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Winning
recognitionHow can you measure the benefits of coaching?
KirstieRedfordoutlines four essential steps
IfyonwanttointroducecoachingIntoyour
organisation,the first question any chief
executiveis likelyto ask is:will it bring a
goodreturn on investment(ROI)?

Thebenefitsofcoachingcanbedifficult
to measure, but it's not impossible.We
outline fourwaysto dojust that.

1 Track attrition levels
Oneofthe coregoalsofcoachingis to produce

a happier, more productive
workforce.Trackingattrition to measure
the successofa coachingprogrammeisa
common device. Figures from the
EuropeanCoachingInstitute(Ed),suggest
that coaching can increasecommitment
among staffbymore than 40%,leading to
30%of managersbeing retained in their
current positionsor promoted.

John Hoerner,Tesco'schiefexecutiveof
clothing and international sourcing,says
Tesco'snon-foodbusinesshas usedcoaching

fortwoyears,and this has led to more
promotions, which has in turn helped
retain staff.

"We have seen excellent retention of
those in leadership positions and more
than halfofthe individualsinvolvedin the
coachingprogramme havereceivedinternal

promotions since beginning their
coaching,"he says.

ITconsultancy LogicaCMGalso rates
attrition asan effectivemeasureofROI.Its

director of coaching, John Blakey,says:
"Wetrackthe levelofattrition ofour senior

executives on the coaching programmes
versus the average for this

group. Given that our objective is to
attract and retain the top talent in the
market, this is a direct and hard measure
ofour success."

Noneofthe 17chiefexecutivesand managing
directorswho took part in LogicaCMG's
first leadership development programme

two years ago has left the
company."Giventhat every1%ofattrition
has an estimated bottom line impact for
us of £7.4macrossthe group, this can be
usedasthe basisforan excellentmeasure
ofROI,"saysBlakey.

£ Conduct 360-degree assessments

If a coachingprogrammeis successful,it
should lead to a number of softbenefits.
Conducting360<legreeassessmentsat the
startand end ofthe programmewillhighlight

improvementsin areassuchascommunication,
job satisfaction and work

culture. Barbara Dalpra, deputy chief
executiveforthe ECI,sayscommunication
isa keymeasureofROI.

"Followingcoaching, communication
between managers and their immediate
staffhas improvedby70%,and communication

in teams where staff are working
with their peers has improved by more
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than 60%,"she says.
This is often achieved by a change in the

workplace culture.
"Where there was previously a 'blame

culture', there is now an 'enquiry and
resolution culture'," says Dalpra.

Lawfirm CMSCameron McKennauses
360-degree feedback to assess the success
of its coaching programme.

The firm's head of organisational development,
TonyWright, says:"Psychometric

assessments, feedback sessions with
coaches and internal follow-up meetings
allow us to log achievements, concerns
and goals for the future, and this helps us
to gauge ROI."

v Calculatebenefits-to-costratio
Knowing what you want to achieve
through your coaching programme and
agreeing a set of business results and
behaviour changes can help you calculate

ROImore accurately in the long run.
It will also give focus to the coaching
programme.

Carole Gaskell, managing director and
founder of coaching company Full
Potential Group, suggests using four key
measures: money, time, quality of service
and quantity.

"Is profit up or down? Are projects taking
too long? How is customer satisfaction?

Are customer numbers or production
falling? Assesseach of these areas in

turn, then determine what the goals are
for each," says Gaskell. "What does the
organisation want to change?"

*f Usea balancedscorecard
Use a balanced scorecard technique - ie,
develop objectives, measures, goals and
initiatives for four key areas: financial,
business processes, customer needs and
learning requirements in line with the
overall business strategy.

Blakeysaysthe team at LogicaCMGagree
specific measures as part of a 'kick off
workshop at the outset of each coaching
programme.

"We then use the balanced scorecard
technique to interactively generate customer,

financial, business process and
learning measures," he says. "The team
owns these goals and they become the
focus for all of the coaching sessions they
are involved in."

At the end of the programme, the results
are assessedand presented to the business.

"Wehave found that the balanced scorecard
approach is as appropriate for coaching

interventions as it is for other change
projects," he adds.

Whichevermethods you choose to measure
ROI,the key is to have a plan and stick

with it. The benefits are widely reported,
but without tracking your organisation's
own successes and failures, it will be difficult

to prove the business case and really
sell coaching into your organisation. 0

Coachingresources
ORGANISATIONS
• European Mentoring and Coaching
Council
www.emccouncll.org.uk
• European Coaching Institute

• The Coaching and Mentoring Network
www.coachingnetwork.org.uk

ARTICLESONLINE
• Local leadership
GO TO vwwv.personneltoday.com/307S7.article
• How to manage the learner's behaviour
GOTO wwvv.personrieltoday.corn/BOTSS^n^te
• Why does coaching need regulation?
GOTO www.personneltoday.com/30766jirticle
• Confusion reigns over coaching in UK
market
GO TO www.personneltoday.com/30768.artide

• Work your way up the career ladder
GO TO www.personneltoday.com/27489.artlde

BOOKS
• Techniques for Coaching and Mentoring
by David Megginson and David
Clutterbuck, published by Butterworth
Heinemann, ISBN075065287X, £19.99
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