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This is how coaching usec
to happen...



During our
ride-along, I
\ noticed that ...

meeting, your
body language
told me that...
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This is how coaching
Nappens NOW...



So, how did
the client
meeting go?

Video chatisn't
working. What did




[t's harder to see
observable benhaviors...



Oh, Thavemy 1:1
with Jim in 10
minutes. We agreed
to something last
week..what was it...?

[ wish I remembered
all those great

"oowerful” questions
we reviewed during
that coaching class...




L eaders have a lot on their
plate and it's challenging to
follow up...




Anad here are
some facts...



We love coaching, but...

It's important,
but there’s no time

Organizations, managers, and

employees appear to believe in

coaching’s contribution to their
success

BUT... Managers sheepishly
admit they don't spend
enough time coaching

@D

We like it, but don't
get enough of it

Most managers love to coach,
and most employees like to be
coached

BUT... Only 1 in 2 survey
respondents in North America
and Asia receive coaching (even
fewer in Europe)
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It's impactful, but it's
a “nice to have”

Managers who coach regularly
describe tangible benefits (e.qg.,
increased team productivity)

AND... 2/3 of employees who
receive coaching say it improved
their satisfaction and performance

BUT... It's seen as something in
addition to managers’ daily work



This is what we are hearing
from managers...



/ It's hard to know
what to coach

when I can't see
them in action.

It's hard for me
to find the time to
 coach. It's harder vv|th
\ My global team.




[ have great
conversations on
the fly, but then
don't follow up.

27" 1took a great
¥ class, butit's not
like I carry the
N\ Workbook with me.




S0 what's the fix when
managers have so little time?
-nter Mobile Coaching

Platforms




Coaching via mobile coaching platforms

o) 5%

Many can be deployed Can be semi-synchronous

@ via mobile devices or asynchronous 0O
o8 A

Platforms that facilitate a
coaching relationship or
experience

Can be automated or
moderated



Coaching via a chatbot

Global smart-messaging platforms for intelligent, interactive
chatbot coaches that guide users in conversations that lead to
successtul outcomes. These can be via desktop IM or SMS and
mobile.

Mobile coaching chatbots vield the /fighest levels of user
engagement because relevant, timely, and friendly mobile-
based conversations naturally flow into the daily lives of users.



Coaching via a chatbot

rcS

S Y—
Offer links to Optin and Crowdsource new Serve up polls, Display
videos, articles, and : out, which : contentto serve : quizzes, thought- : leaderboard
other resourcesto : allows greater : back to the group : provoking i functionality to
build on what they : usercontrol : : questions,ohmy! : amp them up

already have

Enables you to use your instructor’s “voice” in this
value-add learning experience



A sample SMS-based chatbot in action...

ol Verizon & wl Verizon F all Verizon
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(251) 220-1453

Hey there. This year's
Customer Forum is all about
exploring four transformative
learning technologies

Which disruptive technology
do you want to learn about? A.
Gamification B. Content
Curation C. Augmented Reality
D. Mobile Coaching Platforms

AR is becoming more
attainable every day for
learning. Get some hands-on
with AR, both in the virtual
Forum and in our meeting
space in NYC!

ODO0O0O .
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(251) 220-1453

We've hidden a few fun AR
"Easter Eggs" in our meeting
area for you to find while in
NYC!

Is there any other technology
you want to learn about?

Hopefully you'll find them all
memorable at the forum!

B: Different curation

approaches can meet a variety
of learning needs. Learn about
these and other considerations
in the virtual Forum experience

D: These platforms extend our
reach within the workflow.
Check out our info on Mobile
Coach & Practice in the virtual
Forum

OPRO0O00O .
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(251) 220-1453

Hey. Only a few people have
introduced themselves using
Practice. We'd like to get to
know you! Introduce yourself in
a quick video

Tap to Load Preview

Hi. Excitement is building for
the 2017 Customer Forum.
Hope your travel day goes well.
Send a selfie of where you're at
now

Sleep tight -- we can’t wait to
see you tomorrow

OR0O00O .




Wanna see an experience created
using a chatbot?

lext CLDemo to (424) 320-0881



Coaching via video coaching platforms

Video coaching platforms mirror the hallmarks of effective
instructor-led learning.

They allow you to scale key components, including realism,

frequent practice, self-reflection, peer and instructor feedback,
and clear criteria for success.

But wait — there is more!



Coaching via video coaching platforms

i~ Drawsyouto storyboard a video coaching experience
Oy O designed for either a desktop or mobile deployment

Enables a real and relevant learner experience where you can:
'@ » Be clear on what you expect learners to practice and perform

* Measure against outcomes (and provide weight to what's more important)
» Provide opportunities for self-assessment, peer-assessment, and reflection

Allows instructors to review and provide
‘ additional coaching and feedback

— Provides a peer-to-peer feedback forum,
8 encouraging a spirit of healthy competition



FREQUENT PRACTICE PEER ASSESSMENT & FEEDBACK

CO

OUR LEARNING
METHODOLOGY

Increase Confidence
and Competence

TARGETED COACHING SELF REFLECTION & MODEL RESPOMNSE




A sample video coachin

il Verizon

£ Back

¢ Back GM Practice Group

Ex 2: Customer Objection - 'l don’t have
time today'
GM Practice Group

Ex 3: Customer Objection - 'l can get it
cheaper online'
GM Practice Group

D 7:02 AM

Prompt

Instructions

Watch the Prompt video in it's entirety.
Then, you'll record your own Joke
video.

Find a nice, quiet space. Make sure we
can see you clearly.

experience

ull Verizon 7:03 AM

€ Back  Your Best Joke - Chris'...

VIEW PROMPT

Your Best Joke
GM Practice Group

OK




A sample video coaching experience

wll Verizon = 7:03 AM ull Verizon & 7:04 AM ull Verizon = 7:05 AM

< Back  Your BestJoke - Chris'... < Back  Your BestJoke - Chris'.. = Self Assessment

A JOR C 8]
Wordplay, or Absurdity

=) VIEW EXERCISE OVERVIEW VIEW EXERCISE OVERVIEW

~ VIEW PROMPT VIEW PROMPT

D RESPOND TO PROMPT RESPOND TO PROMPT Do you plan to re-tell this joke? Why or why not?

Of course
|E| ASSESS YOUR RESPONSE

THIS STAGE DUE 04/14/19 @ 12:00 PM

SUBMIT YOUR RESPONSE

Photo Library

Record Video




A sample video coaching experience

=

wll Verizon & 7:05 AM ull Verizon & 7:07 AM ull Verizon F 7:08 AM

£ Back Your Best Joke - Chris'... k Model Response < Back Results

A,
,"’5

ASSESS YOUR RESPONSE

Assessments Received

About This Model Response
ASSESS 1 PEER Safe, punny, absurd.... Plus, she's on Self Assessment
the verge of laughing at her own joke.
Classic joke!

Self Reflection
OK

Consider what you've learned during this
exercise. What will you stop, start, and continue
doing going forward?

Tell more jokes!

Top 2 Performers

Harry Learner




Coaching via productivity apps

People measure how frequently they exercise, meditate, journal,
and breastfeed. Why? It keeps them accountable and provides a
trend of behaviors that is typically tied to a larger goal.

Coaching using a productivity app is intended to do the same
thing. Track coaching conversations so that a manager can identify
trends, commit to a goal of an engaged workforce, and follow up
to both on-demand and more formal coaching conversations.



Coaching via productivity apps

Gives Supports both Provides
managers tools "‘everyday” [ntegrates with analytics that

outside of the conversations their calendar can inform
classroom or more formal to “nudge” performance
experience 1:1s decisions




ul Verizon F 10:39 AM

The Everyday Coach

Coaching Tip of the Day %
Coaching Gaps
None! All of your coachees have had a

coaching session in the last 15 days.

Follow-ups

4 pending

Weekly Total Sessions

Summary Sessions Coachees Calendar Resources

ull Verizon 9:12 PM
The Everyday Coach
Weekly Total Sessions

4
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Cumulative Stats

385 minutes everyday coaching
sessions completed
sessions per week average
follow-ups completed
follow-up rate
days follow-up average

SR VR s B A

Summary Sessions Coachees Calendar Resources

ductivity apps can deliver

ol Verizon F 10:39 AM

The Everyday Coach

" Log Coaching Session

Follow Up

02/16/2018 - Weekly 1:1

Bryan

Discuss different GP business units
Due on 02/23/2018

02/13/2018 - Talk through account

manager meeting with Russ

Brynne Hamm

Brynne put together Comcast account deck; >
Britney get 2016 and 2017 financials

Due on 02/28/2018

02/20/2018 - Quick connect
Adam

Adam review Devlearn proposal
Due on 03/05/2018

02/16/2018 - Weekly 1:1

dn I-. L EI EI]

Summary Sessions Coachees Calendar Resources




What productivity apps can deliver

ull Verizon &

< Back

Talk through account manager meeting
with Russ

Career

With Brynne on 02/13/2018 for 5 minutes.

Follow Up

Summary

At the beginning of the session, my coachee
appeared inspired. | asked mind-
opening questions during this session and
my coachee did about 50% of the talking.
My coachee had questions for me. | agree
that we worked collaboratively during this
session and | agree that the session was
valuable to my coachee. We committed
to next steps to take following this session.
This session achieved its stated purpose.
At the end of the session my coachee
seemed inspired.

ull Verizon 9:112 PM

The Everyday Coach

@® Add Coachee

Brynne
Account manager, Direct Report
Last Session on 03/19/2018
2 Follow-ups Pending
Next Due on 02/28/2018

Bryan

Direct Report

Last Session on 02/16/2018
All Follow-ups Completed

Alanna
Designer, Indirect Report

Lisa

Designer, Direct Report
Last Session on 03/21/2018
All Follow-ups Completed

IIII L_lj .'-

Summary Sessions Coachees

ull Verizon 9:12 PM

The Everyday Coach

Connect First, Coach Second
The importance of establishing a foundation of
trust before you coach.

Stop the Insanity: Conversations to Help
Performance SOAR

This article introduces an easy acronym to help
leaders have coaching conversations around
performance that have an impact and lead to
accountability on both sides.

5 Ways To Find Mentors And Make Them
Matter

Having a coach or a mentor can be very helpful
to help you gain awareness and skills. This is a
great introduction to finding a mentor to
continue moving forward in your career.

What It Means to Be Coachable And Why
You Should Care

Being coachable will help you seize
opportunities and build on your skills. Do you
know what it means to be coachable?

i I VA

Summary Sessions Coachees Calendar Resources




Delivering the experience

* Augment current learning

» Serve up additional opportunities to learn
 Offer reinforcement post-learning

* Provide learning boosts

» Deliver performance support

« Commit to a coaching culture



Crafting the mobile coaching experience

[ed=

-
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Plan

Determine the desired
outcome

Identify where the
coaching is needed

Assess opportunities
for technology (SMS,
video, app) and select
platforms

Design

Build the project
plan and capability
needs (designer,

moderator, “actors”)

[dentify content and

interaction points

Identify sequence,
cadence, access, &
communications

A
O

Storyboard and
Script
Create the coaching

"story” and flow using

your content

Script the written

connective tissue that

links one activity or
experience to
another

s
I]1%

Test

Identify your test
group (employees/
leaders)

Conduct group and
individual tests of all
features & activities

Modify experiences
and scripting as
needed

:jé} ++
0

Go Live!

Enact your
communication plan

Socialize, socialize,
socialize!

Incorporate
feedback from
participants as soon
as possible and
scale!



Questions to consider

« What devices do your learners and leaders have?

» Do you need to remind, engage, practice, or enable?
(or all of it)

* Do you moderate?
« Self-directed? Cohort?

« What platform would have greatest adoption?

What ELSE? Share your thoughts in the Chat pane.



How mobile coaching platforms are used today...

_eadership Development: Sales: Practice elevator
Reinforce key topics and pitch, position value,
orovide additional resources overcome objections,

Se
.........
......

deliver product knowledge

Onboarding: Provide ™. . Interpersonal Skills: Create
light, over-time contextual opportunities to practice crucial

information delivered on a skills such as negotiation,
specific cadence = conflict resolution, feedback,

delegation, etc.



What great ideas do you have?

Share them in the Chat pane.



When integrating mobile
coaching platforms into your
organization...




&

7 No matter my
i travel schedule
can coach my
team on their sales
conversations!

( Finding time is always \

a challenge, but ‘
getting reminders
\. keeps me honest!




" I'm following up
because I'm

committing to it
and have the tools
to stay on top of it! 4

on my device — quick
videos, checklists,
even answers to my




Thank you to Mobile Coach,
Practice, and GP Strategies for
etting us use their tech as a
backdrop for our conversation
today.
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