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The challenge and our approach

The retail managers had received very little development in how to coach and often a 
hierarchical approach was evident. A culture of “tell” needed to start to change towards a 
culture of “coach”. We spent time getting under the skin of the retail business and met 
with managers, area managers and head office. 

Here is what we found: 

- There was a desire to achieve better results

- Often the perception was that there wasn’t enough time to coach properly

- Managers felt isolated as they have not received coaching training

- There was little confidence to coach and the underlying skills were missing

So we…

- Worked with the business to understand the key challenges

- Spoke to employees to define what was important to them

- Researched other great initiatives in coaching



The 
solution

Getting it right

Step two…

TOP TIP: 

Make it simple, make it stick

There are only a set number of hours 
in a day. To make sure a coaching 
culture could be embedded it needed 
to be simple.

• Short conversations that help 
coaching

• AID feedback

• Keeping it relevant to role

• Manager vs. Coach

• DERAC – How people react to 
feedback and how to work 
through it

The benefits of coaching

The first step…

TOP TIP: 

Use your own experience – when 
did someone steer you on to the 
right path?

The first step was to look at 
coaching with the end result in 
mind. 

• How does coaching benefit 
everyone?

• What makes a good coach? 
Which qualities are helpful?

• How does coaching support the 
sales approach at the company?

• What key skills do I need to be 
able to coach more effectively?  

Results

The magic…

TOP TIP:

What gets measured, gets done

A follow up call to review progress is 
all it took. All participants were 
delighted with their teams results

• Two colleagues to have received 
coaching with clear measures in 
place

• Participants share their 
experiences and challenges

• Financial and behavioural results 
shared with the learning group

Following our work with the people in the business, and our extensive research into the 
retail sector, we took a three stage approach in our solution.



The 
results
“I found that by 
listening more they 
often found their 
own answers”

Manager

• Increase of 8% on footstools and 3% on deposits
• Achieved 100% Leather and Leather Upgrades
• An increase of 20% in electrics 
• 40% improvement on upgrades

Here’s what some of the participants said:

“I’ve been listening more and colleagues have really been opening up”

“We agreed the right way to work for us, and their results are improving”

“I found ‘what makes a great coach’ particularly useful and I now make time to listen 
and allow them to say what they want to say.”
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