One on One
•
•
•
•
•
•
•

What is a 1x1?
How often?
Schedule
Who gets them?
Who does the talking?
Why important?
Balance of qualitative and quantitative analysis

Coaching Basics apply to the 1x1
• “Praise in public, correct in private”
• Be proactive, not reactive
• Be present when coaching your
people
• You can’t manage from a desk –
take to the floor
• When done properly, coaching is
like sales
• Lead by example

Framework for coaching
in a 1x1
Following these 6 principles will result in
positive coaching outcomes in your 1x1 interactions
1. Observe them in action
2. Don’t coach by the numbers (only)

3.
4.
5.
6.

a) Observation
b) Call Monitoring
c) Metrics

Ask, don’t tell
Positive first, opportunity second
Recap Takeaways, actionable items
Follow up

1. Observe them in action

I’m the

King

• People can’t self-diagnose
• People have a difficult time
being objective when they are in
the moment
• Your observations may differ
from people’s perception of
themselves
• Perception vs. reality – your job
is to bridge that gap

of
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2. Feedback - more than just metrics
• Provide feedback based on

o Observation on the floor
o Monitored call(s)
o Performance & Activity metrics

• Keep it succinct and focused
– People can only focus on three things at once
• Look for coaching opportunities in all your interactions,
not just 1x1’s.
• Immediate feedback on the sales floor while observing is
considered the Gold Standard of effective coaching.

3. Ask, don’t tell
Socratic Method – “a form of inquiry
and discussion between individuals,
based on asking and answering
questions to stimulate critical
thinking and to illuminate ideas.”

• Use open ended questions
• Help them find the answer, instead of giving it to them.
• Just like sales, it is more powerful when they say it.

4. Positives first,
Opportunities
second
•
•
•
•

Boost confidence with a compliment
Create a positive working environment
Starting with negative erects a wall of defensiveness
Utilizing ‘opportunities’ demonstrates there is a
chance for improvement
– “Tell me what you could have done better.”
– “What could you have done differently?”

• Role Play to make sure there is a good understanding
“OK, what would that sound like? “

5. Recap Takeaways
• Ask them what the takeaways are…
and wait for an answer
• Confirm -- or redirect -- based on what
was covered in the meeting
• Crystalizes the most important aspects
• Ensures they take ownership and
accountability
• Coach to the point of an actionable item
-- You are not telling them what to do.

6. Follow Up (Evaluate)
• Prove proficiency – Did they absorb – and take action –
on the opportunities?
• Gauges whether or not your coaching
was effective
• Trust -- but verify
• Hold your people accountable
• People may not absorb info
the first time
• Telling people to do something – and simply expecting it to be
done – is not coaching

