coordinator. He is setting up a system for
collecting food donations from farms and local businesses and working to increase the food
bank’s visibility in the community.



Katherine

NARRATOR:

Let’s meet our characters.

Andy, the VISTA, is a local recruit. He knows many people in the community, including
farmers. He wanted to join VISTA because he thought it would be more meaningful than his
current admin job.

Katherine, the supervisor, is the community relations director for the Butte County Bread
Basket. Although she has supervisory experience, this is her first year as a VISTA supervisor.



NARRATOR:

Andy and Katherine are meeting for Andy’s three-month review. Katherine feels Andy is
making progress on his VISTA Assignment Description or VAD. He has secured donations
from local organic farms and is building the organization’s presence on Facebook, but she is
concerned that Andy has not done enough to build relationships with local businesses.
Listen to what happens next.



Email? Twitter? |
I chose Andy because
L | thought he knew
how to connect with
people....

Katherine: So how are things going?
Andy: I'm making some progress. Volunteers are picking up twice a week at the farmers
markets. And thanks to some of my connections, we’ve got six new farms donating. But

I’'m most excited about the Facebook page--500 fans already!

Katherine: | agree. We've set some records for pounds of produce distributed. And the
Board is happy with our Facebook presence.

Andy: Just think of all the kids exposed to more leafy greens. | wonder what they think of
kale?

Katherine: How’s the relationship-building going with supermarkets and businesses?

Andy: I've emailed all the markets in the area and we’re following those that Twitter, but
the only one I heard back from was donating elsewhere. | don’t get it.

Katherine: Email? Twitter? | chose Andy because | thought he knew how to connect with
people....



What could Katherine say to coach Andy on his next step?
Choose one of the responses below.

U Some people don’t use e-mail as much as others. How
about you give a call to people who haven'’t responded to
your e-mails.

0 Yes, I agree, you need to reach out directly and talk
with people. I'd suggest you contact several people you
don'’t know already.

0 Andy, how do you think you could build these
relationships?

NARRATOR: What could Katherine say to coach Andy on his next step?



Some people don't use e-mail
as much as others. How about
you give a call to people who
haven't responded to your e-
mails.

Feedback: Try again. Though this may be the logical next step, a
good coach helps people identify their own solutions, rather than
providing them herself prr—
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Yes, | agree. you need to
reach out directly and talk
with people. I'd suggest you
contact several people you
don't know already.
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Feedback: Close. In this reply, the feedback is encouraging, but
still ends up telling the member what to do. A coach tries to
encourage and probe, not direct.
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ndy, how do you think
you could build these
relationships?

Feedback: Correct! This is the best choice. As a coach you want to
provide positive feedback and ask the members to share what they
think they could do to solve a problem, instead of solving it for them.

Next >

NARRATOR:

Excellent. This is the right choice. You want to give feedback and help guide members to
their own solutions. You want to avoid solving the problem for them.

Let’s see what happens next.
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| just don't
understand what
I'm doing wrong.

Andy: | don’t know. I’'m feeling pretty frustrated right now. The farm loads are going to
decrease after Halloween and the other places just don’t seem to be responding. Maybe |
need to twitter more.
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|' MORE Twitter? ‘1
{ What can | do

) to get him to
‘ talk to people?

Katherine: MORE Twitter? What can | do to get him to talk to people?

NARRATOR:
Andy’s response is common. When coaching, you may face initial resistance. Some people

may need more direction or support than others. Part of being a successful coach is
resisting the temptation to direct people, even if it might not feel comfortable at first.

Let’s see how Katherine responds.



Have you considered any
reasons why they don’t
call you back?

Katherine: “Have you considered any reasons why they don’t call you back?”
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Katherine has coached Andy by saying:

“Have you considered any reasons why they
don’t call you back?”

What makes this an effective response?

O It steers Andy away from thinking there is only one
solution to a problem.

0 It asks Andy to find the answer himself.

0 It keeps the conversation moving forward, instead of
just giving the answer.

0 All of the above

NARRATOR:
In the last scene, Katherine used this coaching statement with Andy.

Why is this response effective?
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Katherine has coached Andy by saying:

“Have you considered any reasons why they
don’t call you back?”

What makes this an effective response?

I 01t steers Andy away from thinking there is only one |
I solution to a problem. I
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0 It asks Andy to find the answer himself.

Q It keeps the conversation moving forward, instead of
just giving the answer.

0 All of the above € Try again
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don’t call you back?”
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O It steers Andy away from thinking there is only one
solution to a problem.
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Q It keeps the conversation moving forward, instead of
just giving the answer.
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Katherine has coached Andy by saying:

“Have you considered any reasons why they
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Katherine has coached Andy by saying:

“Have you considered any reasons why they
don’t call you back?”

What makes this an effective response?

O It steers Andy away from thinking there is only one
solution to a problem.

0 It asks Andy to find the answer himself.

Q It keeps the conversation moving forward, instead of

just giving the answer.

'Dﬁ.lloftheabove

NARRATOR:
Yes, Katherine’s response did all of these things.

Let’s see what happens next.
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Andy: I’'m not sure. Maybe it’s just that they don’t know me. Or maybe they don’t
understand our program.

Katherine: Relationships and trust are a big part of successful outreach. What do you think
you could do to build these?

Andy: Maybe | need some face time with people so they can get to know me.
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NARRATOR:

Although Andy has had some initial insights, there is more coaching Katherine might do. A

coaching conversation takes time. Coaching is about helping someone figure out how to do
something. Now that Andy has identified what he needs to do, Katherine can coach him to
take his next steps.

To keep the conversation going, Katherine says... “Face time is a good idea.” In this
statement she shows Andy that she has listened to him and affirms his point of view. She
also leaves the floor open for him to describe what he might do next.

Let’s see what Andy has to say.
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Andy: Yeah, | had success with the farmers, | think, because | knew a lot of them before. To
be honest, | sent out e-mails because I’'m more comfortable writing than talking on the
phone. NARRATOR: Andy just opened up. When coaching works, it allows people to think
more deeply and talk about subjects they might not be able to otherwise. Katherine has
started to peel away the layers. This is where deeper coaching can occur, leading to new
insights. Let’s listen closely to how Katherine responds....
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Katherine: It makes sense that you would start with people you know. You’ve shown that
you can build partnerships, and those success stories will help you build more. You’ve lived
here for a while. How could you use what you know about this community to help you
network in person?

Andy: I'm not really sure. I've always been shy. | don’t think | can just pick up the phone this
afternoon.

NARRATOR:

Andy is not intentionally being resistant. Sometimes when you coach, you will uncover a
person’s limitations or Achilles heel. A writer who doesn’t like to talk on the phone. A talker
who doesn’t like to write reports.

Listen to what Katherine says next. Would you do the same?
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Katherine:
| actually went through a similar experience in my career. When | started in PR, | found

talking to clients was easy, but | froze every time | had to call a journalist. | struggled silently
with this until a colleague suggested | practice my cold calls with her. Would you be willing
to practice? Maybe we could find someone on our team to work with you.
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Andy:
| can’t say that it’s going to work. But I’'m willing to try.

Katherine:
Thank you, Andy. I’'m glad you’re going to give it a go.
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What effective coaching
behaviors did Katherine

She...

* Practiced active listening

* Asked open-ended questions

* Sought to understand

Replay

NARRATOR: In this scenario, you watched Katherine coach Andy to a deeper understanding
of the tasks in his VAD. She listened, asked for his perception and used open-ended
guestions. She took the time to discover how he thought he was doing and listened to his
concerns. Coaching is not always easy and does not come naturally to all of us. It can take
more time to lead your VISTAs to discover their own answers. By using some of these
coaching strategies, you can build the capacity of your VISTAs to be more effective at their
assignments. coaching strategies, you can build the capacity of your VISTAs as you help
them to be more effective at their assignments. Now that you’ve finished this scenario,
how might you apply what you’ve learned to working with your own VISTA(s)?
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