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This session is designed to demonstrate how a coaching mindset is a key driver 

to advancing culture change in your organization. The presenters will introduce 

the HourGlass Mentoring/Coaching Model, which focuses on where you are 

now and strategies for moving forward. A coaching mindset is about 

partnership, collaboration, and interdependence — all person-centered values.

Management expert Stephen Covey, reminds us that when you change the way 

you SEE things, it influences what you DO and the results you GET. Seeing more 

clearly ensures we get the outcomes we desire. 

Topics to be presented include reframing, staff empowerment, leadership 

development, emotional intelligence, coaching supervision, and more!

Using a Coaching Mindset to Implement your Vision

Our Journey Today

 Adopting a Coaching Mindset
 See|Do|Get

 Emotional Intelligence

 Advancing Culture Change/Person-Centered 
Care in Your Organization 
 Transformation & Relationships 

 Empowerment & Supervision 

 Developing Leaders Throughout your Organization & 
Change to Implement your Vision 

Everyday Creativity

“When our patterns go on 
too long unquestioned, 
they become our prisons”

Dewitt Jones
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“Once old 
patterns are 

broken, 
everything is 
at question.”

Dewitt Jones

See | Do | Get 

Management expert Stephen Covey, reminds us that when you 
change the way you SEE things, it influences what you DO and 
the results you GET.  

So, what we see (see the world from our perspective as well as 
the pattern we expect to see) determines what we do (our 
actions and behaviors), which effects the results we get.

 See (Understanding the issue and living by design)

 Do (Acting on the basis of your knowledge and commitments)

 Get (Receiving the result of your actions - What goes around 
comes around)

“Every human has four endowments- self awareness, conscience, independent will, and creative imagination. 
These give us the ultimate human freedom... The power to choose, to respond, to change.” - Stephen R. Covey

The HourGlass Mentoring & Coaching Model®  
©WD International 

Investing in Individuals

Reflect on your knowledge, experiences, and 
beliefs 

Assess yourself & Utilize Emotional Intelligence 
Skills to compliment your IQ and Personality 

Move forward with a renewed sense of self                                                                                   
while developing/using new skills 
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The Need for Senior Management to Evolve

The emerging workforce is demanding that organizations adopt a more coaching 
style of leadership.  The development of employees is the lowest priority of the four 
criteria:

1) Shortage of time, and 2) excess fear, drive organizations into the mode of 
command and control,

3) The quality of work (service/product) and 4) the need for employee development 
demand coaching.   

Therefore, the behavior of senior management needs to evolve in order to rise to 
the challenges for the 21st century.  Coaching is the mechanism of transformation.   
It is about partnership, collaboration and believing in potential.  

(Sir John Whitmore, Performance Consultants International)

A Coaching Mindset creates a 
partnership between equals

Partnership and Collaboration
Interdependence vs Dependence 

Belief that others are capable, resourceful, and full of potential
Intentionality

Adopting a Coaching Mindset 

Although a coaching mindset includes 
many different qualities, the following 
five characteristics align tightly with 
organizational success.

1. Deep, Full-Body Listening
2. Radical Curiosity
3. Practical Empathy
4. Possibility Focused
5. Relationship First
(Adopted from Allison Holzer, InspireCorps, May 2019)
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Use a Coaching 
Mindset to . . .

 Create 
Relationships with 
Others

 Clearly Articulate 
Yourself

 Gather 
Information about 
Other’s Perspectives

 Engage in & 
Address Situations

 Others? 

Utilizing A Coaching Mindset

Think of someone you work with regularly and 
apply each of the following mindsets.  Stay with 
each mindset for as long as you can before 
moving to the next, noticing what responses 
each evokes in you.

1.  “I think this person is a problem”

2.  “I think this person has a problem”

3.  “I think this person is on a learning journey and is 
capable, resourceful, and full of potential”

(Sir John Whitmore, Coaching for Performance)

Reframing is the cognitive 
process of changing your 
frame of reference.  It is a 
shift in the way we look at 
a behavior or a situation.

Reframing Perceptions 
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Every Day Reframing Opportunities

1. “Mary didn’t say ‘good morning’ to me 
because she doesn’t respect me.”

2. “Jason seems to be disappointed with how 
inexperienced I am.  He is judging me.”

3. “Gwen is impossible to work with!”

4. Others . . . 

Emotional Intelligence (EQ)
Your ability to recognize and understand emotions, and your 

skill at using this awareness to manage yourself and your 
relationship with others.  (TalentSmart.com) 

A Skill with 4 Parts

What I See What I Do

Personal 
Competence

Self 
Awareness

Self 
Management

Social 
Competence

Social 
Awareness

Relationship 
Management

The 4 Emotional Intelligence Skills 

Self Awareness

The ability to accurately recognize 
your emotions as they happen and 
understand your general tendencies 
for responding to different people and 
situations.

Self Management 

Using awareness of your emotions to 
choose what you say and do, in order 
to positively direct your behavior.

Social Awareness

Recognizing and understanding the 
emotions and perspectives of others.

Relationship Management 

Using awareness of your emotions 
and the emotions of others to manage 
interaction successfully
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What Emotional Intelligence (EQ) is Not

 Cognitive Ability (IQ)

 Personality

EQ can change because 

it is a set of skills. EQ predicts 

an average of 58% of job 

performance across all jobs 

and fields.  (TalentSmart.com)

Emotional Intelligence & Job Performance

Knowledge and relationships are the currency of the new economy.  
EQ directly links to job and bottom line performance. 

Daniel Goleman’s research found that EI is twice as important as 
academic or technical knowledge for success at work (66% to 34%).

For senior management, the ratio is even greater and accounts for 
more than 85% of “star” performance in top leaders. 

The link between EQ and job performance is found for employees at 
all levels, in virtually every field/industry. 

Use Emotional Intelligence Skills To …

 Know yourself 

 Understand others 

 Make better decisions 

 See and seize opportunities 

 Identify problems before they escalate 

 Manage difficult situations and conversations 
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Our Journey Today

 Adopting a Coaching Mindset
 See|Do|Get

 Emotional Intelligence

 Advancing Culture Change/Person-Centered 
Care in Your Organization 
 Transformation & Relationships 

 Empowerment & Supervision 

 Developing Leaders Throughout your Organization & 
Change to Implement your Vision 

Pioneer Network Mission
Empowering a network of senior living and care 

communities by fostering person-directed practices 

and environments.

Pioneer Network Values and Principles
 Know each person

 Each person can and does make a difference

 Relationship is the fundamental building block of a 

transformed culture

 Respond to spirit, as well as mind and body

Pioneer Network Values and Principles (continued)

 Risk taking is a normal part of life

 Put person before task

 All elders are entitled to self-determination wherever they live

 Community is the antidote to institutionalization

 Do unto others as you would have them do unto you

 Promote the growth and development of all

 Shape and use the potential of the environment in all its aspects: 

physical, organizational, psycho/social/spiritual

 Practice self-examination, searching for new creativity and 

opportunities for doing better

 Recognize that culture change and transformation are not 

destinations but a journey, always a work in progress
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Remember, CULTURE CHANGE is a journey 
not a program

Person
Centered

Care

Transformation

“- to change completely the 
appearance or character of 
something or someone”

Moving through the 
transitions takes the 
presence and support of 
wise senior management.

Three Areas of Transformation in the Field of Aging

Personal - In order to bring deep cultural organizational transformation, we must 
change attitudes, beliefs, values and underlying assumptions that characterize the 
organization. 

Operational (Organizational/Practices/Systems/Structure) - How decisions are 
made that affect the elders, fostering empowerment, how communication occurs 
and conflict is resolved, creation of care partnerships.  It must be the same way 
we organize ourselves at home and in the community. 

Physical - Living environments that support the values of home and support the 
domains of well-being (less institutional). 
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Staff empowerment is key to transforming the 
culture of your organization.

Staff must be empowered to make regular and daily 
decisions with the residents they serve.

Empowerment in not Delegation 
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Empowerment
Empowerment is not delegation – it’s about 
creating an environment that welcomes the 
ideas, wisdom and generosity of everyone.

With deep and meaningful relationships, 
staff must be empowered to make decisions 
that best flows from each individual’s 
request and needs. 

Empowered teams should be able to make 
decisions on the spot and adjust to the 
needs of the moment.

Five Conditions of Empowerment from The Eden Alternative 

1) Information (facts, data, boundaries)

2) Knowledge (experience gained from 

repeating a process over and over)

3) Training & Skills (the necessary 

education)

4) Resources (tools and other items 

needed) 

5) Environment (collaborative measures, 

attitude, and support)

Decision Rings                                                     

Residents

5 Conditions of Empowerment

• Information

• Knowledge

• Training & Skills

• Resources

• Supportive Environment
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Empowered staff have:

increased satisfaction,

feel more valued 

in their work, 

And are more apt to stay 

in their jobs.  

Empowered staff increases 

resident satisfaction.

Workers don’t leave their jobs; 
they leave their supervisors.

According to Gallup, 75 percent of the reasons people quit come down to their managers. James K. 

Harter, Ph.D., Gallup's chief scientist for workplace management, shares that at least 75 percent of 

the reasons for costly voluntary turnover come down to things that managers can influence. 

PUBLISHED ON: OCT 23, 2017

Traditional Supervision

Five Steps

1) Identify issues to be addressed

2) Explain the rules clearly

3) Explain the consequences of breaking 
the rules

4) Offer possible solutions to the problem

5) Request or direct the employee to 
comply with work rules (PHI)

34

35

36



8/18/2020

13

Definition of Coaching Supervision (PHI)

A relational approach to supervision that focuses on the supervisor 
developing her/his own skills to empower employees to solve their 
own problems.  

 Creates a Relationship with the Employee

 Clearly Presents the Problem

 Gathers Information about the Employee’s 
Perspective

 Engages in Problem-Solving with the 
Employee

 Helps the Employee Commit to Action 
Steps

(PHI)

What a Coach Supervisor Does

The most important single ingredient in the formula of success is 
knowing how to get along with people.        —Theodore Roosevelt

Relationships matter!  

Building and sustaining relationships are at the heart 
of our work.  The strength of community lies in the 
strength of the connections that we have with each 
other. 

Relationships are often the source of our greatest joys 
as well as our greatest challenges. Understanding 
relationships is no simple task.  Our residents and 
other stakeholders are so unique and complex that 
there is no easy formula.
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Important Communication Factors
The words you choose to use to describe yourself or your coworkers can have a dramatic effect on their 
overall receptiveness to your communication skills. If you are trying to foster a sense of solidarity and 
cooperation, use pronouns like “we” and “us” to refer to the group. This will help them to consider 
themselves part of a team, rather than as an individual. “We need to come up with a plan to tackle this 
project”, implies that everyone is equal and can contribute to the group.

Alternatively, if you are trying to set yourself apart, as the senior manager or boss, using pronouns like 
“I” and “me” can do that effectively. “I need to come up with a plan to tackle this project”, implies that 
you alone has what it takes to come up with a plan, and everyone else on the team will be expected to 
implement said plan once it has been completed.

Blocks to Listening 
(Adapted from McKay, Davis, & Fanning, Messages: The Communication Skills Books)

Listening is the most fundamental 
and important communication skill.  
A lot of the time, people look or act 
like they are listening, but they aren’t 
really listening – they are pseudo 
listening. 

Listening Blocks include:  Rehearsing, 
Mind Reading, Comparing, Filtering, 
Judging, Dreaming, Identifying, 
Advising, Sparring, Placating 

Everyday Conversations 
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Intent vs 
Impact

Person-Centered Leadership
The ability to influence others to bring about 
positive change.

Leaders should thrive throughout the organization 
(just like the residents we serve)

Great leaders are always learning and growing

Creating other leaders 

Leaders are change agents

The Eden Alternative Golden Rule:                       
What management does unto staff, staff does 
unto the residents

Support

Neutrality

Change Resistance              Anxiety        Fear

Unknown

What will it be like?
• Increase comfort
• Create a vision

Unknown

Will I be able to handle it?
• Increase self esteem
• Demonstrate confidence in

their competence

Resistance to Change

Opposition
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Using A Coaching Mindset to Implement Your Vision
Investing in Individuals | Advancing Culture Change

~ Vision Without Action is only a Dream! Become a Person-Centered Organization

~ You can not change the culture of organizations until you stabilize your staff

~ See|Do|Get & Emotional Intelligence Skills 

~ Pioneer Network Values & Principles 

~ Transformation & Empowerment

~ Adopt coaching style of leadership (supervision)

~ Relationships & Effective Communication 

WHO?

OR

Intention
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We are delighted that you enjoyed the information presented in this 
session.  We trust it will support your professional and personal growth.  

The content of this presentation is the property of WD International and 
may not be replicated without the written permission of Walter Coffey or 
David Sprowl, Managing Partners of WD International.

Please contact us at WDintl@bellsouth.net for permission to use any of 
this presentation.

w

Walter O. Coffey & G. David Sprowl
Managing Partners | WD International Consulting 

WDintl@bellsouth.net

ASK US ABOUT Eldercare Cameroon! 
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