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REPORT OVERVIEW

Organizations today are rapidly evolving and as a result, coaching and developing employees is essential for

success.

The information presented is based on responses to an assessment in which the participant was required to select

and rank order different statements.

The results presented here can be considered a snapshot of who that person is today, and the behaviors they are

more or less likely to use on the job.

REPORT CONTENT

This report is designed to help
you coach others regarding their
unique approach to work and
further delineate their
development.

The lists provided can help
provide “real-time” coaching
suggestions.

The format indicates the areas in
which this person’s growth
opportunities require the need for
support, and you are encouraged
to document any actions taken.

Performance Drivers:
Important elements related to performance.

Talking Points:

Themes to guide the conversation regarding improvement.

Action Items:

More specific, execution-oriented suggestions.

Coaching Activity Log:
Area to list the date, action description, and steps taken.

RECOMMENDATIONS

Please consider the following when reviewing this report.

e Youare in a unique position to help this person develop in relation to their existing job duties, as well as
those that may be encountered at the next level.

e You will want to thoughtfully consider the results presented and think through the specifics of how they

apply to this person/role.

e The results reflect what the person indicated about themselves and are accurate to the extent that they
were thoughtful and honest in their responses.
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COACHING CHECKLIST Tracy Hafner / Competency Assessment

To help you provide effective coaching suggestions when opportunities arise, use this
checklist to prioritize feedback and document when you’ve acted to support the
participant.

PRIORITY KEY

DEVELOP REFINE = MAINTAIN

PERFORMANCE DRIVERS

Delivering Service
Focusing on and showing concern for customer needs by providing assistance,
service, and support.

Communicating With Others
Actively communicating with others, verbally or in writing, to explain
information or make presentations, and carefully listening to their viewpoints.

Connecting With Others
Reaching out and connecting with others to build and maintain professional
relationships with colleagues and customers by prioritizing their needs.

Solving Problems
Analyzing information and data, thinking critically, and using abstract thinking
skills for making important decisions.

Making Sales
Communicating features to leads and qualified prospects to secure sales
through top strategies that align with profit goals.

Building Knowledge
Acquiring information, understanding, and skills, and applying learning to new
situations.

Questions? Contact us at (866) 4-DEGARMO or e-mail us at help@degarmo.com
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COACHING RESOURCES Tracy Hafner / Competency Assessment

Think through each talking point relative to the participant’s specific role and share examples of behaviors that underlie success.
Help the participant contextualize and specify the steps they can take to develop in each area.

Delivering Focusing on and showing concern for customer needs by providing assistance,
Service service, and support.

Talking Points

1.

Understand the customer's perspective:
Encourage the employee to listen actively to customer needs, concerns, and feedback, and do their best to
address concerns and provide solutions that meet needs.

Be responsive and timely:
Make sure that your employee responds promptly to inquiries, concerns, and requests, and keep customers
informed about any updates or changes.

Personalize the service:
Encourage your employee to take the time to get to know customers, their needs, and preferences, and tailor
service to meet their individual needs.

Go above and beyond:
Encourage the person to anticipate the customer's needs, provide proactive solutions, and offer additional
value whenever possible.

Action Items

1.

Develop a clear understanding of customer needs:

It's important to understand the specific needs and expectations of your customers. Take the time to gather
feedback and use it to improve your service delivery.

Improve communication:

Effective communication is key to delivering great customer service. Ensure that you are clear and concise in
your communication, listen actively, and respond promptly to customer inquiries.

Build a customer-centric culture:

Develop a culture that puts the customer at the center of everything you do. Encourage your team to prioritize
customer needs and provide the necessary training and resources to support this.

Emphasize quality:

Focus on delivering high-quality service to customers. Ensure that your team has the necessary tools and
resources to deliver on this promise.

Foster a positive work environment:

A positive work environment can go a long way in improving service delivery. Encourage teamwork and
collaboration, recognize and reward exceptional performance, and create a supportive work environment.
Continuously improve:

Customer needs and expectations are always evolving. It's important to regularly review your service delivery
processes and make adjustments as necessary. Regularly gather feedback, analyze customer data, and make
data-driven decisions to improve your service delivery.

Questions? Contact us at (866) 4-DEGARMO or e-mail us at help@degarmo.com
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COACHING RESOURCES Tracy Hafner / Competency Assessment

Think through each talking point relative to the participant’s specific role and share examples of behaviors that underlie success.
Help the participant contextualize and specify the steps they can take to develop in each area.

Communicating Actively communicating with others, verbally or in writing, to explain information or
With Others make presentations, and carefully listening to their viewpoints.

Talking Points

1.

Practice active listening:

Encourage the individual to actively listen to their colleagues and try to understand their perspective by giving
their full attention, asking questions to clarify, and avoiding interrupting or assuming they know what the
other person is going to say.

Use clear and concise language:

Encourage the individual to use plain language, avoid jargon, and be concise in their message.

Choose the right communication method:
Encourage the individual to choose the most appropriate method for the situation and to consider factors like
urgency, complexity, and personal preferences.

Practice assertiveness:

Encourage the individual to practice assertiveness by being clear about their expectations, expressing
themselves confidently and respectfully, and being open to feedback and compromise.

Action Items

1.

Practice active listening:

Listening actively involves paying attention to the speaker, asking clarifying questions, and restating what
you've heard to ensure you've understood correctly.

Be clear and concise:

Ensure your communication is clear, concise, and to the point. Avoid using jargon, technical terms, or
acronyms that others may not understand.

Choose the right medium:

Different forms of communication have their own advantages and disadvantages. Choose the right medium for
the message you're trying to convey, whether it's email, phone, video call, or face-to-face communication.
Build rapport:

Building rapport with your colleagues is important in fostering open and effective communication. You can
build rapport by being empathetic, showing interest in their perspective, and maintaining a positive attitude.
Provide regular feedback:

Feedback is crucial for improving communication. Regular feedback helps others understand how they can
improve their communication skills and also enables you to receive feedback on your own communication
skills.

Be open to feedback:

Being open to feedback from others can help you improve your communication skills. Don't be defensive when
receiving feedback, but rather use it as an opportunity to learn and grow.

Questions? Contact us at (866) 4-DEGARMO or e-mail us at help@degarmo.com
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COACHING RESOURCES Tracy Hafner / Competency Assessment

Think through each talking point relative to the participant’s specific role and share examples of behaviors that underlie success.
Help the participant contextualize and specify the steps they can take to develop in each area.

Connecting Reaching out and connecting with others to build and maintain professional
With Others relationships with colleagues and customers by prioritizing their needs.

Talking Points

1.

Active Listening:

Encourage the individual to practice active listening by fully concentrating on what the other person is saying,
asking questions, and showing empathy to build stronger relationships and promote better understanding and
collaboration.

Building Rapport:
Help the individual understand the importance of building rapport and developing positive relationships with
colleagues by making small talk, showing genuine interest in others, and finding common ground.

Communication:

Encourage the individual to be clear, concise, and articulate when communicating with colleagues by
expressing their thoughts and ideas effectively and avoid misunderstandings.

Emotional Intelligence:

Help the individual develop their emotional intelligence, which can help them connect with others at work by
understanding their own emotions, recognizing the emotions of others, and responding appropriately.

Action Items

1.

Build relationships:

Take the time to build relationships with coworkers, clients, and stakeholders. Get to know them as individuals
and show genuine interest in their perspectives and experiences.

Listen actively:

Listen actively and attentively when communicating with others. This shows that you respect their ideas and
are interested in their thoughts and opinions.

Communicate clearly:

Use clear and concise language when communicating with others. Avoid using jargon or technical language
that may not be familiar to everyone.

Be empathetic:

Put yourself in the shoes of others and try to understand their point of view. This helps to build trust and
fosters open and honest communication.

Collaborate:

Work collaboratively with others to achieve common goals. This helps to build a sense of shared purpose and
fosters a positive working environment.

Follow up:

Follow up with others after a conversation or meeting to ensure that everyone is on the same page. This helps
to ensure that everyone is working towards the same objectives and that there is a clear understanding of
what needs to be done.

Questions? Contact us at (866) 4-DEGARMO or e-mail us at help@degarmo.com
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COACHING RESOURCES Tracy Hafner / Competency Assessment

Think through each talking point relative to the participant’s specific role and share examples of behaviors that underlie success.
Help the participant contextualize and specify the steps they can take to develop in each area.

Solving Analyzing information and data, thinking critically, and using abstract thinking skills
Problems for making important decisions.

Talking Points

1.

Define the problem clearly:
Encourage the person you're coaching to take a step back and ask questions to ensure they fully understand
the problem at hand to help them avoid jumping to conclusions or making assumptions.

Brainstorm solutions:
Encourage the person you're coaching to come up with as many possible solutions as they can, without
worrying about how feasible they are at this stage.

Evaluate the solutions:
Help the person you're coaching to weigh the pros and cons of each option and determine which solution is
most likely to achieve the desired outcome.

Implement and evaluate:
Encourage the person you're coaching to keep track of their progress and evaluate whether the solution is
achieving the desired outcome.

Action Items

1.

Identify the problem:

Clearly define the problem you are trying to solve. Use brainstorming techniques such as mind mapping to
identify the various aspects of the problem.

Gather information:

Collect as much information as possible about the problem. This can include data, statistics, research, and
input from other team members.

Analyze the information:

Once you have all the necessary information, analyze it carefully to gain a better understanding of the
problem. Use techniques such as SWOT analysis, root cause analysis, and process mapping to break down the
problem and identify potential solutions.

Generate potential solutions:

Using the information and analysis gathered, generate a list of potential solutions. Use brainstorming and
mind mapping techniques to generate as many options as possible.

Evaluate the solutions:

Evaluate each potential solution in terms of its feasibility, cost-effectiveness, and potential impact. Use
techniques such as decision matrices or cost-benefit analysis to objectively evaluate each option.

Implement and monitor the solution:

Once a solution is chosen, implement it and monitor its effectiveness. Keep track of any issues that arise and
be prepared to adjust the solution if necessary.

Questions? Contact us at (866) 4-DEGARMO or e-mail us at help@degarmo.com
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COACHING RESOURCES Tracy Hafner / Competency Assessment

Think through each talking point relative to the participant’s specific role and share examples of behaviors that underlie success.
Help the participant contextualize and specify the steps they can take to develop in each area.

Making Sales Communicating features to leads and qualified prospects to secure sales through top
strategies that align with profit goals.

Talking Points

1.

Research your target audience:

Encourage your salesperson to research the needs and preferences of their target audience, such as the
industry they work in and their specific pain points to tailor their sales pitch and approach to better resonate
with their potential customers.

Be a problem solver:

Encourage your salesperson to understand the needs of their potential customers and position their product
or service as a solution to their problems to build trust with potential customers and increase the likelihood of
making a sale.

Build relationships:

Encourage your salesperson to establish rapport with their potential customers, listen to their concerns, and
communicate effectively to create a positive impression.

Follow up:
Encourage your salesperson to stay in touch with their potential customers, providing any additional
information they need and addressing any concerns or questions.

Action Items

1.

Build rapport with clients:

Create a positive and engaging relationship with clients. Listen carefully to their needs and concerns, and
establish trust and credibility by being authentic and transparent.

Focus on benefits, not just features:

Instead of simply listing the features of your product or service, highlight the benefits it can bring to the
client's business or personal life. This will help them see the value of your offer and how it can solve their
problems.

Understand your client's industry:

Learn about your client's industry, including the challenges and trends they are facing. This will enable you to
tailor your pitch to their unique needs and challenges, and offer insights that demonstrate your expertise.
Overcome objections:

Be prepared to address common objections and concerns that clients may have. Anticipate potential questions
or objections, and have ready responses that address their concerns and provide reassurance.

Follow up consistently:

Stay in touch with your clients after a sale, and provide ongoing support and follow-up to ensure that they are
satisfied with your product or service. This will build trust and encourage repeat business.

Continuously improve:

Look for ways to improve your sales skills, and seek out feedback from clients and colleagues. Attend training
or conferences, read books or articles on sales, and network with other sales professionals to learn new
strategies and techniques.

Questions? Contact us at (866) 4-DEGARMO or e-mail us at help@degarmo.com
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COACHING RESOURCES Tracy Hafner / Competency Assessment

Think through each talking point relative to the participant’s specific role and share examples of behaviors that underlie success.
Help the participant contextualize and specify the steps they can take to develop in each area.

Building Acquiring information, understanding, and skills, and applying learning to new
Knowledge situations.

Talking Points

1.

Set learning goals:

Encourage the person to set specific learning goals that are aligned with their career aspirations and the needs
of the organization to help them focus their efforts and stay motivated.

Create a learning plan:

Work with the person to create a learning plan that includes a mix of formal training, on-the-job learning, and
self-directed learning activities.

Seek feedback:

Encourage the person to seek feedback from their manager, peers, and mentors on their progress and areas
for improvement and help them identify gaps in their knowledge and skills, and adjust their learning plan
accordingly.

Share knowledge:

Encourage the person to share their knowledge and expertise with others in the organization to help them
solidify their own understanding and build their reputation as a subject matter expert and potentially open up
new career opportunities.

Action Items

1.

Identify learning opportunities:

Stay aware of the latest trends, techniques, and industry standards by identifying various learning
opportunities. This can include attending conferences, seminars, and training sessions. Make sure you stay
updated with the latest tools, technologies and techniques to improve your skillset.

Read widely:

Read books, blogs, and articles on topics related to your work. This can help you gain a better understanding of
your field, as well as provide new perspectives that you can use to solve problems.

Find a mentor:

Identify a mentor who is experienced and knowledgeable in your field, and ask for their guidance. This person
can provide valuable advice and insight, help you identify areas for improvement, and offer suggestions for
how to build your knowledge.

Ask questions:

Don't be afraid to ask questions. Reach out to your colleagues or other experts in your field and ask for their
input on a particular issue or problem. This can help you gain a deeper understanding of the topic and improve
your knowledge.

Collaborate with others:

Work on projects with people from other teams or departments. This can help you learn from others, share
ideas, and gain new knowledge.

Experiment:

Don't be afraid to try new things. Experiment with new tools, technologies, and techniques. This can help you
gain new insights and build your knowledge in a more practical way.

Questions? Contact us at (866) 4-DEGARMO or e-mail us at help@degarmo.com
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COACHING ACTIVITY LOG Tracy Hafner / Competency Assessment

Use the form below to document the action you’ve taken to provide coaching feedback to the participant.

DATE COACHING ACTION DESCRIPTION / STEP TAKEN
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