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COACHING IN BUSINESS ORGANIZATIONS

EXPERIENCE AND CHALLENGES

Daina Ramata:
Business and Internal Coach,
Riga, 20t of January, 2022 Systemic Approach Practitioner,

Leadership skills Trainer
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MY PROFESSIONAL BACKGROUND

Experience in Coaching and Training

International
Coaching

Business and systemic approach coach, PCC l @ Federation

First recruited Internal Coach in Latvia (2016), Itd. Skandi Motors, now BTA

Former board member at International Coaching Federation, ICF Latvia

Owner, soft skills and trainer at www.partnersforprogress.lv EZE« 0D BENU® Grhdex

Franchise holder of program “3D coaching in Business”, ECF

13 years in Learning & Development, responsible for customer service, Sales, swedbank @

Leadership development programs and Coaching Culture implementation o
BALTA

[

Education and Certificates

ICF Professional Certified Coach (PCC)

Systemic Coaching; Master Training for Organisational Systemic Facilitators
(Systemic Constellations Center Riga & Bert Hellinger Instituut Nederland)

3D Coaching; 3D Coaching in Business (European Coach Federation)

Sales Coaching; High Performance Team Coaching (Erickson International), Leader
as a Coach (Baltic Coaching Centre)

Mercury international — Sales trainer

Master’s degree in Total Quality Management (RTU) and Bachelor’s degree in
Social Science (University of Latvia) .


http://www.partnersforprogress.lv/

TODAY IN FOCUS:

- EXPERIENCE AND CHALLENGES
OF MY INTERNAL COACHING
PRACTICE IN THE ORGANISATIONS

bla o airBaltic

VIENNA INSURANCE GROUP

MOTORS

 PRACTICE OF COACHING TOOLS










RESULTS

ACTIONS

VALUES,
BELIEFS,
HABITS
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What is key factors for success?

SKILLS AND

15%
ABILITIES &

50%

ENVIRONMENT

MINDSET & gc,
THINKING
PATERNS
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Where and how can coaching be used in organizations?

e Coaching philosophy in company’s

Compan Mt
p y e Mutual communication & collaboration

* Meetings; Decision making; Solutions

CU ItU re ¢ In-house training

¢ INTERNAL COACH as job role

¢ Can have their own external coach
M a n a ge rS e Uses coaching skills, techniques to
promote team’s progress, growth,

efficiency, motivation

& I e a d e rs e 1-2-1 conversations, feedback,

shadowing

#

e Mindset

e Goal setting and reaching desirable
Employees 2

eCommunication, conversations
ePersonal development, growth

© Daina Ramata, 2022



MOTORS
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SKANDI

RS

VRN
CEO
N S

/\—

Administration
\/
ales Aftersales . . .
department department Marketing HR Financing
N S N S N S N S N S
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Internal SKANDI
M

development activities RS

- Individual coaching and mentoring

- Qualification tests (1 per quater)

- Mystery shoping — result analyze, transcript anal

70:20:10

- Brainstrorms and discussions LEARNING MODEL

On the Job
EXPERIENCE

Mentoring
@ & Coaching

- Internal trainings (blended learning approach)

- Co — listnening, feedback

Classroom,
Courses, & Reading

© DAINA RAMATA, 2022



SKANDI
Coaching and Mentoring MOTORS




SKANDI

MOTORS

Example (1)

Customer satisfaction rate (2016.,2017)

Complex soution:

94,00% Coach in Skandi 92.82%
93,00% .
0 00 - * Interviews of employee
oo | e goadffE 897 * Presentation of goals and development
89,00% g7 8018 s together with the manager
88,00%
87,00% * Implementation of suggestions -
86,00%
£5,00% engagement
Jan Feb Mar Apr Mai Jun Jul Aug Sep Okt Nov Dec Jan Feb Mar Apr Mai o
- e Team building events
Satisfaction rate (compare 2016., 2017.) o
04 00 * Individual development talks
D70 92,82%
93,00% H : . .
5 005, o M  Coaching sessions (including for key
91,00% 59.74% - person)

90,00% S&M 88,99% .
89,00% MNV * More effective new employee on-
88,00% .

boarding

87,00% 87,80%

86,00%

85,00% e "Corridor Conversations"

0t 01 * Actualize more positive and progress

DAINA RAMATA, 2022
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SKANDI

MOTORS
Example (2) — new employees

Jauno servisa konsultantu klientu apmierinatibas rezultati
96,00%
94,00%
92,00%
90,00%

88,00%
86,00%
84,00%
82,00%
80,00%
78,00%

76,00%
1.NED 2.NED 3.NED 4.NED 5.NED

o= ] .DARBINIEKS  emm===? DARBINIEKS 3 DARBINIEKS

e Coaching and mentoring is very important in the beginning
when employee starts their work

© DAINA RAMATA, 2022



SKANDI

MOTORS

Example (3)

Clear KPI, guidlines

Zales parzinu sarunu kvalitates vértéjums

100% Poitive and trustfull
relationships

95%

Each has their development

L tempo
Motivation/consequences
85%
Regularity and discipline
80%

Feedback and noticing
progress

75%
sep.17 okt.17 nov.l7 dec.17 jan.1s feb.18

© DAINA RAMATA, 2022



Less is more —
Stay focuss on most imortant (not many small things)

ﬂ‘o




Possibilities, needs and reality




Most important

Clear focuss, direction, goals

KPl un measurment system

Managing Progress

Freedom and empowerment ‘ ’
N—

Trust and openness
Feedback, Feedback, Feedback

Engagement

© N O U kA WL N PE

Proactivity for finding solutions

© DAINA RAMATA, 2022




Internal coaching activities
and results in BTA




A
Internal coaching activities in BTA (Sales division) bla

VIENNA INSURANCE GROUP

Development program for Define sales competence in
KDC Individual coaching sesions BTA using coaching
(6 months for 1 branch) aproach
o Activity frequency e Individual coaching e Workshops for KDC
each 3 weeks: Sessions managers about
e For other 4 KDC managers competences

e Session for team e Fach 2-3 weeks

« Individual coaching for . e Survey for Sales
agents e Trainings for KDC persox

e Coaching/mentoring for Managers
manager e Feedback and leading e Needs analyses

conversations
e Based on individual * People typs and effective * dDev_eIopment plan
o esign
needs and situation




Development program for branches btak
6 month program

N\

Chozen by their own motivation and Regional director’s
aproval

Why 6 months? To build relationships and trust. To
notice their needs, obstacles/barriers in mindset. Help to
form new habits

Ensure that they apply some skills in practice, experience
progress & success feeling




Is there impact of development activities? btak
Sales data analyses in the branches with coaching activities

Sales plan fulfillment (%)

140,0% ,
120,0% -
100,0% % : q ‘

w00 — %

60,0%

40,0%

20,0%

0,0%
2020.09 2020.1 2020.11 2020.12 2021.01 2021.02 2021.03




Impact of coaching activities
Self assesment

Sales competence (Branch 1)

Searching and attracting for new m
customers 8,3

Telesales, remote communication

Investigating and creating customer 57
needs 7,7
Argumentation and neutralization of 6.7
objections 8

Closing

Cross-selling, up-selling

o

2 4 6 8 10

m In the beginning  ®m After 4 months

btak

VIENNA INSURANCE GROUP

Personal competences (Branch 1)

il 5,7
e e 7
7 7

I 5,7
I e 5,7
e
e i

0 2 4 6 8 10

Purposefulness, perseverance,
leading own success

Passion, motivation
Energy and overall well-being

Initiative, courage, risk-taking

Stress resilience, positive perception
of refusals, adaptation to change

Discipline

Effective management of your time
and priorities

mIn the beginning ®mAfter 4 months



btak

VIENNA INSURANCE GROUP

Impact of coaching activities activities
Self assessment (Branch 2)

Sales competence Personal competences

Searching and attracting for new customers

4,67

Purposefulness, perseverance, leading

7,67

7,3 OWnN success 8,7

Telesales, remote communication 200 8,3 Passion, motivation _O%

Investigating and creating customer needs A 9,3 Energy and overall well-being _O%
Argumentation and neutralization of objections 053 8,3 Initiative, courage, risk-taking 2.7 9,7

Closing

Cross-selling, up-selling

Effective renewal conversations

m In the beginning

o
—_

‘\I

NWw

QW
©

2 3 4 5 6 7 8 9 10

m After 4 months

Stress resilience, positive perception of
refusals, adaptation to change

Discipline

Effective management of your time and
priorities

m In the beginning

o

8,00

8,00

[o2]

33

2 4 6 8 10

m After 4 months

12




COACHING IN AIRBALTIC  arBaltic



W

COACHING IN AIRBALTIC airBaltic
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. T European
‘@ foaenton 3D COACHING” approach

»
* x ¥

1 — Colleague |Client (C)
2 - Environment (E)

3 - Businessman (B) - Lea

KOLEGIS
KOMNNErA

COLLEAGUE

VIDE

CPEOA
ENVIRONMENT

BIZNESMENIS
B3HECMEH
BUSINESSMAN




—— INTERNAL COACHING - 15 iInternal coaches

» Motivation letter
Sl Assessment
* Feedback from managers & colleagues

Trainings

* Mentoring
« Exam and audio session assessment

‘I
\\Regular sessions a\ ‘Q

b |;lcmentat
ESLELESEE  bortal & Community




WHAT ARE CONCLUSIONS -?
AND CHALLENGES _
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Resistant to change..

© Daina Ramata, 2022



...What comes together with old habits and

S

'////)L- ‘.
/

L/ il ',
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Levels of coaching

WHAT/ Doing & Having

HOW/ Learning

WHO/ Way of being



Environment is crucial

What is the Environment?

Culture and
Values

Structures and | Measurement
Processes and
Incentives

\ People, (skills,
attitudes, mindsets

© Daina Ramata, 2022




Care, support, safe space
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COACHING IN BUSINESS ORGANIZATIONS

Coaching practice
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Business and Internal Coach,
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METHOD
“7 WHY”

© Daina Ramata, 2022



in the pairs
10 min

1. TRY THE "7 WHY" METHOD

Choose a situation (e.g. about self-motivation,
something you don't want or want to get involved in)

2. ASK QUESTIONS - 7 times WHY
Why? What do you get from it?
What is important to you in it .. ?

Il For each next question use exactly the same words
which your colleague has said

© Daina Ramata, 2022



P—1+S+SE=ER

© European Coach Federation, Yury Galata



ER —EXTRAORDINARY RESULTS

What result would you like to achieve? When?

e How will you know that you have achieved it? How will you measure it? What will be the
evidence that you have achieved it?

e How extraordinary is this result for you? What makes this result extraordinary?

SE — SUPPORTIVE ENVIRONMENT

* What would be the easiest way to achieve this result?

 What kind of support you need? Who could support you and how?

* What resources do you have and need to achieve it?

S —SKILLS

 What skills, qualities and abilities are needed to achieve the result?

 What skills, qualities and abilities do you currently miss to successfully achieve the result?

| - INTERFERENCES

 What delays and pull-backs are realistically possible?

What stops you from achieving the result? What could prevent you from achieving the result?

* What resources do you lack to achieve the result?

P - POTENTIAL

 What are your individual strengths and talents that can help you to achieve the result?

 How your strengths and talents will support you in achieving the desired result? © Daina Ramata, 2022



THANK YOU!

Tel.nr. +371 26586702

daina@partrnersforprogress.lv

S VA
A

PARTNERS
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