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Marking Criteria:
 We expect the learners to write minimum one well expressed point in three lines against each allocated mark. This means one needs to write 15 lines with 5 well expressed points to get high grades for a 5 marks question.
For high grades use examples and illustrations where appropriate. 
	Q:1:
1. The four steps of coaching models are as follows:
· first, ascertain “where” the student currently is; for example what level are they performing at, what stage of their development are they in, and what position are they in within their organisation. Then ask the student where they want to be; what are their goals regarding the same categories (performance, development, position)?
· Second, discuss the various options that are available to the student from this point, what do they need to advance? It could be more training, the development of a specific skill or the completion of a specific task for example.
· Third, decide with the student upon which of these steps they are going to take. These can of course be broken down into smaller steps.
· Finally, give feedback on what was done well, what needs improving still, and how the student can do better next time. Then question the student on their performance in order to prompt self-reflection.
· Steps 3 and 4 can be repeated multiple times with the same student.

2. The act of providing students with feedback is important for a number of reasons. On a basic level, continued and regular feedback from the coach will make students feel that the coach is really in touch with the issues of the student and is carefully monitoring their progress which will help to motivate them to perform as well as make them feel like the coach/manager/boss as an individual and also their employer as an organisation cares about and is committed to their development. When made specific with examples, demonstrations and detailed explanations, proper feedback should provide employees with the information they need to identify both productive and dysfunctional behaviours and assess how well the coaching process up until now is working. By isolating specific moments where dysfunctional or unhelpful behaviour is occurring, the act of providing feedback can also work to shed light the root causes of these problems. This in turn can help to facilitate discussion with the coach, co-workers and one’s boss as well as begin the process of the creation of a development plan for the student.
3. A balanced feedback session is one which contains as equal a measure as possible of constructive criticism and praise. This is in order to prevent to the trainee from feeling attacked or as if they are not doing anything right by avoiding only showing them the negatives i.e. what they are currently doing wrong. To achieve this the coach can start feedback sessions with positive comments about the trainee’s recent work/performance. To aid this process the coach can come prepared with positives before the meeting, and try to keep their constructive criticisms focused, concise and to the point in order to avoid dwelling on negatives. Sincere and specific feedback is usually taken on board by students even if it is negative in nature, so try to come prepared with specific scenarios and examples and be honest but not hurtful or overly blunt with your students.

4. Constructive feedback should be: 
1. Given in private - negative comments in front of one’s peers can very often lead to embarrassment and frustration. Always hold formal feedback meetings in private.
2. Balanced - (as described in question 3). Always try to start with the positives before moving on to criticisms.
3. Relevant - only those things which are related to the employee’s job and also under the employee’s direct control should be brought up during feedback sessions.
4. Specific - try to avoid general statements, use examples to highlight what you are saying and always provide context when criticising. “You appear to be unmotivated” is a lot less helpful than “you arrived late to our last 3 meetings”.
5. Documented - always base your feedback on hard facts and evidence which you have been able to verify yourself rather than what someone else has told you for example.
6. Personal - feedback should always aim to be specific to the individual rather than the team as a whole. Highlight unsatisfactory behaviours and explain why it is so you. Base your feedback on the actions of the individual and focus on behaviour, never make personal attacks on the individual.

Q:2:
when an employee refuses to admit their behaviour was wrong:
The solution to this problem will of course vary from situation to situation, but before any real coaching can take place it is vital that employee and coach agree on the matter of what is expected of the employee in order to decide on a strategy to move forwards. The first step should be to specify the behaviour in question, give specific examples of the behaviour in context and explain why it was problematic, citing the effect that it has on performance, co-workers, etc. You should also clarify what it is that should be expected from the individual in this situation, and once again explain in detail why this is. During this process it is important that the coach focuses on the behaviour itself rather than individual in order to avoid making the feedback appear as a judgement of character: focus on what you have observed and do not make general statements. If the employee still does not agree that their behaviour in this scenario was unproductive the coach may have to take further steps in order to convince them such as having a co-worker or teammate describe the impact that this behaviour is having on them, or alternatively if the behaviour has consequences which are not immediately visible, try to find examples of the negative effects that the behaviour might have in the future from personal experience or even from someone else who has been through something similar. While stubbornness in recognising unproductive behaviour can be extremely frustrating for the coach, it’s important not to let this show in your tone of voice or your manner of speaking, as a discussion which escalates into an argument should be avoided at all costs, remember that it isn’t, or at least shouldn’t be, a case of you against them, but rather both of you together against the problem. With this in mind, make sure to understand the individual and all of their potential reasoning behind acting in this way. Having an understanding of the individual as a person can greatly help in this regard and often a personal conversation about someone’s history can bring very important factors to light. It is crucial that the employee feels like they are being listened to and engaging in an open conversation rather than being scolded and having their opinion quashed. Always be open-minded to the idea that the way you would like things to be done may not in fact be the best way of doing them, or that certain unproductive behaviours may just be the employee compensating for factors beyond their control.
When an employee agrees with what you say that you feel they are not really committed to change:
Change can be a daunting prospect, especially when the first step of committing to change involves admitting that you have been wrong in the past. The coach can make their sessions more productive by breaking down this process into easy steps and easing the employee into it. One way the coach can do this is by sitting down with the employee and asking them to write a list of all of the things which they believe are currently holding them back, and then outlining what steps they can take to overcome these barriers. Not only will this provide them with small, achievable goals but it will also make the process seem like the employee’s idea rather than something which they are simply being told to do. Bad habits can be deeply entrenched and take a lot of effort to break down so the employee is likely to benefit from increased support, encouragement and guidance during this time.
The individual refuses to accept responsibility. They blame you for not providing enough support and others for not doing their jobs properly.
When situations like this occur the coach must be sure to react quickly and effectively, as feelings of discontent with one’s team/co-workers if left alone can quickly poison a positive working environment and damage personal relationships. The coach should arrange a meeting with the employee as soon as possible and ascertain what exactly it is that they feel is currently lacking in their working environment as well as their interaction with you, ask them if you’re coaching style/approach is currently working for them, and if not find out how they would like to be coached in future. Sometimes specific individuals require very different approaches, and very often individuals who see faults in others simply need to be challenged more. The coach should also arrange a team meeting with all parties involved so that everyone can air out their grievances and explain their point of view to each other. The team as a whole should try to find out where it is that something has gone wrong, what could have been done better, and whose responsibility it should be in the future as well as everyone’s role in similar situations should they occur again in the future. This way there can be no uncertainty as to who is/was responsible, and the team can arrive at a consensus for establishing future responsibility.
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