Detailed Design: Sr Expert Onboarding Coaching & Feedback   
Last Updated: 4/21/20 

                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                       Audience:  Newly promoted Senior Experts 

Project Goals:  Senior Expert Onboarding welcomes new Senior Experts to their roles and responsibilities.  It introduces the behaviors necessary to execute the role effectively.​
The program will be updated to complement and build upon what new Senior Experts have learned in the Expert Milestone program.  


Terminal Learning Objectives: 
· Apply consistent methodology for making decisions ​
· Employ appropriate strategies to drive performance in alignment with your coach. 


Performance: Driving Performance-Coaching & Feedback 
	Section Number & Subject
(T.O or topic heading)
	Learning Goal/Enabling Objective
(What they need to be able to do)
	Key Content/Action Items
(What to do that will teach the objective)
	Learning Activities
(specific activities to practice the learning/content)
	Measure
(how you will know if they met obj)
	Tools
(tools to use – including THRIVE component)
	Length

	Intro 
	NA
	TRANSITION
Now that we have completed the Decision Making portion of Performance, it’s time to get into Driving Performance with coaching and feedback!

SAY 
For this lesson we will be refrencing your Thrive lesson called “Coaching & Feedback for Senior Experts”.  Go ahead and locate that path inThrive and I willle tyou know when to access it. 

While your coach is in charge of delivering Action Plans, you may be tasked with different portions of coaching and trending to help drive your team’s performance.  
We’re going to get lot’s of practice in this section! But first, lets talk about PAIR. 


	NA
	NA
	Thrive- open lesson 

PPT
	2 mins

	PAIR Overview 
	Explain the phases of PAIR coaching
	ASK
What is each phase of PAIR?
How does PAIR work?
What are some instances of PAIR coaching that you have observed?

Allow for answers and respond appropriately

Display PAIR Slide 

SAY (present and discuss slide)
PAIR is part of the Trifecta, that includes the following:
· 2.0 - The lens of how we measure success
· Trending using CREST, Medallia and Metrics tools
· PAIR Coaching, including AMP tools to SYNC and Invest
· PAIR and the rest of the Trifecta line up around two golden threads, enabling resolution (own and resolve) and the experience (be personal, professional, show you care).
Through out this lesson, we will be walking through each piece of PAIR in more depth.  For now, let’s just start with a high level overview:

Click to reveal P-Prepare

ASK
What do you think we need to do in the Prepare phase of coaching? 

Allow for answers repond appropriately

SAY
You are right, the prepare phase is just that, preparing for the coaching by trending and doing any research needed.  


ASK
What tools can you use to help your coach in the trending process? 

Allow for answers- Medallia, CREST, T-Metrics, Live Engage, etc

SAY
Great! After we have prepared, it is time for Action Coaching. 

Click to reveal A-Act


SAY
A is for ACT, because we are taking action! With Action Coaching, Experts leave with an actionable plan to help them reach a goal or metric.   We call that the Most Impactful Action, or MIA.  As a Senior Expert, you will not be delivering action plans.  However, you may be asked to help trend to help your coach determine to most impactful action your peer should be working on. 

Click to reveal I-Inspect & feedback

SAY
As a Senior Expert, Inspect and Feedback is the phase of PAIR that you will likely be assisting with the most.  

ASK
Why do you think Senior Experts play such a major role in this phase?

Allow for answers 

SAY
This is a huge help to your coach and your peer! This will allow your coach to continue with other important tasks, such as additional coachings.  You are the extra set of eyes and ears your coach needs in order to make sure your entire team is actively moving through the PAIR process at the right pace to achieve goals and see success! 
In this phase you will be doing things like SxS, trending in CREST and Medallia, and giving in the game feeback around the MIA.

Click to reveal R-Review & Reassess

SAY
Last we have review and reassess.  As the Expert is working on their action plan, you and your coach will be reviewing calls and metrics.  It will be important for you to share your findings with your coach as they will be reassessing when to change the MIA.  

ASK
After learning about PAIR, given what you learned about  your community during prework with your Readiness Planner, what tasks will you be taking on daily to help drive performance on your team? 

Allow for anwers and respond appropriately


SAY
Let’s do a quick check in Thrive. Open your Thrive lesson and go through the section labelled “PAIR Overview”  and answer the questions.  No need to go past this section, we will go through them together as we complete this course. 

THRIVE PAIR Reflection 
Allow learner 5 minutes to complete and then use 5 minutes to debrief, covering questions in group discussion.  

TRANSITION 
Now that we have touched on the phases of PAIR, let’s take a deeper dive into each piece. We are going to start with PREPARE.  
	




















































































THRIVE PAIR Reflection (free response)
1. What will you do in the PREPARE phase to make the biggest impact?
2. How can you best support your coach in the ACT phase?
3. How will you ensure that you are effective in the INSPECT & FEEDBACK phase?
4. What can you do to best support the REVIEW & REASSESS phase?



	Thrive free respose with debrief
	Thrive free response

PPT
	28 mins

	PREPARE: Trending & Insights-Intro
	Explain the PREPARE phase of PAIR
	Click to reveal new slide

SAY
PREPARE is typically a phase for the coach to determine the MIA for the Expert. 

ASK
How can you, as a Senior Expert, help in this phase if you are not in charge of MIAs? 

Allow for answers and respond appropriately

SAY
Yes, we can help the coach in making that decision! Ultimately, it is up to your coach.  However, you can share the trends you have gathered with your coach which can be very helpful.  

ASK 
What tools can we use to help trend and gather information? 

How about with messaging Experts? What tools can we use to trend and gather information for them?
 (ANSWERS: Live Engage to review chats, Report Builder and T-Metrics for stats,  Your coach has access to Messaging Realtime Dashboard and other tools such as the MCS toolkit to help trend. Partner with your coach or CRE for assistance with these tools  if you are asked to trend your Messaging Expert.)

Allow for answers

SAY
We have many tools at our disposal.  We are going to focus on the key tools you will be using.  

	
	Group discussion
	PPT
	10 mins

	PREPARE: Trending & Insights- On the Job Activity
	Demostrate effective use of CREST and Medallia
	SAY
It’s time to put what we previously learned about CREST and Medallia into action! In the PREPARE phase, we are listening and trending.  This may be Experts your coach has assigned to you, or you may be researching for outliers on your own.  Your coach may also assign messaging experts to you.  You would use Live Engage to access their chat sessions.  C2 has steps to keep it simple for you on DOC 444332

Let’s give it a try.  In your Thrive lesson, access the next section, called “Trending & Insights Practice Part 1” and complete the section.  You have 30 minutes to complete your research.

PRO TIP: When CREST links you to Impact 360, did you know you can speed up the call pace?  Speeding it up by a small amount will save you lots of time in the long run.  Just don’t speed it up so much that you can’t keep up.  

Also, don’t forget, at times you do not need to listen to an entire call to catch a trend.  This is especially true when you are trending in the INSPECT phase. 

While Senior Experts are working, walk around the room to offer guidance. 


DEBRIEF 10 mins
Once Seniors have completed their research, take time to debrief the activity
· What did you find to be most helpful?
· How did you use CREST and Medallia creatively to your benefit?
· Tell me about Expert 1…What common root causes did you find? 
· How about Expert 2? Were you able to find a way to move their NPS up? 
· Expert 3 was a choose your own outlier, what kinds of outliers did you find? 
· How did you know you had completed effective trending on an Expert? 


































































SAY
Let’s go back into Thrive, now we are going to use CREST for FCR research.  You should be accessing the section titled “Trending & Insights Practice Part 2”  Again, remember we will be utlizing this information later on in training, so make sure to keep your trends.  Keeping the trends you collect is a good habit for on the job as well! You will have 30 minutes to complete as much research as you can. 

DEBRIEF 10 mins
Once Seniors have completed their research, debrief their findings:
· Some of you may know of other ways to research FCR, does anyone have any best practices they would like to share? 
· How did your FCR research go? 
· Were you able to determine the root cause of their FCR? 
· What did you gain from checking the memos in the billing system? 
· In these activities, we did trending around UP,NPS and FCR.  Could you use CREST to trend other metrics? How?































TRANSITION
We’ve taken the time to do a thorough inspectionin the PREPARE Phase.  In the next section, we will take a look at Action Coaching.


	Trending & Insights Practice Part 1
Free Response inThrive
Using CREST and Medallia, locate three experts within your community that meet the descriptions. If you cannot find a match, find another outlier of your choice related to UP or NPS.  
There will be free response questions per Expert asking you to list the trends you found and what you think is the most impactful action to work on.  
· Expert 1: who is struggling with UP scores
· Expert 2: who is getting frequent passive scores making NPS more of a challenge (if this is not available, select an Expert who gets frequent 6-8 UP score) 
· Expert 3: who has at least one low score that needs a QR completed

Now that you have identified who you are researching, follow the steps in Thrive for each Expert.  Take note of your findings as we will use these in a later activity. (You can revisit your Thrive answers as well)

(Instructions per Expert laid out in Magenta Slide)

EXPERT 1
· Using CREST, locate 3-4 poor UP responses 
· Review customer verbatims in Medallia
· Review those calls and capture successes and opportunities, looking for a common root cause 
of low scores

EXPERT 2

· Using Medallia and CREST, locate 2-4 passive or neutral NPS/”likelihood to recommend” scores (if you do not have an expert that meets this criteria, look for an expert who is getting frequent 6-8 scores in UP
· Review customer verbatims in Medallia
· Review calls found in CREST and capture successes and opportunities. 
· Look for what the Expert could do differently to move the neutral and passive scores to promoter scores

Expert 3
· Using CREST and Medallia, locate any outlier
· Review customer verbatims in Medallia
· Review calls and capture successes and opportunities, looking for a common root cause 
of issue

Thrive Component: Text
Pause here to debrief this section with your peers and facilitator.  Be ready to share your responses. 




Trending & Insights Pratcice Part 2
There will be free response questions per Expert asking you to list the trends you found and what you think is the most impactful action to work on.  

· Using metrics tools, Locate 3 FCR outliers within your community. 
· Using CREST to drill down to FCR hit calls, pull and review 3 calls per Expert.
· Review in billing system the notes left by your Expert as well as the notes left by the following Expert
· Compare the the initial call reason to the callback reason and combine this information with your call listenings to uncover what the Expert could have done to prevent the callback. 

Thrive Component: Text
Pause here to debrief this section with your peers and facilitator.  Be ready to share your responses. 


	Complete Pratcice Sessions in Thrive
	Thrive Free Response, CREST,  Impact 360, Medallia, Billing System

PPT
	1 hour 20 mins 



	ACTION COACHING: Coaching to Specific Actions
	Explain the Action Coaching phase of PAIR Remix and how it relates to the PAIR process
	ASK
Who can give me an example of the best coaching you’ve ever received?  What made it so great?  

Debrief pointing out thatsome of the best coachings were based around one action. 

SAY
You may have heard, we changed our terminology from behaviors to actions.  We used to focus on the right behaviors, now we focus on the right actions.  

ASK
What do you think is the why behind this change?

ANSWER
We use the word Action instead of behavior because:
· It implies a more objective evaluation.
· It can be perceived as more impartial.
· And, it’s more casual and natural, reducing the formal/stiff nature of   the interaction.

SAY
The only way to be effective in a coaching is to coach to a specific ACTION. In this lesson, our main focus will be on how we identify actions.

Stand up if you’ve ever thought or said any of the following statements:
· I’m sure he understood what I meant.
· It’s obvious what I want her to do.
· It goes without saying… its part of the job.

Are any of these statements actually true?
NO, these are not effective statements for successful coaching.  

The only way to coach effectively is to be able to coach to an action.  An action is something that can be described clearly because it can be seen, heard and measured.
Many times, we speak in terms of our desired outcomes (what we want in the end) rather than each individual action needed to bring that outcome about.

Can’t tell if it’s an action? Sometimes it helps to ask yourself…
· Can you see it?
· Can you hear it?
· Can you measure it?
If the answer is no, it is not actionable. 
In order to practice identifying specific actions, we’re going to play a game! 
 
Is it an Action Game
Move to the “Is It an ACTION”slide. Click to show the statement, when ready click again to the “yes” or “no”, then click a third time to reveal the why behind the answer.



DEBRIEF
· Do you have any examples of things you would have previously called an action? 
· Have you ever been given an action plan you felt was not actionable? How did that impact your ability to complete it? 

SAY
For your Messaging Experts, actions may be different.  Here are a few examples of actions a messaging Expert could benefit from:
· Positive word choices.
· Balance between “I” and “we” statements
· One sentence structure.
· Break up messages one thought at a time


TRANSITION
Remember the action plan is provided by the coach.   As the Senior Expert, you will be helping more in the next phase, Inspect and feebback as you will likely be completing action plan follow ups.  
	































Is it an Action Game
Instruct participants that you are going to unveil an “action” description (ensuring that the air quotes
come across) and they must decide if it is actually an action statement or not. If they think it is, they will
stand up. Once everyone has made their choice, you will reveal whether it is an action statement or not.
If it is, they must explain why. It isn’t, someone who stayed seated will be called on to explain why it
isn’t.

Move to the “Is It an ACTION” slide. Click to show the statement, when ready click again to the “yes” or
“no”, then click a third time to reveal the why behind theanswer.

1. Actively Listening
NO: Paraphrasing issue and gaining agreement
2. Asking Probing Questions
YES
3. Not following a Call Flow
NO: Not using tools andresources.
4.  Following troubleshooting steps in order
YES
5. Building Customer Loyalty
NO: Positioning offers based on appreciation of customer tenure

Debrief the game by asking participants for examples of specific actions that they have used in the past
to execute on the “actions” that were “no”. (I.e. Having a copy of a call flow on their desk to follow as a reminder.)
	Is it an Action Game
	PPT
	20 mins

	ACTION COACHING: Keys to Coaching to Specific Actions
	Explain the 4 key practices that allow you to coach to specific actions.

Explain the 4 simple questions that allow you to coach to specific actions.
	GUIDED DISCUSSION
Use the PowerPoint deck that outlines the below information to guide a discussion with the participants introducing 4 key practices to coaching to specific actions.
1. Observing: Both yourself and your team.
What should you be looking for when observing your team.  
What should you be looking for in yourself? (How do you demonstrate the behaviors you want to impart to your peers?)
2. Inquiring: Ask questions based on your observations.
Why is it a better idea to ask your peer questions versus telling them what to do?
3. Listening: Become an “extreme” listener.
How would you define an “extreme listener?”
· Maintain eye contact
· Take notes
· Head nods
· Affirmation statements (i.e. “I hear you”, “I get that”, ect.)
4. Responding: Be deliberate in how you respond.
What is a “deliberate response?”
Why is that better than an “off the cuff” response?

FACILITATED DISCUSSION Continued
Click to reveal next slide
Continue to use the PowerPoint deck that outlines the below information to guide a discussion with the participants: 

Some good, basic questions that can help in coaching in the moment are:
· Where did you need to use (action) to get things done?
· How is it going to sound on the next call you take?
· What are you doing to do to remind yourself to (action) on your next call?
· How will this action look/sound when you use it on your next call?

Why would these questions be effective? 

What could result from using them in between calls?

TRANSITION
Now that we have a good understanding of action coaching and the ACT phase of PAIR, lets take a look at the INSPECT Phase. 
	Facilitated discussion
	Facilitator to guage based on discussion
	PPT
	15 minutes 

	INSPECT: Supporting in the Game
	Explain the importance of coaching in-the-moment (in-the-game).
	SAY 
Part of Inspect is supporting your peers in the game and providing in the moment coachings.  Often times we can balance the business by giving quick feedback between calls and never pulling our Expert out of the queue.  Be mindful of your communities preferences when it comes to pulling Experts offline.  

GUIDED DISCUSSION
When you hear “in the moment” or “in the game” feedback, what does that mean to you?
· Sxs, giving feedback right after something happens, immediate positive reinforcement, being a team player instead of a game watcher. 

In-the-moment coaching achieves small wins that lead to major improvement.
· Success is more often about accumulating many smaller wins than it is about the “one big” win.

Why focus on in-the-moment coaching?
· When we catch a action in the moment, it is easier for the expert to acknowledge the action.
· If they are doing it well, we can make sure they know to keep doing what they are doing!
· If they are missing it, we can immediately course correct. 

We have the opportunity for the Expert to try another action immediately.
· This has a greater impact for the expert and a higher chance of retention and repetition.
· Scheduled coaching is not inherently bad, but primarily focusing on it at the expense of in-the-moment coaching can result in relatively lower team performance.
· As the Senior Expert, you won’t change the action plan up, but you can certainly give your recomnedations to the coach and recognition to your peer! 

TRANSITION
Now that we know how important giving feedback in the game is, let’s take a moment to dive deeper into delivering feedback. 
	Facilitated discussion
	Facilitator to gauge based on discussion
	PPT
	15 minutes

	INSPECT & FEEDBACK:
Feedback Basics 
	Identify ineffective feedback techniques.

Identify effective feedback techniques.

Deliver appropriate and effective feedback.
	SAY
Let’s start by talking about what makes feedback effective and what makes it ineffective. 

FACILITATED DISCUSSION 
Click to reveal next slide
Use PowerPoint deck that outlines the below information to guide a discussion with the participants:
Create 2 long lists as a group”
1. Traits of the effective feedback
2. Traits of ineffective feedback

Then continue to discussion tying long list to discussion as applicable:

What is wrong with the following feedback statements?

1. “You are always disorganized. You really need to get more organized.”
Lead to: This is a personal attack, not a behavioral observation. “Always” is an exaggerated complaint.
Ask: How can this be rephrased? Allow participants to offer suggestions.
2. You are making me look bad.
Lead to: This is a self-serving comment, and not related to a business outcome. It is not behavioral.
Ask: How can this be rephrased? Allow participants to offer suggestions
3. Hey! Great job on your Knowledge Driver this month!
This feedback was given in a delayed time after the performance.
Lead to: This is not timely, not specific, and not behavioral, and the receiver has no idea what behavior they are being praised for.
Ask: what could have been done differently?
4. I need you to work better with others.
Lead to: This is not a specific request, suggests unwillingness to listen and grow. 
Ask: How can this be rephrased? Allow participants to offer suggestions.
5. I meant to thank you for doing a good job on that project last month.
Lead to: This is not timely, not specific, and not behavioral.
Ask: What could have been done differently?

SAY
Okay, let’s take a better look at the good stuff, effective feedback. 

What is good about the following feedback statements?

1. Please make sure you make it on time to our meetings, this respects everyone’s time and enables us to get through our agenda items.
Lead to: This describes a specific behavior and explains the specific impact.
Ask: What would you do or say next to continue this discussion? Allow participants to offer suggestions.
2. Great job applying your feedback today! Right after I provided you that feedback, I heard you offer relevant accessories on the next 5 calls.
Lead to: This is specific, and explains impact made on a specific individual.
Ask: What would you do or say next to continue this discussion? Allow participants to offer suggestions.
3. Right now, you are not offering to add lines during their calls. Make sure you begin to do this so that you can move up in the rankings and in turn help our community increase our ranking.
Lead to: This is specific and explains impact on a specific business outcome
Ask: What would you do or say next to continue this discussion? Allow participants to offer suggestions.
4. I like that you have implemented the adjustment tracker! I have noticed your C&A performance has improved. How has that tracker been helping?
Lead to: This shows that you are open to listening and shared learning.
Ask: What would you do or say next to continue this discussion? Allow participants to offer suggestions.
5. I like that you have implemented the Sales Tracker! I have noticed it has helped, your sales numbers have gone up. What are some differences you have noticed?
Lead to: This acknowledges a positive behavior in a timely manner and relates it to a successful outcome.
Ask: Why is it important to acknowledge positive behavior?


	Facilitated discussion
	Discussion Participation
	PPT
	15 mins

	INSPECT & FEEDBACK:
Feedback Tips
	Deliver appropriate and effective feedback 
	Faciliated Group Discussion 
Reveal next slide
Finally, here are some tips to help you hone in on your skill.  
· Ask if you can share feedback. Remember that feedback is a gift and should be given to the person when they are in the right mindset. (When would be a bad time to give feedback without asking first?)
· Create a fair process. Your expert will be more likely to benefit if he or she thinks the feedback is fair and focused on learning.
· Know the facts. Be clear about what happened. That way you can provide specific, actionable feedback.
· Don’t make it personal. Be explicit about what the person has or has not done without judging their intent. Use neutral language so your Expert does not feel attaked.
· Strive for balance. Discuss what an Expert is doing well as well as what they could improve.
· Foster dialogue. If you want to influence your Expert, you need to demonstrate openness and willingness to listen to their view of the situation.
· Follow through. Set next steps, including what you can do to support your Expert’s goals, and meet again to discuss progress.

Allow time for participants to ask questions, or state any concerns they may have about delivering feedback

SAY
Before we put this into practice, let’s take a moment to reflect.  Go to your Thrive lesson and access the segment labelled “Feedback Basics Part 1”  and complete it.  Do not go to Part 2 just yet..  

DEBRIEF
Take time to debrief the free response questions giving Senior Experts a chance to share. 
1. What tips were new to you?
2. What do you plan to implement when you provide feedback to your peers?
3. How will you ensure your feedback is effective?
4. How will you provide balanced feedback?
5. Why is follow through so important?

	Facilitated Discussion

Thrive free response questions
1. What tips were new to you?
2. What do youplan to implement when you provide feedback to your peers?
3. How will you ensure your feedback is effective?
4. How will you provide balanced feedback?
5. Why is follow through so important?

Thrive Component: Text
Pause here to debrief this section with your peers and facilitator.  Be ready to share your responses. 

	Thrive questions and discussion participation
	PPT
Thrive free response questions
	15 minutes 

	INSPECT & FEEDBACK: Feedback practice
	Deliver appropriate and effective feedback
	TRANSITION
Now that we have talked through effective and ineffective feedback and covered tips for successful feedback, It’s time to apply what you have learned.  

SAY
In the PREPARE lesson, you did some initial trending on up to 6 Experts from your community.  If you noted your trends somewhere, you will want to get them out for this activity.  If you need to get them from the Thrive lesson, just go back to the lessons titled Trending & Insights Part 1 and Part 2.  

FEEDBACK ACTIVITY THRIVE

As they are role playing, walk around the room to observe and, provide feedback and answer questions.  

DEBRIEF the activity
1. We need a few volunteers, who will share their feedback role play with us? 
2. Who was able to steal a best practice from a peer?
3. Did anyone utilize any of the tips we talked about today? 
4. If so, what tip/s did you use and how did it go? 
5. How long did it take to deliver feedback to your peer? 
6. Is it possible to give feedbaclk between calls? (make sure they understand this will make them far more efficient)
SAY
When you return to your pod, be sure to share these trends with your coach and check to see if they would like you to share them with the Expert. 

TRANSITION
Now that we have gotten a chance to practice giving feedback, we have completed the Inspect Phase of PAIR.  It’s time for the final piece, REVIEW & REASSESS. 

	FEEDBACK ACTIVITY THRIVE
 Set the stage: You are not able to pull anyone for coachings today, but there is a little time between calls.  Time between calls may be all you need! Practice delivering in the game feedback with a partner, then when you are ready, record your feeback in Thrive. Use the lesson called “Feedbacl Basics Part 2”.  You will begin with the Experts you researched UP and NPS on and then finish with deliviering your FCR feedback.  Feel free to give each other feedback during role play practice.  

In this activity, you will do 2 things. 
1. Partner with someone to role play with.  Role play feedback for all 6 Experts you completed trends on in the INSPECT lesson. 
2. When you feel you have practiced your feedback enough to feel comfortable, complete the recordings of you delivering your feedback in Thrive.  The Thrive lesson is called Practicing Feedback. 

	Thrive recordings 

Walking debrief of Role plays 
	PPT

Thrive audio recording
	45 minutes

	REVIEW & REASSESS: Difficult Conversations
	Deliver appropriate and effective feedback in difficult situations. 
	SAY
In the REVIEW phase, your coach is working towards making a decision to either continue the Action plan or adjust to a new focus.  You can help your coach in this by partnering with them. 

Click to reveal slide Review & Reassess 

Senior Experts can be helpful in this phase simply by:
· Celebrating Succeses
· Evaluating using data
· Trending for future coaching sessions or possible new action plans

ASK
· If your peer is implementing their action plan, what impacts can it have if you don’t tell them they are doing it well?  
 
(NEVER miss an opportunity to recognize, it helps build relationships and culture.  AND if they don’t know they are doing it right, who’s to say they won’t stop doing it?!)
· How will we know if we have succeeded in our plan? 
· What will be the indicator to more onto a new coaching focus?
· What are some ways we can recognize and celebrate success?
· If the rep has not executed on the behavior, what are the next steps?
Analyze to determine why the behavior has not been executed on.
Follow appropriate next steps based on your analysis of the “why”

SAY
If after a Commitment Coaching with the coach,  the coachee is still not responding, it is time to uncover and remove any lingering causes. This intervention, uncovering Skill or Will, can be a separate session or it can
occur during the same conversation about Commitment.  Your coach will handle this.  However, it is up to you to partner with your coach to help make the REVIEW & REASSESS phase as efficient as possible.  

ASK
If you find out that an Expert is not implementing their action plan on any calls, how do you handle this situation?
 (ANSWER: Loop coach in, give quick accountablility feedback in the game: “Greg, I was listening and noticed you aren’t doing your recap, is there any way I can help?” “I know you are commited to your action plan of recaps, is there a reason you are not doing it today?”)

SAY
Guiding self-discovery of Skill vs. Will issues in this fashion helps us avoid
interrogating others.

This must be a comfortable conversation for the coachee. Feel free to step away from the formality of coaching and even have a heart to heart conversation to allow the coachee to share something that’s personally on their mind. (A “what’s going on?” conversation.) Often times, your coach will handle these conversations.  Check with them before handling it yourself.  If you are noticing a trends, you need to provide feedback and let your coach know. 
The PAIR model uses an acronym to help provide structure to this kind of feedback.  

Click to reveal ROC slide

SAY
You can use the ROC model too! 
You’ll start with R-Reminder, which is  refeshing the coachee on the specific action plan they have agreed to.  
O is for observations, share what you observed in your inspections and where actions have been taken or not taken. 
C is for Commitment, gain your Experts commitment that they are going to do this moving forward.  Go for a higher level of commitment.  Your coach will use ROC conversations as needed, but you can also use the structure of ROC feedback in these situations as this is not a formalized discussion.  Just make certain your coach is always kept in the loop.  

Reveal ROC Template Slide
Talk through the ROC template and ensire the team has no questions. 

Reveal the ROC “what it sounds like” slide
Ask for a volunteer to read through the example. 

Practice TIme
Now let’s do a little practice! You  just delivered feedback in the lesson on Inspect and feedback.  Now we are going to use it for ROC. (See activity)
Leave ROC examples on screen for use in activity. 

DEBRIEF
How was providing tough feedback using ROC? 
Did the structure help?
What can you do if you are feeling uncomfortable about these kinds of  feedback sessions? (Partner with coach, manager, Sr Expert peers) 
What can you do NOW to ensure that when you need to have these conversations that they are easier on you and your peers? (Build relationships now and cast shadow of leader)
Did anyone hear anything from a peer in the role play that stood out?

TRANSITION
[bookmark: _GoBack]Congratulations! We have just completed the section on Coaching & Feedback.  Next we will be looking deeper in the partnerships within your community and how you can ensure you are making the most of them!


	Practice Time Activity (Role Play and Thrive recordings)
Select 3 experts from your 6 you’ve been using.  With each Expert, we are adding on to their story.  Role play the ROC session with your partner next to you and when you are ready, you will provide the ROC feedback to each Expert by recording it in Thrive. Use the section labelleed “Review & Reassess Practice”
1. First Expert:  Assume your Expert has now been on this action plan for over a week and role played it perfectly with you when they first got the action plan.  You are doing a side by side with them and on 3 calls in a row, they do not implement theu raction plan.  
2. Second Expert: Your Expert was just assigned this action plan and just completed a successful role play with you on it.  They auto in to take calls and as you sit down to do an immediate follow up with them, you notice they are not implementing their new action plan at all.  You listen to three calls before you decide to provide a quick ROC coaching. 
3. Third Expert: Your Expert generally does an excellent job at implementing their action plans.  This week you noticed their overall dememanor changed, they have been very negative. They are not implementing their action plan, nor are they making sales offers or even trying to complete basic call flow steps.  Lately, they have been snappy with you and everyone around them.  
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