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Muc tiéu cua tap huan

Nhitng thay d6i v& méi truong lam viéc dang dién
ra trong mot to chirc doi héi phai co nhirng ky nang
va nhat la cac phwong phap lam viéc thich hop

Thuc chét, muc tiéu chinh cta giai phap phat trién
quan ly cé sy tham gia can bé nhan vién cong ty la
nham dinh hwéng va trao quyén cho can bd nhan
vién clia cong ty dé hd tro mét cach tich cuc viéc
nang cao nang nang lwc can bd va phat trién kinh
doanh.

Dé&c tinh quan trong nhéat dbi véi tap huén la né co
kha n&ng thuc day nhirng nguoi tham gia xay dung
cac muc tiéu hién thyc va nang cao hiéu qua lam
viéc dé dat dwoc cac muc tiéu nay. Didu nay dam
bao cac mirc dd cao nhat cia viéc cam két va
quyén s& hiru dbi véi cac két qua dat duwoc.

Tai liégu huong dan nay mé ta ngan gon cac
nguyén tac co ban va cac yéu cau khi tién hanh
tap huan dé phat trién nhan sy va kinh doanh.

Tap huén la cach dé cé dwoc hiéu qua hoat dong
tét nhat cho mét co quan, vi du cac cong ty quan
ly nwéc thai va trwe tiép 1a tr can bd nhan vién,
nhirng ngwoi 1ap nén co quan nay va giup ho dwa
ra nhitng quyét dinh nhdm t&ng cudng hoat dong
clia cong ty. Cac chuyén gia trong nwéc cia Dy an
Quan ly nwéce thdi la cac chuyén gia thyc hién
cong tac tap huén cho tirng céng ty tham gia dw an
va day ciing la trong tdm clia cac hoat dong dw an.

Tai liéu hwéng dan nay dwoc lap ra dé trinh bay
nhi*rng khai niém chinh, lam co s& cho qua trinh
tap huén. Tap huan |a tén dwoc gan cho mét quy
trinh ma né dwoc thwe hién trong Dy an Quan ly
Nudc thai d& cung cép hé tro ky thuat cho céac
cong ty tham gia dw an trong viéc soan thao va
thwe hién cac ké hoach phat trién cong ty.

Ngoai ra, déi chuyén gia tap huén ctia dy an ciing
san sang tro' giup cac bén lién quan, cac co quan
c6 thdm quyén va cac vién , nhitng co quan sé& hd
tro cac cong ty trong tién trinh phat trién trong
twong lai clia cong ty.

Phwong phap tap huan nay ngay cang tré nén phd
bién do can bd nhan vién nhan thirc dwoc tinh hiéu
qua cla viéc tap hudn mang lai. Cé mét sb cach
tap huan twong déi méi va né 1a mét giai phap
khac dbi véi van dé phat trién thé ché, va theo cac
cachkhac nhau sy thanh cong cla quy trinh tap
huén dwoc str dung cho nhiéu nadm. Diéu quan
trong can lwu y la tap huén, khdéng nhw dao tao va
cac phuong phéap truyén théng khac, khéng dwa ra
cau tra 1o cho tat ca cac cau hdi. Cong viéc cua
nguwdi 1am cong tac tap huan khong phai dé nhic
lai nhirng bai hoc cii, da dwgc dinh huwéng trvdce
ho&c cac thong tin budc phai tiép thu, ma 1a dé lam
viéc v@i cac khach hang va gitp ho tim ra cau tra
|&i clia chinh ho.

Objective of Coaching

Developing the climate of change in an organization
takes skills and specially adapted methodologies.

The main objective underlying this participative
management development approach is the desire to
guide and empower the staff of the companies to
actively support their capacity building and business
development aims.

The most important attribute for the coach is the ability
to motivate people to set attainable goals and improve
their performance to reach these goals. This ensures
the highest levels of commitment and ownership of the
outcome.

This paper briefly describes the principles and
requirements of coaching as a business and personnel
development method.

Coaching is about getting the very best performance out
of an entity such as the WWM companies and directly
from the staff that make up this entity and enabling them
to make decisions that will improve the operation of the
company. The local WWM experts are the coaching
team available to each of the participating companies
that make up the focus of the project activities.

This paper has been prepared to present the main
concepts that underpin the process of coaching.
Coaching is the name given to the process that will be
employed by the WWM project in providing technical
assistance, to the WWM companies, for the preparation
and implementation of their corporate development
plans.

In addition, the project coaching team will also be
available to assist the various stakeholders, authorities
and institutions that will support the companies in their
future development progress.

The popularity of this approach is growing rapidly as
staff come to realize just how effective coaching is. In
some ways coaching is a relatively new and different
approach to institutional development, and in other ways
the success of the process has been used for many
years. It is important to note that coaching, unlike
training and other prescriptive approaches, does not
profess to have all of the answers. A coach's job is not
to go over old ground, be past-orientated or to force-feed
information, but to work with clients to help them find the
answers themselves.




HUONG DAN TAP HUAN VE NANG CAO NANG LU'C VA PHAT TRIEN KINH DOANH
GUIDELINES ON COACHING FOR CAPACITY BUILDING AND BUSINESS DEVELOPMENT

Theo kinh nghiém trwéc day mot diéu hién nhién la
khi huén luyén kinh nghiém cho nhéan vién, ho sé
cd dong lyc hon néu dwoc lam viéc voi nguei
gidng vién dao tao c6 déi dao kinh nghiém va cé
vai tro tich cwe. Theo cach nay, tap huén l1a cach
duy nhat dé& phat trién ndng lwc can bdé nhan vién.
Ciing theo kinh nghiém trwéc day cho thay viéc
gilip can bd nhan vién va cong ty phat trién dwoc
hét tiém nang cta ho théng qua cac thi tuc tap
huén nay déu dem lai két qua t6t theo mong mudn.

Cac dac diém cia tap huan

Tap huén la phwong phap dao tao hién dai va dang
phat trién rat nhanh dé giup con ngwdi ta nham:

e nang cao;

e phat trién;

e hoc héi nhirng ki nang méi;

e dat dwoc thanh cong ca nhan;

e dat dwgc muc tiéu va quan Iy sy thay doi
trong cuéc song va nhirng thach thirc ca
nhan.

Tap huén 1a phuong phap htru hiéu trong moi hoan
canh, cho du trong doi song ca nhan, sy ngh|ep,
kinh doanh hay hoat déng ctia cong ty va ctia hang
kinh doanh. Tap huén sé:

e duwaray twéng hon la chi cung cép théng tin
e khaithac, phat trién hon la ap dat
e chira ban chat van dé hon |1a dua ra chi dan.

Tap huén la phwong phap dao tao nang dong, linh
hoat va thuan loi chir khéng mang tinh bat budc va
chi dan. Tap huén gilp can bd nhan vién phat trién
va trwdng thanh trong cac linh viec khac nhau, va
diéu nay dan dén viéc phat trién cac chuyén nganh
tap huan khac nhau ma chung dang tro thanh
nhirng chuyén nganh tap huan mai, bao gém:

e tap huan ca nhan va tap huan vé cudc séng
e tap huan vé su thay ddi trong cudc séng,
e tap huén vé nudi day con cai

e tap huan vé viéc tw hoan thanh va tw kham
pha

e tap huin nghé nghiép dé thang tién va luva
chon céng viéc;

e tap huén vé kha nang lanh dao va quan ly

e tap huan vé ban hang va thanh cong trong
kinh doanh;

e tap huén vé diéu hanh coéng ty vé hiéu qua
hoat déng va phat trién giam déc cong ty.

Tuy nhién, vi myc dich cua tai liéu hwong dan nay,
ching t6i chi thao luan ve van de xay dwng nang
Iwc va phat trién kinh doanh.

It is also evident from past experience that when staff
experience being coached, their increasing motivation
comes from working with a coach who is him/herself
viewed as an experienced and positive role model. In
this way coaching is a unique way of developing staff
competence. It is also evident from past experience that
helping staff members and organizations to reach their
full potential through this approach produces great
satisfaction.

Coaching Attributes

Coaching is a modern and rapidly growing method for
helping others to:

e Improve;

e develop;

e |earn new skills;

o find personal success,

e achieve aims and manage life change and personal
challenges.

Coaching is effective for all situations, whether in
personal life, career, sales or corporate and business
life. Coaching:

e draws out rather than puts in
e develops rather than imposes
o reflects rather than directs.

Coaching is reactive, flexible and enabling, not
prescriptive or instructional. Coaching is non-judgmental,
not judgmental. Coaching helps staff to develop and
grow in a variety of areas, and this is leading to the
development of separate coaching specializations that
are becoming new coaching disciplines in their own
right, covering:

e personal coaching and life coaching,

e  coaching for life-change,

e  parenting;

o self-fulfilment and self-discovery;

e career coaching for advancement and job choices;

e leadership and management coaching;

e coaching for sales and business success;

e executive coaching for corporate performance and
director development.

However for the purposes of this paper we will confine
the discussion to Capacity Building and Business
Development.




HUONG DAN TAP HUAN VE NANG CAO NANG LU'C VA PHAT TRIEN KINH DOANH
GUIDELINES ON COACHING FOR CAPACITY BUILDING AND BUSINESS DEVELOPMENT

Tap huén phu thudc nhiéu vao viéc téi da hoa cac
loi ich chinh ttr viéc ap dung qua trinh dwéi day.

Diéu quan trong 1a can lwu y 1a moi cac can bo tap
hudn déu cé diém chung — ho la nhitng nguoi
mudn gitp ngwoi khac bang nd lwc cé thé trd nén
hoan thién.

Coaching relies strongly on the maximizing the main
benefits that accrue from using the following_process.

It is important to note that all coaches have something in
common - they are staff that want to help others be the
very best that they can be, in a specific field of
endeavor.

dan dén / leads to

THAM GIA /PARTICIPATION

BEN VI’NG / SUSTAINABILITY
dan dén / which results in
LAM CHU / OWNERSHIP
dan dén / which leads to

CAM KET / COMMITMENT

Co s& cua quy trinh tap huan

V&i bat ky ly do gi khi ngwdi nhan vién cong ty
quyét dinh lam viéc v&i cac can bd tap huén, voi
moi loai hinh tap huén, va voi bat ky két qua nao
ma khach hang mong mubn ti viéc tap huén, c6
mot diém chung trong tat ca cac moi quan hé tap
huén, d6 1a tap huan la qua trinh hai chiéu.

Méi quan hé dbi tac hai chiéu la mot yeu t6 hap
dan chinh ddi v&i cac bo tap huan va dbi voi cac
nhan vién cong ty dé tham gia vao qua trinh tap
huan. Ca can bo tap huén va khach hang déu co
loi. Phat trién ndng lwc ca nhan déi véi can b tap
huén la mot van dé rat Ion trong viéc hoc cach ap
dung quy trinh tap huan va moi can bd tap huén
déu tim cach tw phat trién, déng thoi cling bat dau
viéc giup d& ngwdi khac thwe hién viéc nay.

Giup cac khach hang xac dinh cac muc tiéu mudn
dat dwoc va giup ho dat dwoc cac muc tiéu nay la
phwong phap da dwoc qua kiém chirng nham ting
cwdng tinh phd bién clha tap huén l1a mét cong cu
kha thi dé& chuyén giao cdong nghé hiéu qua trong
linh vue hé tror ky thuat cho cac nwoc dang phat
trién.

Ban chét chinh cla tap huan la can bo tap huén
phai dat trong tdm clia coéng tac tap huan vao viéc
“tao ra sw khac biét”, hd tro khach hang va nhan
vién clia ho. Trong tam nay sé dam bao can bo tap
hudn cé quan tdm dén khach hang, két qua la
khach hang s& cam thdy méi quan hé nay sé hé tro
ho dat dwoc cac muc tiéu va mong mubn cua ho.

The Basis of the Coaching Process

Whatever the reasons for staff deciding to work with
coaches; whatever the type of coaching given, and
whatever results clients seek from coaching, a common
feature in all coaching relationship is that coaching is a
two-way process.

The two-way partnership is a main attraction for the
coach and for the staff members to enter into the
coaching process. Both, coach and client benefit.
Personal development for the coach is a huge aspect of
learning to use the coaching process and all coaches
find that they themselves grow, at the same time as
starting to help others to do the same.

Helping clients discover where they want to go and
helping them to get there is now a proven methodology,
which is fuelling the increasing popularity of coaching as
a viable tool for the efficient transfer of technology in the
technical assistance sphere of aid to developing
countries.

The very nature of coaching means that the coach’s
attention is centered on 'making a difference’ and
helping the client and its staff. This focus ensures that
the coach has a concern for the client, with the result
that the client feels that the relationship is supportive to
its goals and aspirations.
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Cach tién hanh quy trinh tap huan

Trong linh vuc phat trién kinh doanh, tap huén cé
thé dwoc thye hién dwéi nhiéu hinh thire, tuy thudc
vao dong lwc thuc day va hé tro can thiét, tap huan
c6 thé duoc thwe hién dwdi dang:

e cudc hop nhéom va thdo luan nhém tap trung
v&i quy mo nho;

e thé hién y kién, quan diém hodc bang van
ban hodc bang 10i;

e thao luan theo tirng chi dé;

¢ hdi thdo chinh thirc va khéng chinh thirc;
¢ tham quan hoc tap va cac khoa dao tao;
e hdi nghi va cac hoat déng lién nganh;

e V...

Trong thuc té, tham chi tap huén cé thé dwoc thuc
hién tr xa bang cach trao dbi théng tin qua dién
thoai, emails v.v.... Do mét vai ly do, tap huan qua
dién thoai khéng hiéu qua bang tap huén truc tiép.
Trong thuwe té, nhiéu khach hang thich néi chuyén
qua dién thoai hoac qua email hon. biéu nay lam
cho qua trinh tap huén rat thuan tién ca cho can bo
tap huan va khach hang, n6 tao nén sy linh hoat
hon cho cac nhan vién ban rén véi cong viéc. Tap
huin bang cach s dung phwong tién théng tin
dién t& c6 nhirng wu diém khac:

e tap huan co thé duoc t6 chirc & bat clv noi
dau clia nguwdi tap huan va khach hang - bat
ky noi nao & trong nwéc hodc trén thé gidi

e khong mét thdi gian va chi phi di lai

e do khéng can chuan bj nhiéu, cac khoa tap
huan qua phwong tién thong tin dién tl/dién
thoai c6 thé dwoc td chirc véi thdi gian thong
bao trwdc ngén nhat co thé.

e giang vién tap huén khéng phai luc nao ciing
can den van phong, phong hop, nhan vién
hodc céac chi phi hanh chinh dat dé khac.

Do ban chét riéng, cac khoa tap huén cé xu hwéng
theo nhiém vy, thwong lién quan dén cac hoat
dong hodc cac van dé cu thé. Didu nay cho thay
yéu t6 chinh cla cta quy trinh tap huan 1a phai
luén nhan thirc dwo'c cac muc tiéu ngan han cé
thé dat dwoc ma quan trong la cac khoa tap
huan dat dwoc két qua xac thwe.

Noi cach khac, ban chéat cia mét qua trinh tap
huan la mot qua trinh xen ké gilra cac khoa tap
huén va thwc hién cong viéc, roi lai tap huén va
thwe hién cong viéc, béng cach nay qua trinh tap
huin huéng téi cac muc tiéu cudi cing duwoc duy
tri. Bdng cach nay, nguoi tap huan tham gia vao
qua trinh tap huan véi tw cach 1a khach hang va
nhan vién nhwng khach hang va nhan vién c6 thém

How Coaching Operates

In the business development sense, coaching can take a
great many forms, depending upon the type of
motivation and assistance needed; coaching can be
carried out in the form of

e small focus group meeting and discussions;

e dissemination of ideas either in writing or orally;

e one to one problem addressing discussions;
e informal and formal workshops;

e study tours and training courses;

e seminars and inter-sectoral activities;

e etc.

In fact coaching can be carried out even where locations
are remote using telephone conversations, emails etc.
For several reasons coaching is just as effective over
the telephone as it is face-to-face. In fact, many clients
prefer to speak over the telephone or through emails.
This makes the process very convenient for both coach
and client, and it offers greater flexibility for staff with a
busy lifestyle. Coaching using the electronic media
offers other obvious advantages:

e coaching can be conducted wherever coach and
client happen to be - anywhere in the country or
indeed the world

e there's no traveling time or cost involved

e since little preparation needs to be done, electronic
media / telephone coaching sessions can be
arranged with minimum prior notice

e coaches do not always need offices, meeting
rooms, staff or other expensive overheads

By its nature coaching sessions tend to be very task
oriented and often relate to specific activities or
problems. This indicates that a key element of the
coaching process is the continual acknowledgement
of short term attainable objectives which makes it
important that sessions have a tangible outcome.

In other words the essence of a coaching process is the
progressive alternation between coaching sessions
followed by actions followed by coaching followed by
actions, in this way process towards final objectives is
maintained. In this way the coach becomes as involved
in the process as the client and the staff but the client
and the staff have the additional motivation of being the
instigators of all actions taken, ownership and
commitment are usually very high.
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dong lwc dé tré thanh nhirng nguoi dan dau trong
tat ca cac hoat dong, do vay quyen lam chi va cam
két ctia ho thwérng rét cao.

Mtrc d6 linh hoat cla vai tro tap huan cung V@i cac
khia canh dao tao can thiét dang duwoc tich cuc
dwa vao qua trinh tap huan, ngudi tap huan khong
chi la ngudi chi dan ma ciing phai la ngudi linh
hoat, chiu trach nhiém xac dinh théng tin va tai liéu
ma cong ty cé thé chua cé va diéu nay sé nang
cao hiéu qua clta qua trinh tap huén.

Chinh yéu té phat trién ca nhan 1a yéu tb ma nhirng
ngudi lam cong tac tap huén thay rat hai long; qua
trinh tap huén dwa ra phwong phap phat trién ca
nhan va kha nang linh hoat va do vay ciing c6 thé
dem lai sw thod man vé phuwong dién tai chinh.
Khach hang thu dwgc nhirng gia tri va lgi ich tir sw
hd tro cla quéa trinh tap huédn va do vay ho sn
sang hé tro qua trinh tap huén.

C6 thé co rat nhiéu co hoi dé giup khach hang va
nhan vién cta ho tién hanh nhirng thay dbi lau dai
va tich cwc theo huwéng cac hoat déng clia doanh
nghiép va theo cac mirc d6 dich vu ma doanh
nghiép cung cép.. Nhitng ngwoi lam cong tac tap
huén cé kinh nghiém phat trién kha ndng dé tan
dung co héi nay, va diéu nay lam téng hiéu qua
cla qua trinh tap huan.

Nhirng thach thiec ma nhirng nha tap huan phai
doi mat

Trong cbng viéc hang ngay, nguwdi lam cbéng tac
tap huan phai dbi mat véi nhiéu thach thirc, Tap
huén 1a mét qua trinh dién ra lién tuc, mét phwong
phép phat trién lién tuc va la mét phwong phap hoc
tap quan trong dbi véi ngwdi lam cong tac tap huan
va khach hang clia ho, do vay viéc hoc héi va rut
kinh nghiém t&r nhivng “sai 1am” la diéu quan trong.

Van dé quan trong & day la phai nhan ra duoc day
khong phai la “nhitng sai 1dm” hay nhirng that bai
trong lan dau tién. Nhitng gi ma nhidu nhan vién
cho rang do la sai 1Am ho mac phai thi lai chinh 1a
nhirng bai hoc thuc tién, kinh nghiém va co hoi dé
ho c6 thé hoc héi va phat trién. Do vay, hoc héi tir
kinh nghiém & mét yéu té quan trong ctia qua trinh
tap huan.

M6t nguwoi lam cong tac tap huén phai linh hoat va
duy tri muc tiéu rd rang cho tu#cmg lai ch& khdng
phai dwa vao qua khw; vai tro cta ngudi lam cong
tac tap huén la giup cong ty va nhan vién hiéu réng
néu ho cho réng truwéc day ho da that bai, didu nay
khong lién quan dén nhivng gi ho c6 thé 1am dwoc
trong twong lai.

Nhirng ky ning tap huan chinh

Truyén dat thong tin day di va chuyén nghiép la
kha nang ma nhirng ngudi lam cong tac tap huan
gidéi nhat can phai c6. Nam dwgoc nhu cau cla

The flexibility of the coaching role, along with the
rewarding aspects of being actively involved in the
process, the coach is not just an instructor, but is also a
resource person who has the responsibility of locating
information and materials that the client may not have
available and that will enhance the effectiveness of the
process.

It is this element of personal development that
practitioners of the process find very satisfying; the
process provides a means of personal development and
flexibility that can also be financially rewarding. Clients
value and benefit from the support and are therefore
happy to support it.

The opportunity to help clients and their staff to make
lasting, positive changes to the way the enterprise
functions and to the levels of service it provides can be
enormous. Experienced coaches develop the ability to
take advantage of this opportunity, and this increases
their effectiveness.

Challenges Coaches Face

On a day-to-day basis, coaches face many challenges.
Coaching is an ongoing process, a method of
continuous development and a significant learning
experience for coaches and clients, so it's important to
learn from 'mistakes'.

The key to this is realizing that these aren't 'mistakes' or
failings in the first place. What many staff regard as
mistakes are in reality lessons, experiences, and
opportunities to learn and develop. Hence, learning
from experience is a critical element of the coaching
process.

A coach must demonstrate resourcefulness and
maintain a clear focus on the future not upon the past;
the role is to help clients and staff to see that if they think
they have failed in the past, this bears no bearing to
what they can do in the future.

Key Coaching Skills

Communicating fully and expertly is a quality that most
good coaches will possess. Understanding the client's
needs is also pivotal to the coach-client relationship, and
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khach hang ciing la yéu cau quan trong déi véi méi
quan hé gitra nguwdi tap huan-khach hang, va la
didu kién tién quyét dé tranh gap phai nhirng kho
khé}n trong mbi quan hé nay va hé tro qua trinh tap
huan.

Quan trong la nhitng ngwoi lam cong tac tap huén
phai hwong dan va khéng dwa ra 161 khuyén. Co
mot sy khac biét Ion gilra tap huan va tw van:

Tap huén 14 trong tdm cla khac hang; trong khi tw
van ¢ xu huéng dua trén s tin twdng, cac gia tri
va quan diém clGa nha tw van. Vé van dé nay,
nguoi tap huan gan nhw khong phai la nguwoi tw
van. Vai trd cGa nguwoi tap huén, va khai niém tap
huén, 1a gitp ngudi khac tw tim ra cac giai phap,
khong bat ho phai lam theo cac dé xuét hoac goi y
cda tw véan. Day la mét nguyén tac co ban trong tap
huan.

Tuy nhién, day la van d& ma chung ta dang quan
tam dé phat trién cac két qua thong qua mét quy
trinh tap hudn ma né phan anh "cac chuan muc
quéc gia tét nhat". Vi vay, van dé quan trong & day
la viéc tap huin phai ddm bao cho ra cac két qua
phan anh dwoc cac tiéu chuan tét nhat co thé.

MGi quan hé gitra khach hang va nguoi tap
huan

Sw trung thyc va s tin twéng 1a cac yéu té quan
trong trong méi quan hé gitra ngudi tap huén va
khach hang va quan trong la nguoi tap huén phai
phat trién mdi quan hé nay va co gang duy tri nd
trong sudt qua trinh tap huén.

Yéu t6 v6 cing quan trong dan dén sw thanh cong
cla quy trinh tap huan nay I ngwdi tap huan phai
duwoc khach hang thira nhan va danh gia la nguoi
c6 kinh nghiém va co6 ky nang trong mét Iinh vuwce
nao do cé vai trdo quan trong trong cac hoat dong
kinh doanh ctia khach hang.

Cac yéu cau chat lwong cho céng tac tap huan
tot

Tap huan khéng gidng nhw dao tao, tw van, c¢d van
hodc cung cip dich vu chuyén mén ma qua do
cong viéc cla khach hang dwgc hoan thanh nhé
céac dich vu nay. Cac yéu cau chéat lwong cho viéc
tap huén tt bao gébm:

Sw tin nhiém vé chuyén mén ky thuat

Nhét thiét 1a ngudi tap huan phai cé dat mire do tin
nhiém v& chuyén mén ky thuat nhét dinh, theo
quan diém clia khach hang va nhan vién, it nhat 1a
phai ngang bdng v&i ho, nhung ly twdng hon 1a
trinh d6 chuyén mén ky thuat ciia ngudi tap huan
phai cao hon so v&i trinh @ nhan thirc ctia khach
hang. Nhirng ngui tap huan cé k§ ndng phai ludn
st ly tot cac kinh nghiém thyc tién trong linh vuc

a prerequisite for avoiding difficulties in the relationship
and coaching support process.

It is essential that coaches coach and do not give

advice. There's a huge difference between coaching
and advising:
Coaching is centered around the client; whereas

advising tends to be based on the beliefs, values and
opinions of the advisor. In this respect a coach is most
certainly not an advisor. The coach's role, and the
coaching concept, is to help the other person find their
own solutions, not to have them follow an advisor's
recommendations or suggestions. This is a fundamental
principle.

However, it is in our interest to develop results through
the coaching process that reflect “best national
practices”. It is, therefore, important that the coach
assures outcomes or results that reflect best possible
standards.

Client and Coach Relationships

Integrity and trust are significant factors in successful
coaching relationships, and it is very important that the
coach develops this relationship and makes a conscious
effort to foster it over the whole coach in period.

It is of particular importance to the success of this
process that the coach is recognized and accepted by
the client in being an experienced and skilled practitioner
in some field of importance to the operations of the
clients business.

Qualities Required for Good Coaching

Coaching is unlike training, consultancy, advising, or
providing a professional service in which work is
completed on behalf of a client. The qualities required
for good coaching include:

Technical Credibility

It is essential that the coach has a technical credibility
level that, in the view of the staff and the client
organization, as at least equal to theirs but more ideally
higher than their own perception of their level. Skilled
coaches wusually have a good deal of practical
experience in the field for which they are coaching.
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ma ho dang tién hanh tap huén.

Thoéng thwdng, trong trwdng hop ma nhivng nhan
vién lau n&m, cé kinh nghiém vé kinh doanh, thé
ché, quan ly va cac td chirc ctia moi linh vuc,
nganh nghé hoc cach tré thanh nhitng nguoi tap
hu&n dé& nang cao vai trd hién cé cta ho cung véi
nhirng ky nang dac biét, phwong phap va nhirng
nguyén tdc co badn ma doi hdi phai co trong tap
huan.

Léng nghe

Trong tap huén, ldng nghe quan trong hon 1a noi.
Bang cach ladng nghe, ngwdi nhan vién co thé tw
gidi dap dwgc nhitng ban khoan cla ho, nhan
dwoc nhirng y kién hoan toan khach quan va sy
quan tam day dd va sw ung ho tuyét déi. Cac kj
ndng l&ng nghe va kim ché viéc vdi va dua ra 16
khuyén la dac diém va phuong phap chinh cla
viéc tap huén thanh cong, va la yéu td trong tam,
thwe sy gidp nhan vién tim ra hwéng di va cac giai
phap cho riéng minh. Lang nghe la kha nang va
thai d6 quan trong nhat cia moét nguoi tap huén
giéi. Diéu nay doi hdi ngwdi tap huan phai co sy
kién tri, strc chiu dwng va cé théi quen lang nghe
ngudi khac, dac biét 1a phat trién cac ky thuét nghe
thwe sy tap trung.

K¥ néng giao tiép

Tap huan 1a quéa trinh hai chiéu. Trong khi lang
nghe 1a quan trong thi kha ndng hiéu va phan hoéi
lai cling quan trong, bang cach nay cé thé xoa bd
dwoc nhivng rao can, nhirng quan niém trwéc day,
nhirng thanh kién va sy phan dbi. Kha ndng dién
dat t6t s& dan dén sy tin twdng va hiéu dung vén
dé cho ca hai phia.

Nhirng ngwdi tap huén phai cé kha nang dién dat
cam xuc, y nghia ciing nhw ndi dung clia 1 van dé—
day l1a sy khac biét I6n. Trao dbi y kién ma khong
4p dat quan diém ca nhan, va khong phan xét va
khéng gay anh hwdng la cac yéu tb can thiét cla
qua trinh trao déi théng tin, dac biét khi g|a| quyét
cac thac mac, mong mubn va y tudng cla nguoi
nhan vién . Diéu nay d&c biét quan trong khi nguoi
nhan vién luén di cung trong mét quy trinh khoé
khan cla viéc thay dbi cac théi quen va méi trudng
lam viéc.

Viéc tap huén tbt st dung cach giao tiép khong chi
dwa ra nhirng cau tra I6i cho ngwoi hoc, ma con
gitp cho nhitng hoc vién ty tim ra cau tra I&i cho
minh.

Nguwoi tap huén st dung cac k§ néng giao tiép cla
minh dé goi y cac phwong an khac nhau, va chira
duwgc mot sd phwong an hén co, nhat 1a dbi voi
theo “cac ky thuat thwc hanh tét nhat”. DBiéu quan
trong 1a ngwdi tap huin phai nhan thiy réng anh

It is often the case that experienced senior staff in
business, institutions, management, and organizations
of all sorts, learn how to become coaches so as to
enrich their existing roles with the very special skills,
methodologies and philosophies that coaching entails.

Listening

In coaching, listening is more important than talking. By
listening, staff can be helped to overcome their
concerns, be offered complete objectivity and given
undivided attention and unparalleled support. Listening
skills, and resisting the urge to give advice are key
attributes and methods of successful coaching and
central to truly helping staff find their own direction and
solutions. Listening is the most important ability and
behavior of an effective coach. This takes patience,
tolerance and practice, especially in order to develop
real empathic listening techniques.

Communication Skills

Coaching is a two-way process. While listening is
crucial, so is being able to interpret and reflect back, in
ways that remove barriers, pre-conceptions, bias, and
negativity.  Communicating well enables trust and
meaningful understanding on both sides.

Coaches are able to communicate feeling and meaning,
as well as content - there is a huge difference.
Communicating with no personal agenda, and without
judging or influencing, are essential aspects of the
communicating process, especially when dealing with
staff's personal anxieties, hopes and dreams. This is
particularly important when staffs are imbedded in a
difficult process of changing work practices and
environment.

Good coaching uses communication not to give the
client the answers, but to help the clients find their
answers for themselves.

The coach uses his communication skills to suggest
alternatives, and to pinpoint some of the options that are
available, in particular with reference to “best practices”.
It is important that the coach recognizes that he/she is
not part of the decision-making process, but separate
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ta/co ta khong phai la ngudi tham gia vao qua trinh
ra quyét dinh, ma hoan toan ddc lap v&i cdng viéc
nay.

Chi nhirng ngw&i chiu tréch nhiém trong viéc thuc
hién va chiu trach nhiém ve ket qué cong viéc moi
dwoc ra quyét dinh.

Thiét l1ap quan hé

Kha ndng cla nguoi tap huan trong viéc thiét lap
quan hé v&i nguwdi nhan vién 1a vdé cung quan
trong. Thong thwong khd nang nay xuét phat tw
viéc mong mubn gilp cac nhan vién, ma theo do
nhirng ngudi tap huan phai lién tuc phan dau nang
cao. Thiét 1ap quan hé sé& dé& dang hon rat nhiéu
trong qua trinh tap huén so v&i cac dich vu khac vi
trong tdm duy nhat cGa nguwdi tap huan la khach
hang. Khi mét ngudi tap huan hd tro mét nhan vién
theo cach nay, dwong nhién diéu nay sé thuc day
qua trinh thiét 1ap mdi quan hé gitra ho va khach
hang.

Tao dong lwc va truyén cam hirng

Nhirng nguwdi tap huén tao dong lwc va truyén cam
hiing cho nguwoi nhanvién. Kha nang dé lam viéc
nay déu nadm trong kha nang cua tat ca chung ta,
nhwng thuwong can co sw hé tro va phat trién. Diéu
nay bat ngudn tir sy mong muon giup d& va hé tro
nguwoi khac. Nhivng ngudi sdn sang giup d& ngudi
khac thuwdng cé kha nang tao dong lwc va gay cdm
hirng cho nguwoi khac. Khi mét nguwdi nao dé6 nhan
duoc sw quan tdm va chd y tr ngudi tap huén dé
gitp ho trudng thanh va phat trién, nhw nhirng gi
co dugc trong mbi quan hé cla qua trinh tap huan,
thi chinh diéu nay sé tao ra dong luc thuc day va
gay cdm hing cho ngwoi tham gia tap huén.

Sw quan tam, tinh linh hoat va sw ddng vién

C6 nhiéu kiéu tap huan, va nhu cdu cia nguoi
nhan vién ciling khac nhau, cac hoan canh va thoi
gian 1a cac yéu td khéng dy doan dwoc, do vay méi
quan hé trong tap huan khéng tuan theo mét cong
thirc cu thé nao. Nén nhé rang tat cd moi ngudi
déu khoéng gibng nhau va cé nhu cau khac nhau,
day la diéu ma ngwdi tap hudn can biét. Cubi
cung, tat ca chung ta déu la con ngudi, do vay
nhirng ngwoi tap huln phai xem xét, chi y dén
cam xuc va cdm giac cla con ngwdi trong qua trinh
tap huan.

Thoéng thuweng tap huén 1a theo nhu ciu ctia khach
hang — c6 nghia la nhitng cdm giac nay phai cé
ngay tlr khi bat diu qua trinh tap huan. Do vay, linh
hoat dé& x&r ly, dap &ng v&i nhivng dac diém khac
nhau cGa nhitng ngudi tham gia tap huén, cung
véi s td mo va quan tam dé hiéu dwoc cac van dé
co ban trong cudc séng cla nhan vién, ciing la yéu
td quan trong trong tap huén.

from it.

Decisions should only be made by those who are
responsible for implementation and for the outcome.

Rapport-Building

A coach's ability to build rapport with staff is vital.
Normally such ability stems from a desire to help staff,
which all coaches should continually strive to improve.
Rapport-building is made far easier in coaching
compared to other services because the coach's only
focus is the client. When a coach supports a person in
this way it quite naturally accelerates the rapport-
building process.

Motivating and Inspiring

Coaches motivate and inspire staff. This ability to do this
lies within us all, but is usually in need of support and
development. It is borne of a desire to help and support.
People who feel ready to help others are normally able
to motivate and inspire. When someone receives
attention and personal investment from a coach towards
their well-being and development, such as happens in
the coaching relationship, this is in itself very
motivational and inspirational.

Curiosity, Flexibility and Courage

Coaching patterns vary; staff's needs are different,
circumstances and timings are unpredictable, so
coaching relationships do not follow a single set formula.
Remembering that everyone is different and has
different needs is an essential part of being a coach.
Ultimately, everyone is human - so coaches take human
emotions and feelings into account.

Often coaching is client-led - which means that these
emotions have to be tapped into from the very beginning
of the coaching process. So, having the flexibility to
react to staff's differences, along with the curiosity and
interest to understand fundamental issues in staff's lives,
are also crucial in coaching.
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Sw quan tam cla ngudi tap huén c6 kha néng giup
cho khach hang dat dwgc nhirng thanh céng ngoai
mong doi; cd nguwdi tap hudn 1an khach hang
thworng hét sirc ngac nhién khi cac thanh coéng
vuot qua s mong doi nhw thé nao va nhan vién
phét trién nhiéu ra sao.

Tét ca diéu nay doi héi phai co sw dong vién, khich
lé - nhitng nguoi tap huan thuwong virng tin vao
chinh ban than ho, va qua quyét dé lam tt cong
viéc tap huan cho khach hang & mic tét nhat cé
thé, va ho tin hodc cé niém tin rang can bd cong ty
c6 thé dat dwoc cac muc tiéu cla ho.

The coach's curiosity enables the client's journey to be
full and far-reaching; both coach and client are often
surprised at how expectations are exceeded, and how
much staff grows.

All this does take some courage - coaches generally
have a strong belief in themselves, a strong
determination to do the best they can for their clients,
and a belief, or faith that inherently staffs are capable of
reaching goals themselves.
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Tém tét cac cham ngén va cac nguyén tic trong tap huén

Nhirng ngwei lam céng tac tap huan gidi sé ap dung va tuan tha theo cac nguyén tac sau:

e Lang nghe quan trong hon la néi ra

e Can hiéu dwoc yéu té nao la dong lwe thuc day déi véi ngwdi nhan vién trong céng

tac tap huan?

e Moi ngwoi déu c6 kha ning thanh dat hon niva

e Két qua trwéc day khong phan anh dwoc két qua twong lai

e Cac niém tin ciia ngwi nhan vién vé nhirng gi c6 thé dat dwoc doi véi ban than ho

ciing chi la nhirng gi®i han cua ho

e Nguwi tap huan phai luén dwa ra sw hé tro day da

e Nguwi tap huan khéng dwa ra cau tra |

e Tap huan khéng bao gém chi trich, phé binh ngw®i nhan vién

e Moi tap huan déu dwa trén méi quan hé va sw ky vong va ban chat 1a méi quan hé tin

twéng gitra 2 bén

e Mot s6 nhu ciu cta nhan vién khong thé dap (rng dwoc thong qua tap huan, va
ngwi tap huan can phai nhan thay cac khach hang cé6 cac nhu cau khac nhau, vi du

nhu cau dao tao, thwe hanh, v.v...
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Summary of Coaching Maxims and Principles

Typically good coaches will use and follow these principles:

e Listening is more important than talking

¢ What motivates staff must be understood

e Everyone is capable of achieving more

e Past performance is not a reference of future performance

e Staff's beliefs about what is possible for themselves are their only limits

e A coach must always provide full support

e Coaches don't provide the answers

e Coaching does not include criticizing staff

e All coaching is based upon rapport and trust and is essentially confidential

e Some staff's needs cannot be met by coaching, and coaches need to recognize clients

with other needs, e.g. training, practicing, etc.
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