Section 3:

N S

Communication Blockers

What are they?

These are responses typically intended to be help-
ful, but which often don't work and can actually
discourage good communications. One of the big-
gest challenges facing the manager/coach, or HR/
EAP coach, is overcoming the tendency to direct
the employee, which often occurs through these
communication blockers. Thomas Gordon (the de-
veloper of Leader Effectiveness Training, 1977) lists
sixteen such responses, which follow below.

Why do it?

Exploring these common communication mistakes
will help make you more conscious of them so you
can avoid them.
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Coach: “So what can you do to work with your
boss so that you don’t get stuck in this way?”

Perceptual Positions

What is it?

A key element of many coaching processes is help-
ing the client take a new perspective. These per-
spectives are actually different perceptual positions
and different ways of thinking. This process is espe-
cially helpful in coaching employees because work
requires cooperative effort and the ability to shift
between all three of the perceptual positions when
appropriate.

There are three perceptual positions:

D Self: When you're writing in “first person,” you
use the pronoun I—“I woke up that morning,
and | went to school.” That's writing from “Self.”
It is also an associated position. In this position,
you're in your body, you're hearing and seeing
things through your own experience, and you
are accessing your own neurology. It's your point
of view, which is, of course, colored by all your
unique beliefs, attitudes, experiences, limita-
tions, and knowledge.

D Other: In this position, you are considering a situ-
ation as if you were the other person—looking at
it through their eyes, adopting their physiology,
personal values, and personal history (as far as
you are informed). The more complete the shift,
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Section 4:
Managing

Coaching Session Overview

Each coaching session is a process in itself, and
the coach can use the “Coach Session Overview”
to manage the steps within a coaching session. It
covers everything from the pre-session preparation
to post-session notes and follow-up. The coach can
use this map to keep on track with the client in each
session.

Gaining Rapport

Rapport can be defined as being “in sync” or “on
the same wavelength” or “in harmony” with another
person. It implies clear understanding and mutual
credibility between two or more people.

The ingredients in rapport were an early discovery
from modeling through NLP. Mirroring or match-
ing certain aspects of a client’s behavior creates
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Step 1:

1dentify
behavior to be
changed. Get
a clear idea
of the present
state.

%‘ \Q SO\EU ti OIZ Step 2:
S e W)

® behgvio.r g{et for y
This will identify the

positive purpose
of the behavior.

Step 6:

Identify any
possible downsides
to employing the
new behaviors.
1f yes, modify the
new behaviors
until they
work.

Step 3:

Gain agreement
to consider new
behaviors
| that will satisfy
\ the positive
purpose.
Step 4:

Help the client
access a creative
state and brainstorm
new behaviors
that will satisfy
the positive
purpose.

Step 5:

Try out the new

behaviors in your

imagination in the

appropriate future
contexts to find out
how they might work.
1f they look good -
gain commitment
to do them.
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IMPROVING THE WAY ORGANIZATIONS RUN

GOAL/QPC is a leading, worldwide provider of
information, tools, and services for organizational
improvement. We are a not-for-profit research,
publishing, and training company dedicated to
helping people achieve performance excellence.

Our best-selling product line, The Memory Jogger™
series, is designed to give everyone in the organization
the tools and methods they need for organizational
improvement. We also provide off-the-shelf training
materials, software, books, DVDs, and training courses
to help you meet your improvement goals.

Visit us online today and learn how people around
the world, in all types of organizations and industries,
use our materials to excel at:
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