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Overview
Financial Stability and Career Services is an innovative program where our team of Financial Coaches partner with our participants to better their financial situations—over the long term. 
Our program's mission is to improve the quality of life for individuals and families by incorporating integrated services- financial coaching and education along with budget management and income supports. We are Financial Coaches; we offer a relaxed and non-judgmental environment where participants can open up about their situations, no matter what financial position they are in.  
We treat the people we coach as naturally creative, resourceful, and whole, and we make sure we level the playing field from the first encounter.  We are tasked with empowering our friends and neighbors to elicit the skills and creativity that they already possess, while simultaneously building them up through education, training, and responsible coaching. For a participant, this involves:
· Setting goals that are specific, measurable, attainable, realistic and time-bound
· Seeking out jobs with livable wages
· Decreasing expenses and learning about healthy spending habits
· Accessing income supports such as benefits, food, and financial tools
· Support and motivation to do all of the above

The Coach and participant form a partnership, and the outcomes are fluid and based on the goals of the person involved.  We act as conduits for resources and opportunities, and serve as collaborators to the participant for as long as needed to obtain financial stability. We pride ourselves on being able to work with all types of participants from all backgrounds, both low and median income levels.  
We are less focused with outputs, and more involved with outcomes. We concentrate on multiple financial data points that are direct measures of self-sustainability.   We realize that real growth and behavioral change doesn’t occur in a short amount of time, but only after a trusting and long-term relationship is established, and healthy habits become routine.  


Introduction
J. Michael Collins, a professor at the University of Wisconsin-Madison, describes financial coaching as a shift toward engaging people in becoming more active managers in their financial lives. It is not about teaching specific personal finance content, but rather helping people to form goals, take actions, and follow through with the behaviors in which they categorize as important. Coaching is not the enforcement of a rule or method. However, coaching methods do share common processes that engage people in developing patterns of healthy behaviors.
Financial Coaching applies techniques from positive psychology, a branch of psychology focused on improving life experiences. Coaching techniques have been used in all careers and professions and are often key aspects of mentoring and motivational roles.   Non-profit programs have been applying coaching techniques to financial capability programs under the assumption that the real change is only going to occur when the participant is in control and ready to change their situations.  
What is your role?
[bookmark: eReturn]As a Financial Coach, you are expected to have knowledge on a wide array of financial topics, but do not take this on as an unmanageable challenge.  As you continue to coach more and develop your skills, you will become more aware of all of our participants situations and obstacles, and the varying solutions and strategies associated with each.  The goal of your position is to help families become economically self-sufficient through coaching, not case management.
The Coach is responsible for working with participants in 1-1 sessions.  Coaches demonstrate professional boundaries without offering financial advice. 
No matter how a person finds his/her way into our organization, it is your responsibility to provide clear and consistent service.  Ideally, each Coach on our team would provide equal service in regards to delivery, rapport, and documentation of the visit.  But because we all have varying approaches, we must task each Coach to use the guidelines listed in this handbook.  In this way, we will ensure that you are coaching effectively and are providing the participant the environment and framework needed for making lasting changes in their lives. 
You will occasionally encounter areas that you are not confident in, but do not worry.  This relationship is a journey, and you are both in it together. There is nothing wrong with admitting you do not have the answers to specific questions they may present. Remember, they have their own answers- you’re tasked with challenging them to find them. 
It is the Coach’s duty to guide this participant driven process by engaging the person in active listening and powerful questions. The Coach empowers each participant to be the expert on his/her specific need, goal, and choice, and to set reasonable goals and timelines.  The Coach must respect the person’s decisions and goals and stay true to the unique and individualized plans that they create. Although they are the one who creates the milestones, it is the Coach who establishes the framework for accountability as the steps towards the goals are carried out. 
[bookmark: eReturn2]



What are we measuring?
We are responsible for collecting baseline data for:
· Monthly Net Income
· To include all income sources and all expenses
· Total amount of savings
· Estimated value of assets
· Credit Score
· Amount of Debt
· Financial Capability Scale

At minimum, these data points should be reviewed at the initial session and the 30, 90, and 180 day anniversaries or whenever the follow up sessions may be.  Each coaching relationship is unique, so communication and follow-ups may occur more frequently. 
Prior to the coaching session
Ideally, you as the Coach would have had time to prepare any material and questions ahead of time.  For scheduling initial coaching sessions, it is wise to gather as much information as possible without getting into coaching.  This may be done over the phone, in-person, or through emails. You should find out information so you can gauge what needs to happen to establish a solid alliance with this person.  It would be best to know the who, what, when, where, and why- all before the initial session. 
Mary paid off a predatory loan in the amount of $1,200 through our mini loan program. Her payment went from $400 per month to $102 per month. She has made 3 on time payments but has now missed a payment. I called Mary and she told me she has extra expenses this month.  I scheduled a home visit with her for 3/24 at 7pm. 
Prior to the initial coaching session, the Coach should make an outline of the issues and discussion points; this will help bring the session back on track in case it gets off topic. The participant will often be looking for advice, guidance, and ideas, so it is pivotal that you do your homework and plan prior to the session. For example, this could include:
· Familiarizing yourself with their work history and projected career field
· Researching housing options for the participant
· Researching job skill training options or community college programs relative to their goals
When the Coach comes into the coaching session with a decent understanding of relevant topics, the conversation and dialogue will be much more smooth and consistent. 

The Initial Coaching Session
The initial coaching session can be labeled the “Discovery Session.”  This session establishes the professional tone for the Coaching relationship and is crucial to all consecutive communication. The most important aspect of the Discovery Session is to create relationship and rapport with the person and to design the alliance.  
It is important to remember that during the first coaching session, the time belongs to the participant.  Aside from the mandatory forms and data you must acquire, they should be leading the discussion. With this being said, it is crucial that you don’t allow the session turn into a speech, where the participant is simply talking at you, where they are telling you what they have told countless others about their struggles.  It is imperative that you incorporate powerful questions that may enable the participant to think differently about their situation.  Powerful questions are intended to stimulate reflection of their past and the related behaviors, and they may invoke new thoughts and ideas. We will discuss more about those later in the handbook.
Beginning the dialogue 
I often begin the session with an open inquiry: 
How are you doing today? Please tell me a little bit about yourself. 
This opens it up and helps you gauge the level of interaction that the participant is going to initially provide. I provide about 5-10 minutes just to get the conversation started.  It is not necessary to rush into this relationship- we distinguish ourselves from other organizations in that we are privileged to be there with the participant, and to create trust, you have to get to know them.
It is your duty as a Coach to slow things down. You may have blocked out 1-2 hours for this session, and neither party should try to rush through this experience. We use the phrase “dance in the moment.”  In the coaching relationship, every single experience is an opportunity to co-create, to grow, to evolve.  When you dance in the moment, life becomes an adventure because each party involved is open to the full range of human experience.  
Periods of silence are a natural part of the coaching relationship and neither party should rush to fill the quiet during discussion and reflection. Often we are concerned that we will be caught unprepared or without the answers.  But when you allow yourself and your neighbor to dance in the moment, new thought processes may arise.
[bookmark: oReturn]If you are new to coaching and need a road map, you can use the GROW Model of Coaching to help guide the coaching session.  This provides a good framework to base your coaching sessions upon.  Our coaches often bring a copy with these to the session to ensure they stay on track and to remind them of the different elements. 
Building a co-active relationship
[bookmark: mReturn]It is important that you build rapport with the person you coach.  Rapport is a close and harmonious relationship in which people understand each other’s feelings or ideas and communicate well.  Think of rapport as where you can speak free and openly with your participant and the conversation isn’t one sided. 
Rapport can be built through active listening.  Active listening is not just listening and retaining the words that are being said, but more about understanding the complete message that is being sent. To be a fully engaged active listener, you have to reflect on your own communication styles. If you have difficulty learning through auditory means, it may be necessary to clearly restate your interpretations of the situation, using specific questions to ensure you are capturing their meaning. 
A key aspect of coaching is ensuring that the participant is the one driving the process.  A Coach needs to get the person’s input on how to resolve financial or employment issues.  Do not impose a solution or goal, but guide them as necessary to healthy tactics or methods to better their situations. Furthermore, inquire about the specific steps.  It may seem silly to ask about the first step to opening a savings account, but having the participant say the steps aloud will positively impact the learning process. 
You should imagine the coaching relationship as a triangle, where you and the participant are on separate sides, both driving forward to the peak at the top.  You and the participant share equal power in the relationship, and you both give power to it. 

The Coaching Relationship







                           
Coach
Client


	Gives objective assessment and observations
	Creates the coaching agenda

	Practices deep listening to fully understand the individuals’ circumstances
	Identifies meaningful goals

	Acts as a sounding board, supports possibilities and decision making
	Assumes full responsibility for decisions and actions

	Fosters shifts in thinking to reveal fresh perspectives
	Takes courageous action in alignment with personal goals and aspirations

	Maintains professional boundaries and adheres to ethical standards
	Utilizes the tools, concepts, and principles provided by the coach




Who owns the coaching session?
It is important that the participant take responsibility for the coaching relationship right from the beginning.  You need to make sure your agreements are clear and that the participant has ownership for the relationship. Remember that you are a professional; do whatever is needed to create an environment of professionalism with clear expectations.
Some of the people you encounter may be seeking better employment, and you may be aware of that before you walk through the door.  SVdP and the mini loan program is different than other social service agencies, and their programs.  The participant’s goal may be to get a “different job”.  There is much more to it than that!  What is behind the need for a different job?  Where does the passion lie?  What are their core values?  It is your responsibility to find this out, and always remember, if you don’t ask, they may not tell.  
How many times in the past year has someone sat with you, where they have given you their 100% undivided attention, without an agenda, while positively challenging you like no one else has?  Put that into perspective, and imagine the value that a participant could get from that. 

Powerful Questions
One of the key skills to being an effective Coach is learning how to ask the right questions. When timed correctly, powerful questions put a halt to evasion and confusion.  By asking the powerful question, the Coach invites the person to clarity, action, and discovery at a whole new level.  These are generally open ended questions that create greater possibility for expanded learning and a fresh perspective. 
Well timed powerful questions cause people to think on their own.  We believe our participants to be intelligent and well-informed people and that they are the ones with the answers to their situations. The Coach should not steer them to a solution, but use powerful questions to spur new thoughts that the participant may not have come up with yet. 
Asking the right coaching questions gives someone who’s busy and competent the space in which to step back and examine themselves. The function of a coaching question is not to demonstrate a coach’s supreme creativity or outstanding intelligence, but to really help the participant focus on their issues with a creative perspective. When a person cannot easily find answers or solutions, it is wasted time to search in the same way in which they have done before. It is useful however, to help them reconfigure or reboot their way of defining the issue, of considering the problem, or of visioning an ambition. (metasysteme-coaching.edu)
[bookmark: pReturn]Please refer to this list of powerful questions developed by Co-Active Coaching Institute. 
The Monthly Budget
[bookmark: gReturn]The Monthly Budget is a pivotal piece in the coaching session. This is a required form and is necessary on the initial visit.  The budget is to be updated throughout the relationship with the participant when changes to incomes and expenses arise.  You should utilize your active listening skills, because you will likely observe the income and spending habits of the person when they are telling you their story through the session.  When it comes the time to complete the budget, treat it like a game, where you are trying to get the most accurate snapshot of a participant’s financial situation, without actually going line-by-line on their bank statement.
It is recommended that you fill this out with the person.  If you task him/her to fill these out alone, it may detract from the co-active relationship or allow them to underestimate their spending behavior. Initially, you will not likely know the exact spending amounts, but getting the participant to present their best estimate and then going from there is a great start.
All things considered, individuals typically are not open to telling a stranger about their finances.  That’s why it’s important to ease into the financial capturing process. Don’t pressure the participant into releasing their income and expenses until they are fully aware of our program and the intentions behind it.  We are here to help people tap into their natural God-given talents and abilities, and capturing accurate financial data at the beginning and end of the relationship, as well as throughout the relationship, is a non-subjective way to measure a participant’s progress.  


Goals Sheet / Action Plan
[bookmark: hReturn][bookmark: iReturn][bookmark: kRETURN]Just like the Spending Plan, another required step in the process is filling out the Goals Sheet and Action Plan. Working together, the person needs to establish a realistic and attainable goal, and those goals need to have identifiable actions steps. We often use the SMART Goals platform, as it leaves little to chance in terms of the specifics of the goal.  Use the SMART method so the participant reduces ambiguity and obstacles to envisioning the goal and actually taking the first step.  
It is imperative that the participant writes his/her goals down on their own.  With this being said, the Coach and participant will have discussed in detail many specifics and methods behind building SMART goals.  When it comes time in the session to discuss their goals, you have to be exceptionally curious.  
An important part of the Coach and participant relationship is how to manage the work load outside of the coaching sessions.  The vast majority of the action steps are to be completed by the participant.  Remember, the outcomes and changes occur in between sessions without the presence of the Coach.  There are some action items that are well-suited for Coaches. These include leveraging partnerships between employers/organizations to find opportunities, researching items that may be completely foreign to the participant, or researching topics that would benefit the Coach’s knowledge base and future coaching relationships.  
[bookmark: nReturn]One of the hardest aspects of our jobs is how to keep our participants accountable. Often times, Coaches find it difficult to keep them actively engaged in between coaching sessions. This is because people tend to get caught up in hectic flow of their lives, while allowing their financial goals to sit idle.  Over time, you will develop your own methods for keeping people accountable.   Here are some tips to keep your participants engaged. 
Documenting the Coaching Session
You should keep clear and consistent notes on the relationship.  At minimum, we maintain contact with our participants for the life of their mini loan especially if they begin to show difficulty in making payments.  During this span, if possible, follow up visits should be made each time they miss a loan payment or are late    For those who seem to be doing just fine and are making monthly on time payments, a “check in” call every 90 days seems appropriate.  For some participants whose goal was to find different employment, these follow-up calls may just be checking in to review any changes to their new job or wages.  More in-depth coaching relationships may yield much more frequent coaching sessions where on-going goals are touched upon. 
Keeping detailed and accurate notes is not only a good way to keep you organized and engaged with the participant, but it’s also a requirement for oversite from your management and funders. For each initial coaching session, your case notes should include the following:
1. How the person was referred to you
2. Why the they initially came in
3. Summary of the participant. To include:
a. Work history
b. Support network
c. Barriers the participant may have
d. Attitude of the person


For follow-up coaching sessions, your notes should include at minimum:
1. Was session scheduled or spur-of-the-moment
2. What was discussed:
a. Were action steps completed?
b. Changes in data?
c. New discoveries?
3. Arrangements for the next meeting
As a Coach, you need to document every instance where you communicate with your participant.  Additionally, each interaction needs to be annotated whether it was by phone, email, or in-person, as well as how long each interaction lasted.   This is part of being a good steward of your time and is also required procedure for many social service agencies where funders may audit your work.  
Conclusion
Financial coaching is still a young phenomenon and many aspects are still undefined. The intensity of coaching, how long a relationship lasts, and the extent of supports provided to participants can vary dramatically from a few sessions in a short period to many sessions over several months or even years. 
Whether the relationships are short or long in duration, financial coaching is focused on positive language, forward thinking, and long term behavioral change. Be fully present and remember to take each success as it comes, and to celebrate together along the way. 
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Anticipation
What is possible?
What if it works out exactly as
you want it to?
What is the dream?
What is exciting to you about
this?
What is the urge? What does
your intuition tell you?
Assessment
What do you make of it?
What do you think is best?
How does it look to you?
How do you feel about it?
What resonates for you?
Clarification
What do you mean?
What does it feel like?
What is the part that is not yet
clear?
Can you say more?
What do you want?
Elaboration
Can you tell me more?
What else?
What other ideas/thoughts/
feelings do you have about it?

Evaluation
What is the opportunity here?
What is the challenge?
How does this fit with your
plans/way of life/values?
What do you think that means?
What is your assessment?
Example
What is an example?
For instance?
Like what?
Such as?
What would it look like?
Exploration
What is here that you want to
explore?
What part of the situation have
you not yet explored?
What other angles can you
think of?
What is just one more
possibility?
What are your other options?

For Instance
If you could do it over again,
what would you do
differently?
If it had been you, what would
you have done?
How else could a person
handle this?
If you could do anything you
wanted, what would you do?
Fun as Perspective
What does fun mean to you?
What was humorous about
the situation?
How can you make this more
fun?
How do you want it to be?
If you were to teach people
how to have fun, what would
you say?
History
What caused it?
What led up to it?
What have you tried so far?
What do you make of it all?






continued >>
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Implementation
What is the action plan?
What will you have to do to get
the job done?
What support do you need to
accomplish it?
What will you do?
When will you do it?
Integration
What will you take away from
this?
How do you explain this to
yourself?
What was the lesson?
How can you make sure you
remember what you have
learned?
How would you pull all this
together?
Learning
If your life depended on taking
action, what would you do?
If you had free choice in the
matter, what would you do?
If the same thing came up again,
what would you do?
If we could wipe the slate clean,
what would you do?
If you had it to do over again,
what would you do?
Options
What are the possibilities?
If you had your choice, what
would you do?
What are possible solutions?
What will happen if you do, and
what will happen if you don’t?
What options can you create?
Outcomes
What do you want?





If you got it, what would you
have?
How will you know you have
reached it?
What would it look like?
Perspective
When you are ninety-five years
old, what will you want to say
about your life?
What will you think about this
five years from now?
How does this relate to your life
purpose?
In the bigger scheme of things,
how important is this?
So what?
Planning
What do you plan to do about it?
What is your game plan?
What kind of plan do you need to
create?
How do you suppose you could
improve the situation?
Now what?
Predictions
How do you suppose it will all
work out?
What will that get you?
Where will this lead?
What are the chances of
success?
What is your prediction?
Resources
What resources do you need to
help you decide?
What do you know about it now?
How do you suppose you can
find out more about it?
What kind of picture do you have
right now?






What resources are available
to you?
Starting the Session
What’s occurred since we last
spoke?
What would you like to talk
about?
What’s new/the latest/the
update?
How was your week?
Where are you right now?
Substance
What seems to be the
trouble?
What seems to be the main
obstacle?
What is stopping you?
What concerns you the most
about . . . 	?
What do you want?
Summary
What is your conclusion?
How is this working?
How would you describe this?
What do you think this all
amounts to?
How would you summarize the
effort so far?
Taking Action
What action will you take?
And after that?
What will you do? When?
Is this a time for action? What
action?
Where do you go from here?
When will you do that?
What are your next steps? By
what date or time will you
complete these steps?
Acknowledgments
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For Further Reading
Co-Active Coaching: New Skills for Coaching People Towards Success in Work and Life, 
by Laura Whitworth, Karen Kimsey-House, Henry Kimsey-House, and Phillip Sandahl.  
The Prosperous Coach: Increase income and impact for you and your clients, by Steve Chandler and Rich Litvin. 
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*This spreadsheet uses formulas to auto-fill the blue-shaded cells for your convenience.

Applicant's Name - SVDP Conference -

Monthly $ Monthly $ Monthly $

INCOME TYPE EXPENSES SPENDING LEAKS

Take Home Wages (yourself) House payment Soda

Take Home Wages (others in home) Natural gas or heating fuel Video rental

Tips or bonuses Electricity Long-distance phone calls

Child support Water Snacks/convenience store

Unemployment compensation Internet Eating out

Social Security/ SSI Telephone (cell phone, landline) Magazines

Public assistance Cable TV, Netflix Drinks with friends

Food stamps Groceries CD/tapes

Tax refunds Snacks/ meals eaten out Cigarettes

Interest Transportation (bus, gas, repairs) Gifts

Other Income Child care Dry cleaning

Support from parents/relatives Alimony/ spousal maintenance New clothing

TOTAL INCOME - $           Support to parents/relatives Premium cable or tv channels

Life insurance premium TOTAL LEAKS - $          

Car insurance premiums

Doctor or dentist bill

Taxes

Pet care

Union dues

Clothing/uniforms

Personal (toiletries, allowances)

Tithing/ charitable donations

Savings

Home repairs

Miscellaneous

Predatory Loans

Automobile Loan

Credit cards

Other Loans

TOTAL EXPENSES - $          

Proposed MLP Loan (total) = $

Available to repay MLP Loan = Income - Expenses - Leaks + Add Back Pred. Loan = $ - $           Proposed MLP Loan Monthly pmt = $ - $          

Multiply total loan amount by 

1.01628 then divide by 12

SVDP Dallas Mini Loan Program -  Monthly Budget
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Envisioning My Goal

This WorkSheet will help you identify your financial goals. In the clouds below, write your answers to each question. If you

know how much your goal will cost write in the $

?
Make up

your own
goal here

HEALTH
What do |

want to do OO
(@]

= to improve
my health?

%
/ of
O

OO

CAREER

What are my
career goals?

next to each cloud. Feel free to create as many goals as you like!

FUN
What do

| want to
OO do for fun?

FAMILY
What do | want
to provide for
my family?

W Change Machine

© 2014 The Financial Clinic, all rights reserved
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Financial Capability Scale (0-8 point scale)

Do you currently have a personal budget, spending plan, or financial plan?
Yes (1 point)
No (0 points)

. How confident are you in your ability to achieve a financial goal you set for yourself today?

1

O

O

2

¢ Not at all confident (0)
¢ Somewhat confident (1)
¢ Very confident (2)

3

. If you had an unexpected expense or someone in your family lost a job, got sick or had another emergency, how
confident are you that your family could come up with money to make ends meet within a month?

¢ Not at all confident (0)

¢ Somewhat confident (1)

¢ Very confident (2)

4. Do you currently have an automatic deposit or electronic transfer set up to put money away for a future use
(such as savings) ?

¢ Yes (1 point)

¢ No (0 points)

5. Over the past month, would you say your family’s spending on living expenses was less than its total income?
¢ (Yes (1 point)

¢ No (0 points)

6. In the last 2 months, have you been charged a late fee on a loan or bill?

¢ Yes (0 point)

¢ No (1 points)

The following are recommended questions (non-scale).

Al. How would you rate your current credit record?

¢ Very bad

¢ Bad

¢ About average
¢  Good

¢ Very good

A2. Do you currently have at least one financial goal?

o Yes Center for
- Financial Security 4

UNIVERSITY OF WISCONSIN-MADISON
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CATHOLIC CHARITIES SMART Goals
OF DALLAS

Providing help. Changing lives._ for over 120 years.

What is SMART Goal Setting?

SMART goal setting brings structure and accountability into your goals and objectives. Instead of vague
resolutions, SMART goal setting creates verifiable trajectories towards a certain objective, with clear
milestones and an estimation of the goal's attainability. Every goal or objective, from intermediary step to

overarching objective, can be made S.M.A.R.T. and as such, brought closer to reality.

In everyday life, SMART goal setting is one of the most effective and yet least used tools for achieving goals.
Once you've charted to outlines of your project, it's time to set specific intermediary goals. With the SMART
checklist, you can evaluate your objectives. SMART goal setting also creates transparency throughout between

the client and coach. It clarifies the way goals came into existence, and the criteria their realization will conform

to.
SMART Goal Setting in 5 Easy Steps
‘ Step ‘ Mnemonic ‘ Description
1 Exactly what is it you want to achieve in your life and to what extent? A good
S | PECIFIC objective statement or goal should answer the question “which, what, who, where,
when, why”?

2 M | EASURABLE You need to be able to track the progress and measure the outcome. A good
objective statement should answer the question “how much or how many”?

3 A | ACTION ORIENTED | Say what you are going to do, be specific as possible.. A good objective statement
should describe the steps and describe a result.

4 R | EALISTIC The objective should be challenging but realistic and also relevant to your life.
Objectives may appear optimistic initially, but as you develop strategies to achieve
them they become realistic.

5 T | IME BASED Objectives should include a time limit. A good objective statement should include
“by when” do you want to achieve your result?

Derived from: http://www.yourcoach.be/en/coaching-tools/smart-goal-setting.php
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  Rapport       8   Ways to Build Rapport with your clients     1.   Talk about time   a.   Inform the client of how long coaching sessions last and let them know that they are in control .  A client  may be more relaxed  knowing that the session has a start and end time   2.   Use your nonverbal communication   a.   You should look as nonthreatening as possible.  This means  SMILE !   b.   Keep your head level so it doesn’t appear that you are looking down at them   c.   Keep a slight angle to the othe r person -   don’t sit directly in front of them, toe to toe   3.   Speak slowly   a.   Speaking fast   may imply that you are excited      b.   Purposely slow down your delivery and take  pauses   for clients to absorb the content of what you have  just said   4.   Be empathetic   a.   Place yoursel f in the client’s shoes; have you ever been in a rough spot in your life?  Was it difficult to  reach out for help? What feelings did you have? Shame? Remorse? Hopelessness? It’s not a Coach’s  duty to feel pity, but to provide perspective to the client and  collectively create solutions   5.   Ego Suspension   a.   When two individuals engage in conversation, they each typically wait for the other party to complete  their statement, so the other person can then tell their own story on a related topic -   and typically the  second story is aimed at being more interesting. DO NOT DO THIS!   b.   You should practice good ego suspension and encourage the client to talk more about her story.  Refrain  from jumping in with your own stories or anecdotes and be extremely curious about their s, and dig  deeper than anyone else has before    6.   Validate your client   a.   Listening : you are there to listen to the client ---   you aren’t  there   to tell your story or impose your ideas   i.   By listening and not talking,  it makes it easier to remember  details about the  client   b.   Be thoughtful :  Thoughtfulness is wanting others to be happy  and anticipating their desires   i.   Most of the time, you don’t realize that a person exhibits a high level of thoughtfulness, but all  you know is  that you really like the person       c.   Acknowledge  and respect their thoughts and opinions   i.   The best way to get someone to do what you want them to do is to have them come up with the  idea.  The best way to have them come up with your idea is, no surprise, to honestly understand  the other person’s point of  view and then build upon that base with your ideas.    7.   Ask…. How? When? Why?   a.   When your client supplies more words and thoughts, utilize that content and continue to ask open  ended questions about the same topics.    i.   You shouldn’t be thinking about what  you   are   going to say next   ii.   You shouldn’t be thinking  about how the client is wrong   iii.   If you are really listening ,   then asking open ended questions based on the content of what they  are saying should be pretty easy   8.   Connect with quid pro quo (this for that)   a.   When worki ng with clients that are introverted or guarded, it may be helpful to put forward some  information about yourself to help alleviate the issue.     i.   Example: I also fell on hard times a couple years back -   I went a little overboard at Christmas and  maxed out on e of my credit cards.  In January, I didn’t know how I was going to pay it down and  felt like I was drowning.     
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8 Ways to Build Rapport with your clients



1. Talk about time

a. Inform the client of how long coaching sessions last and let them know that they are in control. A client may be more relaxed knowing that the session has a start and end time

2. Use your nonverbal communication

a. You should look as nonthreatening as possible.  This means SMILE!

b. Keep your head level so it doesn’t appear that you are looking down at them

c. Keep a slight angle to the other person- don’t sit directly in front of them, toe to toe

3. Speak slowly

a. Speaking fast may imply that you are excited  

b. Purposely slow down your delivery and take pauses for clients to absorb the content of what you have just said

4. Be empathetic

a. Place yourself in the client’s shoes; have you ever been in a rough spot in your life?  Was it difficult to reach out for help? What feelings did you have? Shame? Remorse? Hopelessness? It’s not a Coach’s duty to feel pity, but to provide perspective to the client and collectively create solutions

5. Ego Suspension

a. When two individuals engage in conversation, they each typically wait for the other party to complete their statement, so the other person can then tell their own story on a related topic- and typically the second story is aimed at being more interesting. DO NOT DO THIS!

b. You should practice good ego suspension and encourage the client to talk more about her story.  Refrain from jumping in with your own stories or anecdotes and be extremely curious about theirs, and dig deeper than anyone else has before 

6. Validate your client

a. Listening: you are there to listen to the client--- you aren’t there to tell your story or impose your ideas

i. By listening and not talking, it makes it easier to remember details about the client

b. Be thoughtful: Thoughtfulness is wanting others to be happy and anticipating their desires

i. Most of the time, you don’t realize that a person exhibits a high level of thoughtfulness, but all you know is that you really like the person  

c. Acknowledge and respect their thoughts and opinions

i. The best way to get someone to do what you want them to do is to have them come up with the idea.  The best way to have them come up with your idea is, no surprise, to honestly understand the other person’s point of view and then build upon that base with your ideas. 

7. Ask…. How? When? Why?

a. When your client supplies more words and thoughts, utilize that content and continue to ask open ended questions about the same topics. 

i. You shouldn’t be thinking about what you are going to say next

ii. You shouldn’t be thinking about how the client is wrong

iii. If you are really listening, then asking open ended questions based on the content of what they are saying should be pretty easy

8. Connect with quid pro quo (this for that)

a. When working with clients that are introverted or guarded, it may be helpful to put forward some information about yourself to help alleviate the issue.  

i. Example: I also fell on hard times a couple years back- I went a little overboard at Christmas and maxed out one of my credit cards.  In January, I didn’t know how I was going to pay it down and felt like I was drowning. 
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@ Tips for Keeping your Clients Accountable

CATHOLIC CHARITIES
OF DALLAS
Providing help

Changing lives_for over 120 years.

. Be available: Clients appreciate your ability to respond to their needs as they
arise. If an emergency comes up and they reach out, ensure that you are
responsive. Utilize email, text message, Skype, or whatever communication
mode that makes the client most accessible.

« Monitor progress: If your clients aren’t reaching out to you, don’t be afraid to
reach out to them. Check in with your clients periodically to ensure they are
making traction between sessions. The sooner you know a client has fallen off
track, the sooner you can work to get them back on.

« Celebrate milestones: Give them encouragement for a job well done. Everybody
likes a little ego boost now and again. If your client just hit it out of the
park...celebrate that with them!

. Don’t be afraid to give a friendly nudge: Sending out a daily reminder of that
day’s to-do’s is a great way to keep important action items at the fore front.

. Set attainable completion dates: Ensure that the work load you are assigning is
attainable. Too many to-do’s can cause clients to feel overwhelmed, causing
them to ‘turn off’.

. Keep coaching plans organized and accessible: Monitor how your clients are

keeping track of their action items. Where are they recording their take a ways?
Are the plans well defined? Are they easily accessible? Are they organized?

Derived from: https://www.linkedin.com/pulse/20140805124037-195859849-6-tips-for-improving-client-accountability
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GROW Model of Coaching

GOAL: Clarify the goal and focus of discussion: NOTES:

v Agree on the v" What would you like to discuss?
discussion topic and v" What do you want to achieve in this
the goal of the session?
session v" Why is this important to you?

v' What difference would you like to see
on leaving this session?
v" How will you know you’ve achieved
this?
REALITY: Explore the current situation:

v' Invite self- v" What impact or effect does this have?
assessment of the v" How do you know that this is
topic & situation accurate?

v Clarify the situation v" How often does this occur?

v Check assumptions v What are other factors that are

relevant?
OBSTACLES: Explore the obstacles:

v’ ldentify obstacle(s) v' What prevents you from reaching your
and types (people, goal?
resources, v" What else gets in the way?
environment, etc.) v What personal changes do you think

you would have to make to achieve
your goal?
v What is hindering you from changing?

OPTIONS:

v Invite suggestions
from the client

v" Make sure the client
makes the option
choices

Explore all the options:

v
v

v
v

v

What other approaches are possible
If you choose, which approach would
you select?

Who might be able to help you?
What are the pros and cons for that
option?

Which option do you prefer to go
with?

WAY FORWARD

Design a plan of action:

v' Get a commitment v" What are your next steps?
to act v What is the timeframe?
v Call out the v What could get in the way?
obstacles v" What support will you need?
v" How and when can you get that
support?
Provided by Center for Nonprofit Management, Los Angeles, CA
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Powerful Questions
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