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Module 5 – The Success Factors 
What is in this module …. 

1. Why is each success 
factor important?

2. How do you evaluate it ?



Success Factor 1: Relevant Experience

1. Why is relevant experience 
critical? 

2. How do you evaluate 
relevant experience?



Success Factor 1: Relevant Experience
Why is this factor important …. 

1. Perspective changes as a person’s business 
experience and ‘scope of current’ role 
increases …. 

2. Technical issues are real – while a person 
may not have relevant in-depth technical 
knowledge about a detail, understanding the 
potential importance of that detail is often 
essential to sound business judgement  - that 
takes experience with similar dynamics on 
the coach’s part

3. The ‘scope’ and ‘impact of decisions’ 
implications of the person being coached’s 
role may not be clear to a coach who has not 
had similar scope in the same or related 
industry



Success Factor 1: Relevant Experience
How do you evaluate it?

1. The Coach’s resume
2. The Coach’s publications – Internet or 

other 
3. The Coach’s references 

But most importantly 

the initial discovery conversation 
with the coach 

and the coach’s demonstrated 
understanding 

of why this is so important



Success Factor 2 – Personal Emotional Maturity
Why is this factor important?

Self awareness – having an 
accurate sense of one’s own 
emotions, responses to others’ 
behavior, and capabilities is the bed 
rock of personal emotional maturity

Self awareness combines with a 
high degree of self-acceptance and 
appropriate self-esteem to create 
such personal emotional maturity

Internal 
Psycho-dynamics

Public
Behaviour

Public
Behaviour

Internal 
Psycho-dynamics



Success Factor 2 – Personal Emotional Maturity
Why is this factor important?

1. Coaching another person means ‘putting that 
person’s success’ first 

2. Confrontation may be required to address the 
‘person being coached’s’ negative behaviors –
that cannot become an ‘I win – you lose’ 
dynamic

3. Coaching relationships can involve ‘stress’ 
and ‘tension’ for which the coach must first 
‘self manage’ her or his responses

and then manage the ‘other person’s 
responses’ in order to maintain a productive 
relationship 

X



Success Factor 2 – Personal Emotional Maturity
How do you evaluate it?

1.Largely a subjective judgment ….. 

2.Best data comes during initial discovery 
conversations … with a prospective coach 

• How does the coach prospect talk about his or 
her self? 

• How does the coach prospect talk about 
handling confrontation and conflict in the actual 
coaching relationship? 

• Does the coach prospect talk about his or her 
own business and coaching successes and 
failures in a ‘matter of fact’ and self-accepting 
way?



Success Factor 3 – Empathy
What is empathy?

Empathy = ‘the ability to understand from 
another’s point of view –
to ‘stand’ in that person’s shoes 

Requires 

1. Relevant experience – either personal or 
through reading about or listening to or 
watching | observing another’s experience 
(real or fictional)

2. Imagination = ability to use the knowledge 
gained to project oneself into another’s 
experience – to put oneself in the other’s 
shoes

3. More than just ‘sharing’ a feeling 

4. A complex cognitive and emotional skill

Understanding what empathy is …. 



Success Factor 3: Empathy
Why is it important?Empathy in a work context 

1. Requires self awareness – the ability to tune into the personal aspects 
and emotional responses that you are having in a situation and not have 
your own responses cloud your ‘imagination’ of what it must be like for 
the other person

2. Has both analytical-logical and emotional-feeling components 

3. Requires some level of experience with the business situation in which 
the other person is enmeshed 

4. Requires integrating:

cognitive ability (insight into how the other is analyzing the situation), 
with the …
creative (imagine what other person is experiencing)
and the …
and emotional projection (understand  ‘as if’ the likely emotional 
response of the other person)

5. Much more than ‘a shared feeling’



Success Factor 3: Empathy
Why is it important?Empathy in a work context 

1. Requires self awareness – the ability to tune into the 
personal aspects and emotional responses that you are having 
in a situation and not cloud your ‘imagination’ of what it must 
be like for the other person by these

2. Has both analytical-logical and emotional-feeling 
components 

3. Requires some level of experience with the business 
situation in which the other person is enmeshed 

4. Requires integrating:

cognitive ability (insight into how the other is analyzing the 
situation), 
with the …
creative (imagine what the other person is experiencing)
and the …
and emotional projection (understand  ‘as if’ the likely 
emotional response of the other person)

5. Much more than ‘a shared feeling’

Without empathy, 

the coach cannot 
have insight into 
where the person 

being coached
is ‘at’ 

and therefore 
cannot define 

the ‘gap’ which 
needs to be 
overcome

in order to get 
the person being 

coached to perform 
more effectively



Success Factor 3 – Empathy
How do you evaluate it?

1. Largely a subjective judgment ….. 

2. Best data comes during initial discovery 
conversations with a prospective coach …

• What is the role of empathy in your coaching 
work?

• What do you do to get insight into how the 
person you are coaching understands situations?

• How do you get below the ‘surface’ of a 
person’s statements and behavior – to where 
you see and grasp how the person you are 
coaching experiences situations, and responds 
emotionally to them?

Prospective 
Coach

The Individuals 
Being Coached

The Skill
of Having
And 
Demonstrating 
Empathy



Success Factor 4 – Shareable Experience
Why is it important?

People take guidance from others 
they see as having

know that, know how, and know why 
which the person on the receiving 

end considers as 
credible and valuable

This often starts 
with technical knowledge first

before it moves onto 
people knowledge 

or interpersonal (soft) skill



Success Factor 4 – Shareable Experience
Why is it important?

People take guidance from others 
they see as having

know that, know how, and know why 
which the person on the receiving 

end considers as 
credible and valuable

This often starts 
with technical knowledge first

before it moves onto 
people knowledge 

or interpersonal (soft) skill
This ‘granting’ of creditability,

and the subsequent trust 
built up on it,

often starts when the coach
clearly shares and understands

the person being coached’s
use of the technical language

relevant to that person’s role | job



Success Factor 4 – Shareable Experience
Why is it important?

People take guidance from others 
they see as having

know that, know how, and know why 
which the person on the receiving 

end considers as 
credible and valuable

This often starts 
with technical knowledge first

before it moves onto 
people knowledge 

or interpersonal (soft) skill
This ‘granting’ of creditability,

and the subsequent trust 
built up on it,

often starts when the coach
clearly shares and understands

the person being coached’s
use of the technical language

relevant to that person’s role | job

“You know something 
about the work I do”
is key to moving to 

“you may know something
that will help me do my work 

better”



Success Factor 4: Shareable Expertise
How do Business Coaches do this?

1. A prospective business coach’s business experience and technical knowledge 
base will be disclosed by the person’s resume, her or his publications, web site, 
and so on.

2. There is a large difference between knowing how to do personally, and helping 
another person to develop the skills needed to do similar things. Effective coaches 
of all kinds do the second. 

3. Research and practical experience have shown that the most effective ‘behavior 
change’ counsellors and coaches do the following. 

• Ask questions to understand the other person’s point of view about a 
problem or situation they are facing. 

• Repeat back their understanding in a way that allows the other person to 
correct any lack of alignment or add any needed nuances. 

• Ask suggestive questions (e.g. have you considered …) or provide 
example stories which suggest ways of approaching the situations (e.g. 
when I had to deal with a similar situation …)

• What this really does is provide a person with a ‘behavior recipe’ for 
responding to the situation.

• The best coaches then take steps to review how well that went after the 
fact. During this process, they talk with the person being coached in a way 
that ‘generalizes’ this behavior recipe. As a result, the person being 
coached is on his or her way to developing the smart behavior habit which will 
allow that person to respond effectively in similar situations in future. 

How Effective Coaches Help People Acquire New Ways 
of Responding to The Situations and Events They Must 
Deal With …



How Effective Coaches Help People Acquire New Ways 
of Responding to The Situations and Events They Must 
Deal With …

Effective business coaches ‘adapt 
how they do this in-the-moment to 
use language and approaches which 
match the ‘person being coached’s’  
Learning Style. 

Such coaches derive their insight into 
this learning style by listening to and 
interpreting the way that the person 
being coached talks.

Success Factor 4: Shareable Expertise
How do Business Coaches do this?



1. You have already determined that the prospective business coach has relevant experience which aligns with the business role of the person 
who will be coached. 

2. What remains is to determine if the prospective Business Coach can ‘share’ that expertise in ways that will increase the productivity and 
results output of the person being coached back-on-the-job. 

3. The best way to determine this is by posing a performance challenge or two during the initial discovery meeting with the prospective 
Business Coach. 

4. Here is the an example of a script for such a dialogue.  To the Coach: How would you go about coaching this person about this?
a. X is the person you will be coaching. She is the CFO in our organization. 
b. I bought the company for which X works two months ago as part of my plan to expand my business. 
c. I decided to give X a month or two to see if she could adapt to the improved financial management and accounting practices I need to 

have implemented in this organization. 
d. I asked X to provide me with the details of all of the outstanding Account Payable invoices which were on the books. I told her not to 

pay any such outstanding AP invoices until we had reviewed them. 
e. When we sat down, at the beginning of month two, I discovered that she had paid a number of those AP invoices. She told me that the 

previous owners had left it to her discretion regarding which AP invoices to pay when. Several of the ones she had paid exceeded
$100,000. 

f. I need her to ‘get’ two things – 1) it is a new world in which  the old ways of doing things are not the ways in which we will do them in 
future. And 2) she undermined my trust in her by going against my instructions, which I explicitly communicated to her. 

g. When I talked to her about this, she then told me that she had ‘sort of chatted’ with Y, a former junior owner who was now a member of 
the new management team as VP, Customer Relations. He did not seem to have any objections to what she was doing. 

h. When I talked with him, he told me that she had told him she was paying a number of AP invoices at month end as usual, but did not 
mention my instructions to her. 

Success Factor 4: Shareable Expertise
How do you evaluate it?



Outline of the Performance Challenge Script Used to Evaluate if a prospective Business Coach can share her or his 
business expertise appropriately. 

1. Describe the person and their role.
2. Describe the business scenario | situation. 
3. Describe why this was an inappropriate or inadequate response on the part of the person being coached. 

Listen for the following in the prospective Coach’s response ….

1. Does the prospective Coach take steps to get the person’s point of view or perception of what happened?
2. Does the prospective Coach take the time to ‘repeat back’ this to ensure that the coach’s understanding is accurate? 
3. How does the prospective Coach raise the issue of the person’s response to the situation being inadequate or less than what was 

required? 
4. How does the prospective Coach move onto ‘guiding’ the person towards addressing this issue, and similar ones, in future?
5. How does the prospective Coach challenge or confront any beliefs or justifications the person provides for the reasons that the person 

being coached used to ‘defend’ the way that person behaved?
6. Does the prospective Coach establish a time line for reviewing ‘how this went’ after the person acts back-on-the-job?

Remember that you are using this to determine if the prospective Business Coach can share her or his expertise. 
The prospective coach may do it differently from the way you might. It is the process steps that are important. 

Success Factor 4: Shareable Expertise
How do you evaluate it?



Factor 5 – One-on-One Interpersonal Skills
Why is this important?

1. A Coach is a ‘model’. He or she must demonstrate the 
very skills that the coach needs the other person to learn. 

2. A Coach is responsible for the dynamics of the coaching 
relationship. The Coach must have the skills needed to 
establish the level of trust required for the relationship to be 
productive.

3. A Coach needs to confront the person being coached 
about her or his ineffective behaviors and capability 
levels. The Coach must have the ability to manage any 
resulting conflict in a way that is constructive. 

4. The Coach must move the progression of the 
relationship along to the point where the relationship ends. 

5. The test of the effectiveness of the coaching relationship is 
improved productivity and results output on the part of 
the person being coached. The Coach must be able to 
assess that this is happening without being ‘directly 
involved’ in day-to-day ‘on-the-job’ interaction with the 
person being coached. 



Factor 5 – One-on-One Interpersonal Skills
Why is this important?

1. A Coach is a ‘model’. He or she must demonstrate the very skills that 
the coach needs the other person to learn. 

2. A Coach is responsible for the dynamics of the coaching 
relationship. The Coach must have the skills needed to establish level 
of trust required for the relationship to be productive.

3. A Coach needs to confront the person being coached about her or 
his ineffective behaviors and capability levels. The Coach must have 
the ability to manage any resulting conflict in a way that is constructive. 

4. The Coach must move the progression of the relationship along to 
the point where the relationship ends. 

5. The test of the effectiveness of the coaching relationship is improved 
productivity and results output on the part of the person being 
coached. The Coach must be able to assess that this is happening
without being ‘directly involved’ in day to day ‘on-the-job’ interaction with 
the person being coached. 

A prospective Business Coach must have
‘above average’ interpersonal or soft skills 

which allow the Coach to achieve these objectives. 



Factor 5 – One-on-One Interpersonal Skills 
How Do You Evaluate This?

A prospective Business Coach must have
‘above average’ interpersonal or soft skills 

which allow the Coach to achieve these objectives. 

The only way to gauge
or evaluate this is 
in dialogue with

a prospective business coach. 

References may help,
but they are also limited

because evaluating 
the level of interpersonal skill 

exhibited by another 
is a subjective issue

in which the ‘dynamics’ of
liking the other person’s 

personal ‘style’ 
plays a large part. A personal “fit” judgement



An Implicit Success Factor:
The Openness or Motivation of the Person Being Coached

1. Not everyone is open to 
‘being coached’

2. Testing this motivation 
early is crucial in a 
coaching relationship

3. If the person being coached 
is not open to receiving 
feedback about her or his 
past behaviour

or not willing to try new 
ways of behaving

the coaching 
relationship will fail



An Implicit Success Factor:
The Openness or Motivation of the Person Being Coached

1. Not everyone is open to 
‘being coached’

2. Testing this motivation early 
is crucial in a coaching 
relationship

3. If the person being coached is 
not open to receiving 
feedback about her or her 
past behaviour

or not willing to try new ways of 
behaving

the coaching 
relationship will fail

Consequently, two critical interpersonal skills
a Business Coach must have:

1. establishing | confirming the motivation of the person 
being coached to participate and ‘do’ the work 
required in a coaching relationship,

2. confronting and bringing the coaching relationship to 
an end if this motivation | openness is not present. 



Let’s  Go  …  to Module 6
A Check List | Questionnaire For Evaluating A Potential Business Coach



End of Module Five 

A Practical Approach for Business Professionals, 
Independent Business People, and Managers of Others 
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