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Coaching Skills and Conflict Management 
– Influencing Others Performance 

 
 
Development of staff is normally achieved through formal training sessions, 
however it is sometimes better to provide support and direction at the precise 
moment it is required. Coaching and Mentoring enables increased productivity 
and improved ability to be achieved in the workplace and provides an 
opportunity to give feedback and direction. This course will enable you to 
deliver business benefits through the use of proven coaching and mentoring 
techniques. 
 
Coaching can play a key role in developing one's career. Managers who have 
achieved career success need to guide others for the purpose of helping them 
achieve similar success. The best coach and mentors combine technical 
competence, experience, the ability to communicate and listen. They should 
have a key understanding of behaviour and how to work with different 
personality types. Managers have the responsibility to discuss and advise 
staff members on aspects of their work and professional long term 
development.  
 
This course will help you overcome barriers, become more innovative, 
improve performance, and show you the techniques and skills of being an 
effect coach. 
We recognise the coaching principles in the sports field, and often we will 
have a coach for our favourite sporting pastime.  How many, however, have a 
coach at work, to whom we can turn to help us overcome difficulties and solve 
problems?  Coaching is all about managing performance and improving the 
member of staff.  As well as performance, it can help someone with morale, 
increase job satisfaction and create a better working environment. 
 
Generally at work the majority of our communication and relationships should 
run smoothly. Most of our staff will perform effectively and competently, 
however with some we will experience difficulties. It is important in these 
situations to understand how we should behave as a manager.  
 
The course examines the more difficult or complex people and situations and 
how we can address issues whilst at the same time maintaining good 
relationships. It gets the delegates to reflect on their own personal styles and 
how they work with others. It focuses on how to influence and to maintain 
control in a positive way. 
 
Who will the course benefit? 
 
Any managers who are responsible for the performance of others and who 
need to coach and mentor their staff. 
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Anyone who is interested in improving relationships that are difficult. 
 
Course Objectives:  
 
Provide the managers/leaders with the skills to effectively coach and manage 
their team’s performance and support their personal development. 
 
To provide the delegates with skills to handle difficult situations. 
 
Course Duration: 2 days  
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This course will enable delegates to: 
 

 Identify the skills and tasks involved in the coaching and mentoring 
process 

 Create a coaching plan 

 Identify and practice the interpersonal skills needed  

 Build and manage relationships  

 To be able to appreciate the different Learning styles within their team 
and adapt their own style accordingly 

 Identify the difference between coaching, mentoring, training and 
counselling 

 Use their own strengths and experiences to develop others 

 Effectively demonstrate the difference between push and pull 
questioning technique and where each are appropriate  

 Handle more difficult communications and create win win situations 

 Produce action and development plans    

 Understand types of behaviour and how to address unproductive 
attitudes 

 Apply influencing skills in difficult situations 

 Understand why certain people behave in the way they do. 

 Conduct coaching in difficult situations  

 Analyse and reflect accurately on personal attitudes and behaviour  
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Course Content 
 
Introduction 
 

 Set the scene 

 Review course objectives 

 Review precourse actions 

 Defining and identifying the differences between coaching, training, 
counselling and mentoring 

 Why don’t we coach or mentor? 

 Coaching assessment  

 Barriers  

 Skills Required  

 Benefits  
 
The Process 
 

 The development cycle 

 Methods  

 Tasks required 

 Setting Objectives 

 The process & structuring a programme  

 Establishing the person’s SDI 

 Scene setting 

 Push and Pull feedback 

 Phrasing to the individual 

 Using ESP 

 Consolidation  

 Wrap up  

 Being effective as the coach/mentor 

 Understanding their strengths and experience 

 Helping others overcome shortcomings and build upon strengths 

 Developmental opportunities 
 
Additional Skills 
 

 Definition of learning 

 Kolb styles 

 Activist, pragmatists, theorist and reflectors 

 Learning zones 

 Steps of competence 

 Influencing 

 Using SDI to influence 

 Building Partnerships & Productive relationships 
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Measuring Success 
 

 How your success can be measured through coaching 

 Looking for new opportunities. 
 
Coaching and Mentoring Practical 
 

 Identifying the situation at work 

 Creating the scenario 
 
Managing Conflict and Difficult Situations 
 

 Factors affecting performance 

 Characteristics & Handling difficult individuals 

 Personal behaviours 

 Conflict behaviours and resolutions 

 Stating the facts 

 Addressing the behaviour and not the person 

 Communicating a difficult message 

 Understanding their response 

 Reframing 

 Using SDI to reflect 

 Ensuring that conflict does not move to stages 2 and 3 

 Understanding their position and state 

 Controlling our emotional response  

 Getting our message right 

 Establishing outcomes and objectives 

 Looking for the positive 

 Support and guidance 
 
Coaching and Mentoring Practical 
 

 Identifying the situation at work 

 Creating the scenario 

 

 


