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HANDOUT Clarifying Critical Skills 
 

You have 25 minutes for this exercise. 
 
To help team leaders clarify the third element in the Superior 
Coaching Model�critical skills�and prepare themselves to use 
these elements in the workplace. 
 
 
1. Review this exercise as a group and ensure that your group 

understands what tasks it must complete. 
 

2. Assign each group member one of the critical skills.  Some 
skills will be assigned more than once and repeated among 
team members.  Repetition is useful. 
 
These skills are: 
• Attending 
• Inquiring 
• Reflecting 
• Affirming 
• Being disciplined 

 
3. Each person read the relevant description of the core skills 

below and coach the team on the skills assigned.  Limit 
coaching session to three minutes. 

 
 

Time 

Objectives 

Directions 

Attending 
 
The term attending refers to the vocal and non-vocal 
techniques used by coaches to convey active listening.  
Non-vocal behaviors include: 
• Facing the other person. 
• Keeping comfortable eye  contact. 
• Nodding in agreement. 
• Avoiding distracting behaviors such as fidgeting, 

thumbing through papers, and interrupting. 
 
The non-vocal aspects of attending encourage the other 
person to interact easily and to develop the necessary 
information.  Vocal responses such as �Uh huh,� �Yes,� �I 
can see that,� �OK,� etc, communicate to the other person 
that the coach is paying attention. 
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Inquiring takes the following forms: 
 
• Questions 

� So what did you do when you learned the part was on back-
order?� 
 

• Directives 
�Tell me what you did when you learned the part was on back-
order.� 
 

Questions and directives may be closed or open. A closed 
question might be, �Should Jones be included on the team?�  An 
open question might be, �What sort of people do you think we 
should put on the team?�  A closed directive might be, �Tell me 
how long it will be for you to complete the plan.�  An open 
directive might be, �Tell me what you think you must do to 
complete the plan.� 
 

 

 
 
Reflecting is not mirroring or repeating verbatim what the other 
person has said.  It is playing back to the other person what the 
coach believes has been said, and/or communicating the feelings 
that the other person has conveyed.  
 
 
 

  

Inquiring 
 
Another key to superior coaching is to develop sufficient 
information so positive results can be achieved.  Inquiring 
is a set of behaviors that helps develop information. 

Reflecting 
 
Reflecting is a behavior by which coaches communicate 
that they: 
• Are listening. 
• Understand what the other person is saying and/or 

feeling. 
• Have suspended judgment. 
• Want the other person to develop information that is 

important to that person.
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Affirming during a coaching interaction may draw attention to two 
sets of competencies that the other person has demonstrated: 
First, those competencies which the person has demonstrated on 
the job; second, those competencies that the person 
demonstrates during a coaching interaction.  Here are a couple of 
examples: 
 
• Teaching  

�I know it was touch for you to spend so much time learning the 
new SAP system, and I know it hasn�t been easy having these 
sessions with me to help you get up to speed in a hurry.  You 
have really done a fine job.� 
 

• Resolving Problems 
�Thank you for the way you�ve tried to resolve this problem with 
your team.  It has been very helpful to me to understand better 
just what issues you all face.� 

 
 

Affirming 
 
Affirming reinforces the sense of competency in the other 
person and contributes directly to that person�s 
commitment to continuous improvement. 

Being Disciplined 
 
Being discipline means, at the least: 
• Assuming responsibility for one�s own behavior and 

accepting the responsibility for the outcome of a 
coaching interaction.  It is the clearheaded and 
responsible approach which says, �If it didn�t turn out so 
well, I had something to do with it,� and �If it did turn out 
well, I had something to do with it.� 

 
• Understanding and being committed to creating the 

essential characteristics of superior coaching during 
every coaching interaction. 
 

It means understanding and being committed to creating 
the general shape of every superior coaching conversation.
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! Review the Superior Coaching Model 

Discuss as a team how the first three elements�key values, 
essential characteristics, and critical skills�are related to each 
other and to superior coaching. 
 
! Review experience as a team 

Review your experience working as a team in this exercise.  
Bring any questions your team has to the general session. 

Review 


