Coaching Skills Practice—�Scenarios: Form A


 1.	Annette is responsible for obtaining monthly productivity statistics and creating the quarterly update report. The report is always accurate and Annette turns the report in on time, but those who use the report have complained to you that the format of the report makes it hard to read and understand. You decide to talk with Annette about the problem.


 2.	Brian is interested in becoming a supervisor. He has many leadership characteristics, and you agree he will make an excellent supervisor. The only issue you see is that others perceive him as somewhat arrogant because he frequently interrupts others to present his own ideas. He has no previous supervisory experience, and he has requested your help in achieving his goal.


 3.	Beverly and Mark are very effective, highly productive employees—unless they have to work together. They avoid communication with each other and often don’t share information that is critical to the other, and their conflict is hurting the overall effectiveness of the team. They have recently been assigned to work together on a project to solicit vendors for an upcoming conference, and Mark has just entered your office to protest the joint project.


 4.	Bettina has been an employee with the company for 12 years, and she is a very productive, dependable employee who works well with everyone on your work team. However, now that the department has switched to personal computers rather than terminals to process work, she has been unhappy and her productivity is now much lower than the productivity of others in the department. Like others in the department, she has attended a computer training class and has been using the computer for a month, and she has now come to you asking to go back to using the terminal to process her work.


 5.	Crystal’s wedding is one month away. Normally she is your most successful sales representative, but lately she has been busy with wedding preparations—during work hours. You have documented that she is spending an average of 80 minutes every day on the phone with her mother and various wedding preparation businesses. You have decided to talk with her about this issue.


 6.	Ben has been one of your employees for six months. He has a positive attitude, wants to learn new skills, and has a perfect attendance record. However, you have noted his error rate is 10 percent higher than that of other employees in your department over the last six months. You decide to discuss this with him at his standard weekly meeting today.


 7.	Casey has been with the company for two months. When she applied for the job, she indicated she had used spreadsheet software in her previous job to produce reports. As you have reviewed her work, you have found several calculation errors in her spreadsheets, and you are wondering if she knows how to use the spreadsheet formulas correctly. She seems quite happy in her job and she is an excellent team player in your group. You decide to meet with her to discuss the spreadsheet errors.


 8.	Chris is a data entry processor. The quality of his work has dropped significantly in the last two months. He has been a dependable employee with the company for three years, and this is the first time his performance has dropped below a satisfactory level. You’ve been documenting errors each week to see if improvement will take place without meeting with Chris, but the error rate is not improving, and you decide to meet with him.


 9.	Jack is an excellent employee with a positive attitude. However, he sometimes dresses inappropriately according to the company’s dress code policy. He sometimes wears jeans when it is not casual Friday, and today he has on sandals, which violates a safety rule in the company. You ask him to meet with you to discuss this issue.


10.	Dana’s fingernails are so long they interfere with her typing on the computer. Her documents contain an average of five errors, and when you go into her cubicle to talk with her informally, you notice as she is typing that her fingernails hit different keys than her fingers are aiming for. She has an excellent knowledge of the company’s industry, which is so critical to this position, and she knows the department procedures thoroughly, but the errors need to be addressed. You decide to discuss what you’ve observed at your next weekly meeting with her.


11.	Hector has excellent technical knowledge; he is extremely helpful to the other employees in your department, fixing computer problems and answering software questions, and everyone, including you, appreciates his knowledge. The problem is that often he is so busy helping others with technical problems, he doesn’t complete his work goals. In the last month, you’ve documented that he has reached his daily call numbers only 70 percent of the time. You decide to discuss this with Hector.


12.	Normally Robin has excellent attendance, and she has been with the company for six years. However, in the last three months, she has been absent ten days altogether. Because of this, your department did not meet a project completion deadline, which you have had to explain to your manager. Robin has just entered your office asking for three more vacation days next week.


13.	Carol has been promoted to team leader in your group. She has natural leadership skills, but she does not know how to organize and lead a project through to completion, or how to create a project plan. You need her to lead a new procedure change for the group, and you call her into your office to explain the procedure change and to discuss the project management skills she needs as a team leader.


14.	David is a new on-the-job trainer in your department. He has created excellent training materials, and he has been meeting with new employees to go over department procedures. However, two of the most recent trainees have complained that he goes over the procedures too quickly and they don’t have time to ask questions or to practice their new skills. You decide to meet with David to give him this feedback and to determine a plan of action together to address this issue.


15.	Mark has been in your department for eight months. He seems eager to learn and to perform well, but he is in your office every 30 minutes asking for help prioritizing his work. Mark has just entered your office again asking for help.


16.	Heather is a knowledgeable, competent employee, and she has been with the company for five years. However, when your group holds a department meeting, she never offers her ideas and opinions, which you know would be very valuable to the group because of her experience and insight. Today is your standard weekly meeting with Heather, and you decide to address this issue.


17.	Jesse’s job is to check the final documents for errors. Jesse has been with the company for three months. He is on time every day and appears to be working hard at his desk. The problem is that he is missing too many errors in his quality checks. In the random checks you conducted this week, you discovered six obvious errors that should have been caught during the quality check. Because Jesse is a new employee, you ask him to meet with you to determine if he is aware of his quality check goals, and to see if he has attended the training classes he was scheduled to attend.


18.	You have just started as a new supervisor in the company, and you really enjoy your new job and your new work group. Hannah does the most accurate work in the department, and you really appreciate that. However, because of her perfectionist tendency, her speed is very slow. She is processing 13 customer research issues daily, while your other employees average 20 customer research issues daily. You decide to meet with her to discuss this issue.


19.	Judith has expressed an interest in moving in her career path to a position as a trainer for the department. Judith is a natural people person, so you agree she would enjoy and succeed in this type of position. Her speaking skills are superior. The area she needs the most improvement in is her written communication skills, which will be important for the trainer position because new training materials need to be created and kept up to date. Judith has just entered your office to ask for your ideas about what training and skills she needs to reach her trainer career goal.


20.	Wesley always puts in more than 50 hours a week, and his work is of high quality. However, you never know when he is going to arrive in the morning. While your department has a flex-time policy, Wesley didn’t arrive this morning until 9:45 and you had no message he would be late. In fact, he has arrived after 9:30 four times in the last two weeks. He has been with the company for two years, and he is a very valuable employee, but this problem has been worsening recently. You decide to talk with him about it to see what has changed to cause this to happen.


21.	Melanie has been with the company for four years, and she is one of your most knowledgeable employees. However, her desk organizational skills need work; for example, last week she found an investor’s check in her drawer that everyone had been looking for all week. When she was absent earlier in the month, no one could find anything on her desk to complete two of her most urgent tasks. You ask her to meet with you this afternoon to talk about this problem.


22.	Joseph is one of your supervisors. His employees seem to like working for him, and you feel the group looks up to him as a leader. You would like to see his time management skills improve. He forgot to attend two important meetings this week, and he doesn’t prioritize his work well. Just last week he forgot an urgent project task item, and this has delayed a company project by two weeks. You decide to talk with him at his normal weekly meeting this afternoon about improving his time management skills.


23.	Sarah is a whiz on the computer, she always has a smile on her face, and everyone enjoys working with her. Because of her strong system skills, she is often selected to work on project task teams. Her attendance at the meetings is consistent, but you’ve received three complaints in the last two months about her inability to follow through and complete specific project tasks assigned to her. This is causing some delays in major system conversion projects. You schedule a special meeting with her to discuss this.


24.	Mike is one of your most effective supervisors. He has been with the company for five years, and he has just become a father for the first time. He has just entered your office to request a more flexible work schedule to allow him to come home earlier in the afternoon to spend time with his wife and new daughter.


25.	Veronica is one of your supervisors. She has strong coaching skills and does an excellent job of ensuring departmental safety procedures are accurate and followed by employees. Her department safety record so far this year is 100 percent. However, one of her employees recently came to talk with you about problems that are occurring during meetings that Veronica leads. Veronica never seems to have a real agenda for her meetings, and when the meeting is over, no one seems to know what was decided or whether any tasks were assigned to the attendees to follow up on. You decide to talk with Veronica about this issue at her next weekly meeting.


26.	Susan is going out on medical leave for six weeks. She has requested a meeting with you to go over the dates of her leave and the company medical leave procedures and policies. She does not know who to notify that her leave will start next week. She is also concerned about how her job responsibilities will be handled while she is out of the office. She has just entered your office to discuss these items.


27.	Steven is an excellent customer service representative. His call productivity rate is high, and you’ve even received two complimentary letters from customers in the three months he has been here. The only problem is that the three employees sitting next to him have complained to you about the strong cologne he wears, and they’ve asked you to ask him to reduce the amount of cologne he puts on. Steven has just entered your office for his weekly meeting.


28.	Andrew is a technical help desk employee who has been with the company for one year. His technical knowledge is excellent and he is able to help customers resolve problems easily, as long as the customer doesn’t get upset or angry. He needs help learning to ease the anger of irate customers and then lead them into the information he needs to resolve the problem. Otherwise you are afraid he is going to leave the company, because his stress level is very high and he is becoming increasingly frustrated in his job. He has asked to speak with you this afternoon about his frustration.


29.	Maria would like to cut back on her hours and move into a part-time position. She is a steady, loyal employee who has been with the company for nine years. She has just entered your office to talk to you about her request.


30.	Lonny always gets his work done and normally exceeds all his performance objectives. Customers and coworkers alike love Lonny’s friendly attitude. The only problem is the monthly statistical report you need every month to present to the senior management committee; every month you have to ask him for the report because he has never given the report to you by the due date. The report is due today, so you decide to meet with him to ask for the report but also to discuss why this is happening.


31.	Darlene has noticed a new position in the marketing department she is interested in. She has only been in her current position for four months, and the company policy states all employees must have at least one year of tenure in a position before transferring to another. She has just entered your office to ask you to complete the transfer paperwork.


32.	Jenny is a new loan collector; she has only been with the company for one month. She is a very quick learner and she follows procedures precisely. However, she gets very emotionally upset every day working with the customers and worries about their problems every night. You think she is an excellent employee for the company, but the loan collector position may not be the best fit for her. You ask her to meet with you to talk about this.


33.	Kirk has taken on a new job responsibility within the department, and he is very excited about it. It requires him to meet with a variety of people in various other departments. He does not know any of the people he will be working with, and the other project team members don’t know each other, but the success of the project depends upon the key people working together closely and effectively. He has come to you asking for advice on getting started with the new project.


34.	Jade has been an employee of the company for four years, and she has just transferred into your department. She is learning your department procedures quickly, and she gets along well with everyone in your group except for John. You know that John is a little impatient and likes to get right to the bottom line quickly, and you have observed that Jade is very expressive and enjoys talking through details and many different ideas. You believe that might be the source of the communication problem. Jade has just stepped into your office, asking for your advice as to how to work more effectively with John.


35.	George has ten years of experience working with system conversions; he has been in your department for eight months. He is so knowledgeable you know the department can really benefit from his experience and ideas. If only he would voice his ideas! Whenever you have a department or project meeting, he never says a word. But after meetings he has come to you with new ideas that you wish he had presented in the meetings for discussion. This just happened again today, and he has just entered you office to talk about another idea that was discussed at the meeting.


36.	Riley has been filling out his timesheet incorrectly. He has been with the company for only two months, so you believe he is not filling it out incorrectly on purpose, but that he just doesn’t understand how to fill it out correctly. You ask him to come into your office to discuss the errors you’ve been finding on his timesheet.


37.	Max sometimes has a problem using inappropriate language on the job. Yesterday when you were walking by his cubicle with an excellent candidate for the open position in your department, you overhead him swearing on the phone, and so did the job candidate. Today you asked him to meet with you to talk about this issue.


38.	You have received complaints from customers about Marti, who has not been returning phone calls. This month, three customers specifically called to complain that Marti had not called them back in over a week. You decide to talk about this problem with Marti today during her weekly meeting.


39.	In your department, it is important that employees arrive on time so the customer phone call queues are covered adequately. Aaron has been with the company for four years, and his customer service skills are excellent. But in just the last two months, you notice he has arrived late to work several times. Last week you noted that he was more than 20 minutes late three times. You decide to talk with him to see what is causing the late arrivals.


40.	Linda is a supervisor who reports to you. Her peers in the company respect her abilities and ideas, and she is a team member on several project task teams working to resolve issues. But you’ve had two employees who report to Linda complain that their performance reviews and salary increases are several weeks overdue. They both say they’ve talked to Linda about it with no result. You call Linda and ask her to meet with you about this issue.


41.	Nick is an account manager who reports to you. He handles several of the company’s important accounts, and his clients respect him very much. In fact, you’ve had two other clients request him as their account manager. However, he seems to have a difficult time on many days prioritizing his work, and asks for your advice and help prioritizing his work and making judgment calls an average of three times daily. He always seems to have good ideas to solve his client’s problems, but he just seems to lack the confidence to make the decisions on his own. Or, maybe he is not aware that you trust him and would like for him to make these decisions on his own. He has just walked into your office to ask how you would like him to handle the latest customer issue.


42.	Sharon is upset about a company policy that has just changed, causing her to lose vacation time she thought she would gain when she reached her five-year anniversary with the company next month. She is very angry and has just come into your office to tell you she is going to go talk to the Human Resources director.


43.	Walter is a special projects leader in your group. He will be presenting a new idea to the senior management team next week, and he is a little nervous. You know he has researched his idea thoroughly, and the idea is excellent. However, when he practiced the presentation for your work group earlier in the week, everyone had a difficult time hearing him, and he read the presentation directly from his notes word for word, even though you know he knows the presentation material inside and out. He has just entered your office to ask for your feedback on the practice presentation.


44.	Melanie is working an average of three hours of overtime each day, but her productivity is the same as others in the department who are not working overtime. The quality of her work is excellent. But because Melanie earns time and a half pay for her overtime hours, and because you’ve been documenting in the last two weeks that she is taking excessive breaks, you’ve asked her to meet with you this afternoon.


45.	Sean is new in your department; he transferred from the customer service area, where he worked for two years. He has now been in your department for two months, and he seems to be working well with the other employees in your group. However, you were notified this morning that he did not attend the required safety course last Thursday, and he wasn’t working at his desk that day either. You ask him to come into your office to determine what happened last Thursday.


46.	Veronica is one of your most dependable and knowledgeable supervisors. Last Monday during your weekly meeting with your supervisors, you told them about a new company product line that would be announced next week. You asked all of the supervisors to keep the information confidential until the announcement. However, after the meeting, the news spread through your division about the new product line, and Veronica’s employees tell you they heard the news from Veronica. You decide to ask Veronica about the situation.


47.	Craig is known for his sense of humor, and usually this fills a positive role in your work group, because he helps others lower their stress level and keeps everything in perspective. Unfortunately, today he went too far when he played a joke on another employee by giving her a dribble cup. The other employee was very upset about the stain on her clothing, and asked you to “do something” about Craig. You decide to ask Craig to meet with you about this specific incident.


48.	To William, everything is a crisis. The good thing about this is that William is quick to handle all problem situations, but you find it difficult to tell when a situation really is a crisis and when it is not. Sometimes William jumps to conclusions before researching the problem. William has just entered your office to apply for the open supervisor position in the group. You feel he is an excellent candidate, but he really needs to learn how to evaluate situations more carefully before reacting if he is going to be a supervisor.


49.	Zoe is one of your most knowledgeable and dependable customer service representatives. She just transferred from another department in the company a few months ago, and she has been with the company for seven years. When you monitor her phone calls, you find that she always provides accurate information to the customer. However, her customer service skills need improvement; some customers have complained that she has been rude to them. On the phone conversation evaluation sheet you completed after monitoring her calls, you have noted she needs to remember to greet the customer and ask how she can help them, and thank customers for their business. You’ve asked her to meet with you this morning to talk about this.


Zane is your most creative manager. He always has good ideas for new products and he is a creative problem solver as well. Last year the new product line he developed was the company’s best seller. However, he is required to fill out specific paperwork for his employees and to track his budget each month, and he consistently “forgets” or is late turning the paperwork in. You decide to talk with him this afternoon to come up with a solution to this issue.


