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Questions to ask our users:

1. How long have you been coaching others?

2. What services are organizations looking for you to perform?

3. In a typical client session, what are your goals and limitations?

4. Other than coaching, what activities do you do?

5. What did you do before you became a coach?

6. What is your educational background?

7. Would you please describe your typical day?

8. How do you organize information about your clients?

9. Ideally, how much time would spend on your computer/mobile each day?
10. What devices do you prefer to use to access the internet?

11. When learning something new, what steps do you normally take?
Primary Persona
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Caroline Stewart

Age: 42

Family: Married to forensic accountant Tim (age 45). 

They have a son Blair (age 18), who recently moved away to attend state university.

Caroline is an organizational consultant specializing in coaching managers and leaders in a corporate setting. She owns her own business which she operates out of the family home in Minneapolis, Minnesota. She has a Master’s Degree in Human Resource Management from St. Mary’s University.
A typical day for Caroline involves telephone coaching sessions, outreach to new organizations to offer her services, stakeholder needs analysis, building business cases, setting up and interpreting assessments, and meeting with clients at the site of their businesses. Caroline travels about 40% of the year and is also doing a part-time role as an instructor at a local business college.

Caroline has used many A-level assessments, but became certified in the MBTI and EQ-i because of the competitive advantage certification gives her over her competition. She finds that many organizations specifically request coaching on the MBTI, so she has become more comfortable using it over the past five years. 

Looking to add new tools to her portfolio, Caroline became certified in the EQ-i two years ago but is having difficulty launching emotional intelligence-based programs with clients. Caroline’s challenges include selling her services, in particular making the case for emotional intelligence testing and coaching programs. 

Caroline’s top three reasons for getting certified in the EQ-i were to use it for:

1. Leadership Development

2. Executive Coaching
3. Team Development

Caroline wants to use science-based instruments that have been successfully used by top organizations, that have an easy-to-access community of users who can provide thoughtful commentary and answers to her questions, that are quick and simple to administer and score, and that yield attractive, flexible, information-rich results she can provide to her clients.

For Caroline, assessment isn’t about exploring a theoretical concept—it’s a means to her end of providing innovative coaching that gets real results in the workplace. Caroline’s goal is to have happy clients who bring repeat and new business to her practice, and to do that, her clients need to feel that her work has helped them improve their performance. Although Caroline isn’t an expert in performance measurement or evaluating program effectiveness, she would like some strategies to demonstrate tangible improvement and ROI on her client’s dollar.

Caroline’s business was hit hard by the recent recession and she found herself going days without the phone ringing. Although she spent time each day reaching out to prospective clients, she prefers the human interaction of coaching. She is excited about the prospect of partnerships that might send new business her way.

Caroline admits that she isn’t a strong computer user. Although wired to her Blackberry, she finds learning new software frustrating and often asks her son to set up electronics for her and to demonstrate them. 
In her spare time, Caroline enjoys walking her two Golden Retrievers, cooking, and shopping.

Scenario #1
A Fortune 500 Consulting Opportunity

Last week, Caroline was contacted by an HR Director at a Fortune 100 company based in Seattle, WA. The director had read an article on executive coaching that Caroline had recently published in Training & Development magazine and wanted to discuss an opportunity.
After speaking on the phone a few times with the director, Caroline recommended a consulting arrangement: 

1. Caroline will fly to Seattle to meet with the exec team.

2. There, she would get buy-in from the team on the coaching plan.

3. After measuring the exec team using an online test of EI, she would meet in person with them for individual debrief sessions and return home.

4. Given the go-ahead based on the executive pilot, Caroline would measure 65 senior managers in the organization via the web using the selected instrument.

5. At the end of the month, Caroline will return to Seattle and conduct a two-day emotional intelligence awareness training program. 
6. At the end of the program, Caroline will remain onsite for two days to conduct personal debrief sessions before returning home.

7. Any remaining debrief sessions will be conducted over the phone from Caroline’s home office.

8. Follow-up and measurement to be determined, but Caroline may plan to return to Seattle for further coaching, as needed.

Caroline has quoted a fee of $20,000 for this contract and needs to arrange her travel plans and executive presentation quickly over the next few days. She calls MHS for assistance with the presentation and gets forwarded to a Business Development representative. Caroline has three main questions:
1. I want to get back in touch with my EQ-i trainer to ask some refresher questions, but I don’t have his contact information anymore. Can you help?

2. Are there any PowerPoint slide decks or other presentation materials that I can use to demonstrate the value of EI-based testing and coaching?

3. I’m thinking that I want to use the EQ-i Leadership Report, but it seems like a lot of material to cover given I only have an hour of individual time with each respondent. Where do I start?

The reps puts Caroline back in touch with her original EQ-i trainer and provides her with the contact information of another consultant who has designed successful coaching programs using the Leadership Report. Caroline spends a few hours on the phone with each specialist to gather their recommendations. She’s a little frazzled by this point, but optimistic.
The trainer is able to provide Caroline with some slides she can use in her presentation to the executive team. The consultant offers tips on specific pages within the Leadership report to show the executive team the model around which the coaching sessions will be based. 

The next morning, Caroline calls MHS Customer Service and puts in an order for 10 Leadership Reports to cover the exec team assessment. She spends the morning setting up the assessments in her Scoring Organizer account. She hasn’t used the account in over a year, and can’t remember what she has to do to set up the necessary codes and passwords. After getting part-way though the process, she reaches a drop-down list with two choices of EQ-i assessment and can’t decide which to choose. She considers looking for the answer in her certification binder or technical manual, but in the end decides a quick call to Customer Service would be most expedient. After speaking with a rep, she finalizes the set up and sends an email with login instructions to the HR Director to forward to the exec team.
The following Sunday morning, Caroline logs back in to her Scoring Organizer account and produces reports for each of the execs who completed the EQ-i. She then travels to Seattle that evening and prepares for her debrief sessions on the plane and in her hotel room using the printed reports. The next day, Caroline delivers her pitch and meets with each exec individually. It’s an exhausting day for Caroline but she feels that her ideas are well received.
After travelling home on Tuesday, Caroline gets an email from the HR Director saying she’s got approval from the executive team. That Thursday, she puts in an order for 65 more Leadership Reports.
Scenario #2

The Debrief Session

This morning, Caroline is getting ready to go downtown to meet with her client Henry. Henry is an ad executive who Caroline has met with twice before, and she considers him to have good potential as a long-term client.
As she pours herself a thermos of coffee for the drive, Caroline worries a little about how today’s meeting will go. Their goal today is to go through the results of an emotional intelligence assessment she set up for Henry online. Henry seems successful and eager to become a better executive, but Caroline is concerned about how to position some of the results on Henry’s report.

Out of the 15 skills measured by the assessment, Henry has scored lower than the average population on three of the skill sets. Caroline expects Henry to become defensive and question the value of the assessment. At worst, she thinks, I will be unable to get Henry into a productive headspace and risk losing him as a client.
Caroline’s two dogs chase round the kitchen island, nearly knocking her over. Interrupted from her reverie, Caroline lets out the Retrievers, fills their bowls, and secures the living room gate. She puts Henry’s report in her briefcase, adds an extra spoonful of sugar to her thermos, and lets the dogs back in. Tim is already gone for the day, so Caroline locks the front door behind her as she heads to the car.

The drive downtown is straightforward given that the morning rush hour is coming to an end. As Caroline’s new Volvo makes its way from suburban to urban neighborhoods, Caroline’s mind wanders back to her debrief session. Getting into a debate over test science won’t be helpful, she decides. I need to get Henry thinking about his job and seeing the test as one possible approach to improvement.

But Caroline can’t help herself from drawing some conclusions about Henry. Such low impulse control, she muses, he probably has tantrums and throws things. He might blow a gasket today.

Caroline steels herself as the Volvo dives into the ad agency’s underground parking lot. She finds a spot, polishes off the last of the coffee from her thermos, grabs her briefcase, and locks the car. She’s tempted to take another peek at Henry’s report to see if some new revelation will jump out at her that will make everything make sense, but decides if there is insight to be had, that is Henry’s job.

The receptionist points Caroline towards the meeting room where Caroline unpacks the report from her briefcase. A moment later, Henry enters, smiling, and shakes Caroline’s hand warmly. “So,” Henry says after a few pleasantries, “that was quite the test.”

“What did you think of taking it?” Caroline asks.

“Good.” Henry replies. “There were some kind of personal questions. I’m interested to see how it relates to work.”

“I can help with that,” Caroline smiles as she pulls out a laminated page she created specially for debrief session. She begins to explain what the EQ-i measures and gives some examples of how it relates to workplace dynamics. Henry nods and asks a few questions. 
“In our last session, you told me that a few things are going on at work that are causing you quite a bit of stress,” Caroline continued, referring to the sudden departure of Henry’s star executive.

“Yeah,” replied Henry, “I’m having to do both her role and mine until we find a replacement. It’s been crazy 14-hour days.”

“That kind of added strain may show up in your results,” Caroline says. “Would you like to have a look?”

Henry agrees. Caroline opens the report to a bar graph and allows Henry a few moments to digest it. “Are there any surprises for you?” she asks.

“Not really,” Henry says, scratching his head. “My wife is always telling me to hold my horses, so I guess that’s the impulse control thing, right?”
Caroline nods. “Have you found yourself having to make a lot of decisions on the fly lately? How did they work out?”

As the hour unfolds, Caroline finds Henry to be very receptive to her questions. Henry stops a few times to ask about the definition of a term on the graph, and Caroline points him to a page that shows his responses to the test questions. 
Caroline makes sure they discuss the skills that Henry wants to focus on, and in the end feels they have covered a balance of positive results and areas for improvement. They end with Henry selecting two skills to work on over the next month, and with the start of an action plan in place, Caroline bids Henry farewell for the week.

