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TOPIC 1: WHEN GENERATIONS COLLIDE 

 

 

 

The Challenge  

"Managing multigenerational workforces is an art in itself. Young workers want to make a quick impact, the 

middle generation needs to believe in the mission, and older employees don't like ambivalence. "  

 

A New Generation Gap 

 

 

 

“The term Generation Gap was used mostly to 

describe conflicts between parents and children.  

Today, the “Gap” has more of a presence in the 

workplace, where employees from different 

generations are finding it difficult to work side by side 

because their experiences, goals and expectations are 

different.” 

 

 

Employment Worldwide By 2020, By Generation 
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• Boomers     6% 

• Gen X   35% 

• Gen Y   35% 

• Gen Z   24% 

 

 

Introducing the Generations 
 

Baby Boomers 1945 – 1964 

• Are incredibly hardworking and motivated by position, perks, and prestige. 
• Are confident, independent and self-reliant and achievement-oriented, dedicated and career-focused.  
• They believe in "face time" at the office and may fault younger generations for working remotely. 

Generation X 1965 – 1979 

• Comfortable with authority; want to be listened to; will work as hard as is needed; ‘don’t count on it’; 
‘take care of yourself’; the importance of work-life balance. 

Xennials 1977-1985 

• Xennials are a 'micro-generation,' born between 1977 and 1985. They have a combination 
of Millennial idealism and Gen X realism, giving them strong convictions and reliable follow-through. 
They have a unique perspective and abilities to appreciate “hard copy” and digital reality. 

Generation Y (Millennials) 1980 – 1996 

• By 2020 they will comprise over 50% of the workforce.  

• They frequently look for feedback about how they are doing and want a variety of tasks to avoid 
boredom 

• They seek informal leadership and expect that you will draw out and respect their ideas. 

• Need to see where their career is going, and they want to know exactly what they need to do to get 
there. 

• Value work-life balance and flexibility. 

• Don’t believe in traditional hierarchies. 

• Expect transparency in organizations and the ability to contribute freely. 

• They are connected all over the world by technology and see solutions in tech terms. 

• Prefer to communicate through technology. 
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 Generation Z 1997 - 2012  

• Gen Z prefers face-to-face interactions in the workplace and also expects to work harder than in past 
groups. Gen Z is also the most diverse generation (49% non-white) and values racial equality as a top 
issue. Finally, Gen Z is possibly one of the most practical generations, valuing things like saving money 
and getting stable jobs. 

 

Motivating the Generations 

 

• Baby Boomers prefer monetary rewards, and 

value flexible retirement planning and peer 

recognition. 

Preferred recognition style: acknowledgement 

of their input and expertise, prestigious job 

titles, parking places and office size are a 

measure of success. 

• Generation X values bonuses and stock as 

monetary rewards and workplace flexibility as a 

non-monetary reward. 

Preferred recognition style: Informal, rapid and 

publicly communicated 

• Generation Y wants stock options as a 

monetary reward and values feedback as a 

non-monetary reward. 

Preferred recognition style: regular informal 

communication through company chat or social 

networks. 

• Generation Z is more interested in social 

rewards (mentorship and constant feedback) 

than money.  They are also motivated by 

meaningful work and being given responsibility. 

Preferred recognition style: regular in person 

public praise. 
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Managing and Motivating Generation Y (What Millennials Want) 

Millennials have high expectations of their employers, and they also set high standards for themselves. This age 
group has been working on their résumés practically since they were toddlers. They’re used to overachieving 
academically and to making strong personal commitments to community service. Keep them engaged, and they 
will be happy to overachieve for you as long as you provide a roadmap to success. 

 

Set Short-Term Goals with Continuous Feedback. 

• Set continuous short-term goals and praise them along the way to the goal. 

• Gen Y is used to constant feedback and acknowledgement of what they do well. 

• Most importantly, they want to do a good job and get immediate rewards. Make sure you have a system 

that will allow that to happen. 

• Quit telling them about five-year plans. Their plan in five years is to have a new plan. 

Provide Training and Growth Opportunities. 

• Gen Y often rates mentoring and learning opportunities as more valuable than money (although that’s 

still important). 

• They are incredibly ambitious, and managers should foster their feeling of getting ahead. 

• Want to know and show how they fit into the bigger picture and how their work is valued. 

Communicate Openly and Informally. 

• They prefer flat organizations with internal transparency. 

• Do not like to be ‘talked down’ to. 

• Show interest in them as people/peers. 

• Use technology to communicate – email, instant messaging, skype etc. 

Flexibility and Individuality. 

• Work/life balance is essential to Gen Y; they want a job that fits around their lifestyle. 

• They value flexible working hours and telecommuting. 
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Managing and Motivating Generation Y (What Gen Z Wants) 

 

 

Give Constant Feedback. 

Having had close relationships with their parents and constant connections with friends and family through 
social media, Generation Z expects frequent contact with their superiors in the workplace. What might seem like 
excessive neediness to Baby Boomer and Gen X managers is a normal level of socializing to Gen Z employees. 
What this means is that a failure to touch base with Gen Z employees on at least a daily basis can lead to feelings 
of neglect and alienation. 

Personalize Coaching. 

Generation Z thrives on personal, one-on-one coaching even more than Millennials do. 

Skip the Formalities. 

Formality is a foreign concept to Generation Z. Placing official distance between managers and Gen Z employees 
will make it difficult for them to integrate and feel comfortable in a workplace, they thrive in flattened 
organizations that make managers as close to equals as possible. That means managers will need to get to know 
them personally and be their friends as well as their leaders. 

Incorporate Social Media. 

No generation has integrated social media, Internet, and smartphone technologies into their lives to the extent 
that Gen Z has. Gen Z excels at personal networking and social resourcefulness. 

Embrace Technology. 

They consider technology an integral part of life. They expect the workplace to leverage technology as much as 
possible. 

 

Generational Workplaces. 



 

 

PESA Engaging Leadership Day 1 

9 

 

Generational diversity has great potential. Individuals from different decades may expand and study from one 
another due to the exposure to each other's ideas and activities. The different insight they gain can spark new 
ideas and quick new ways of working. 

A 2018 study found that "intergenerational cohesion" is one of the top three workplace risks. Different 
generations may struggle to understand other people’s values and working styles. As more people delay their 
retirement; younger generations can feel that their opportunities for career advancement are limited. 

 

Strategies for Multi-Generational Accord 

• Ask each person about what they value in the workplace and how they prefer to work. 

• During individual employee performance review meetings, respectfully ask each employee what could 

make the workplace even more supportive for them. 

• Communicate to people according to their preferred communication styles. 

• As much as practical, customize their work according to their preferences. 

• Recognize your own biases. We all have them and they can greatly affect what we see -- and don't see -

- in the workplace. 

• Understand that there are numerous different motivators and each person might be motivated by 

something quite different than another. 

• Arrange ways for people from different generations to meet each other. That is one of the most 

powerful ways for people to overcome differences. 

• Notice increasing frustrations and conflicts in the workplace. Ask for ideas from people from different 

generations to notice any patterns in the causes. 

• Avoid talking about generational stereotypes. That can be offensive to many. People want to be 

recognized for their individuality. 

• Use a leadership style that is participative and consensus-oriented and explain the benefits of using 

that style. 
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Topic 2: What is Your Leadership Style? 
 

Six Leadership Styles (Daniel Goleman, Working with Emotional Intelligence) 
 

A leader's single job is to get results. Even with all the leadership training programs and "expert" advice 

available, effective leadership still eludes many people and organizations. There are precise leadership 

behaviours that yield positive results. The following outlines six distinct leadership styles; each one is 

springing from different components of emotional intelligence. Each style has a distinct effect on the working 

atmosphere of a company, division, or team, and, in turn, on its financial performance. The styles, by name 

and brief description alone, will resonate with anyone who leads, is led, or, as is the case with most of us, 

does both. 

1. Commanding (Coercive) - Coercive leaders demand immediate compliance. 

2. Visionary (Authoritative) - Authoritative leaders mobilize people toward a vision. 

3. Affiliative - Affiliative leaders create emotional bonds and harmony.  

4. Democratic - Democratic leaders build consensus through participation.  

5. Pace Setting - Pacesetting leaders expect excellence and self-direction.  

6. Coaching - Coaching leaders develop people for the future. 
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An Effective Learning Method 

 

There is a philosophy of teaching medical 

interns paraphrased as “watch one, do one, 

teach one.” It is a method by which these 

soon to be doctors learn different surgical 

techniques. Recently, experts realized this 

could be a good analogy for any career. 

Let us take leadership as an example. You can 

practice leadership and be a leader all you 

want, but there is a unique perspective that 

comes from teaching leadership. 

As you teach, your exposure to new ideas is plentiful. Instead of it just being personal, teaching opens you up to 

the public. You are teaching others, but as you interact with one another (although you may be the expert), 

new ideas and voices pop up all over the place. Someone says something they heard or learned somewhere else, 

but it has never crossed your path. 

The amount of information and knowledge out there is infinite. You will never know everything, and by teaching, 

you are opening yourself up to a whole different world, which was previously unavailable. So, do something you 

have never done before. Be intentional in teaching something to someone. Focus on communicating your clear 

message and hope for a positive response. 
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The 7 C’s of Engagement 

 

 

1. Choose: Who You Want to Engage; Workplace engagement is both a responsibility and choice shared by 
employees and employers: 

• Employees are responsible for their own engagement in that they choose to show up in their jobs 
ready, willing, and able to do their best work, and 

• Employers are responsible for choosing to foster an engaging workplace where employees are 
enabled to do their best work. 

2. Connect: Make First Contact (on-line or in real time/face-to-face); 

• Keep values front and center - Find ways to help your employees understand, remember, and 
practice your core values. Connect these values to behavior, camaraderie, and performance. 

• Create a sense of belonging for all - Everyone should feel comfortable and safe in the workplace. 
Help your employees feel this way by building an open and welcoming environment.  

• Make it easy to celebrate - Cultivating a habit of effortless recognition and celebration is key to 
helping employees feel appreciated. Give everyone permission to celebrate in their own unique way 
– and do it often! 

• Keep information flowing - Create pathways for information to move and be heard across your 
organization. This should include mechanisms for feedback, social sharing, and discussion, between 
and from all levels. Make the information accessible from work, home, and on the go. 

• Think of your organization as a community - A community is a place where members are 
supported, respected, and even loved. It’s also a place where work is unified, and goals are shared. 
If you think of your organization in this way, it becomes easier to forge important and supportive 
connections. 

• Give everyone a voice - Help every member of your team contribute and stay connected. Make it 
easy for dispersed team members to be part of the conversation.  

• Make mission-critical information available - Key information each person needs to do their job 
should be well documented, readily accessible, and clearly communicated. This clarity helps 
everyone keep in touch and focused on your overall mission. 

• Challenge traditional frameworks - Sometimes stepping outside of comfortable boundaries and 
constraints is what people need to achieve true connection. There might be aspects of your 
organization that are being held back by process for the sake of process and resistance to change. 
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• Hire or grow authentic, passionate leaders - Your leaders should be your key connectors. Find or 
coach candidates who truly care about your people and your organization. Help them understand 
their importance in helping teams align and find help. 

• Make your culture visible - Deliberate expressions of your culture help people understand and 
connect with what matters. From office interiors, to team huddles, to the way you talk, all offer 
clues to what your culture is about.  

3. Clarify the Why: Confirm the Reason Why, and Their Emotional Purpose; What drives an employee’s 
decision to be engaged at work is based on how that person answers these three questions: 

• What’s in it for me besides a paycheck? 
This is a primary consideration that gets to the heart of why an employee chooses to stay with an 
employer based on the nature of the work involved, how meaningful it is, quality of organizational 
culture, and benefits. 

• What difference do I make? 
Employees want to know how their efforts contribute to the organization’s mission and goals. This 
involves having a clear line-of-sight as to how their work impacts the people they serve (customers, 
clients, patients, members, guests, etc.) co-workers, stakeholders, the community where the 
organization is located, and the organization’s overall success.  

• Does my employer care about me and my work? 
Employees also want their employers to recognize and respect their roles within the organization 
and support them with the tools necessary to do the best job possible. 

4. Compel: To Move Forward to Action; The result of any great coaching conversation is a clear commitment 
to results and a strengthened trust in the relationship. Ways to capture commitment is to be specific in the 
list of agreements. 

5. Confirm:  Next Steps; Feedback conversations are difficult because our emotions are often caught up in 
them (both on the side of the coach and the Coachee). When emotions get involved, it’s hard to really listen 
clearly, so it is important to seek confirmation that you’re both on the same page.  Pay attention to not just 
what’s said but also what you observe in the body language. 

6. Continue: Growing the Relationship – Keep, Nurture & Expand Opportunities.  

• Embrace your role as the leader - Sometimes you might feel insecure about your authority to give 
orders to other people, but the truth is that a business is like a play and every employee expects 
direction from the person responsible for bringing the play forward – you. 

• Provide constructive feedback - Based on objective observation and focused on specific 
issues, constructive feedback is an information-rich technique that brings a lot of good into a 
workplace. Great leaders care about the professional growth of their employees – show it when 
delivering your feedback. Even if it’s corrective, your employees will understand that you’re talking 
about those issues with their best interest in mind. 

• Have an open-door policy - Make sure that employees feel comfortable to come to you with 
concerns, new interesting ideas or even complaints. Doing this, you’ll be on your way to creating a 
strong relationship that is based on a continuous exchange of support. 

7. Champion: Your Coachee/Team Member So They Become Your Most Engaged and Productive Team 
Member. 
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Exercise: Engagement (Practice the Seven Functions of Engagement) 

 

Pick a partner: 

• Coach and engage your partner using the 7 C’s (8 min.) 

• Debrief 

• Switch 

The following is a graph that you may use to as a template to map out your current skill allowing you planned 

improvement.  

 
 1 2 3 4 5 6 7 8 9 10 

1. Choose: Who You Want to Engage      x     

2. Connect: Make First Contact (on-line or in real time/face-to-

face) 

     x     

3. Clarify the Why: Confirm the Reason Why, And Their 

Emotional Purpose 

  x        

4. Compel: To Move Forward to Action    x       

5. Confirm:  Next Steps      x     

6. Continue: Growing the Relationship – Keep, Nurture & 

Expand Opportunities 

    x      

7. Champion: Your Coachee/Team Member So They Become 

Your Most Engaged and Productive Team Member. 

     x     
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Exercise: Engagement Skill Self-Assessment 

 

On a scale of 1 – 10, where are you now? Place an “X” at the level you feel you are currently and connect the 

dots. 

 
 1 2 3 4 5 6 7 8 9 10 

1. Choose: Who You Want to Engage           

2. Connect: Make First Contact (on-line or in real time/face-to-

face) 

          

3. Clarify the Why: Confirm the Reason Why, And Their 

Emotional Purpose 

          

4. Compel: To Move Forward to Action           

5. Confirm:  Next Steps           

6. Continue: Growing the Relationship – Keep, Nurture & 

Expand Opportunities 

          

7. Champion: Your Coachee/Team Member So They Become 

Your Most Engaged and Productive Team Member. 
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Discover How Engaged Your Employees Are…. Ask These 12 Questions 
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Turning Coaching into Engaging Conversations 

Principles are more important than techniques. When coaching principles are understood and practiced, it is 
possible to coach effectively while learning skills and techniques. 

Six Ideologies of Engagement 

These six ideas define the nature of the engagement with others and are important than any other engagement 
technique. A leader who is grounded in these principles can carry on a successful interaction even if 
inexperienced. A leader who does not understand these principles will always have difficulties with engagement. 

1. Trust and mutually beneficial relationship are critical. There needs to be enough trust in the 

relationship so that there is a willingness to work together in the process. It is not possible to coach 

someone against their will. 

2. Focus on the coachee’s agenda. When coaching someone on a piece of organizational agenda, it is 

important first to engage the coachee in the agenda so that they take ownership, allowing alignment of 

the agenda is an important leadership skill. 

3. Communication in a peer-to-peer format. By engaging as a collaborative partner in a search for 

answers, the message becomes one of equality. 

4. Coachee’s find the answer. The more engaged the coachee is in finding the solution, the more buy-in 

and the higher chance of success. 

5.  Coachee does the work. The work includes what happens after the coaching session and the work that 

happens in the coaching session itself. If the coach is doing all the talking in the conversation and walks 

away with all the work to do afterwards, it’s probably not a coaching interaction. People work harder 

when they find the answers themselves; QUE’GGESTING allows the coachee not to feel backed into a 

corner and will enable them to make their own decisions/choices. 

6. Engagement leads to action. Coaching gets people into action; it’s all about moving the coachee 

forward. 
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Exercise: Problem Solving and Decision Making 

 

Great leaders are, at their core, great problem-solvers. They take proactive measures to avoid conflicts and 

address issues when they arise. Problem-solving and decision-making are essential skills for business and life. 

Problem-solving involves decision-making and decision-making is of particular importance for management and 

leadership. Being an experienced, knowledgeable and influential leader will have others turning to you for 

guidance.  

 

Advantages of Working for a Problem-Solving 

Leader 

 Advantages of Being for a Problem-Solving 

Leader 

   

   

   

   

   

   

   

   

Disadvantages of Working for a Problem-

Solving Leader 

 Disadvantages of Being for a Problem-Solving 

Leader 
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Challenging the “old school” Leadership Philosophy 

 

 

Most leaders will focus on solving the ‘problem’ and what’s wrong/not working, rather than visioning and helping 

the coachee to engage in understanding what they want and what strengths they have, what is working, and 

what the compelling reason is for them to move toward their desired future reality. You’ve probably heard the 

saying, “focus on the solution, not the problem.” Well, it applies to the mindset of engagement coaching. 

Once the coachee connects to their vision (be it to have a different relationship with a colleague, to be a more 

effective leader, to have an awkward conversation with a superior….), then the gap from where they are now to 

where they want to be is so much clearer. You then have some real coaching to do. 

The energy of a coachee is entirely different when they discover/uncover their vision, and connect with their 

desired future reality and then work with their ‘problem’ from that perspective versus the coach taking the 

coachee deeper into the present and trying to understand what is going on. 

When the coach engages in discovery/visioning more than problem-solving the current situation; the amount of 

learning the coachee can have become unlimited. It is essential to get the coachee outside their current thinking 

and shift their perspective. 

 

Exercise: Where do you want to be? 

 

 

  

Place an “X” where you feel you currently are and an “O” of where you want to be. 
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Exercise: What is your Philosophy? 
 

Mark an “X” on this continuum that reflects where you believe you are now and an “O” where you would like to 

be. 
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Topic 3: The Power of Why 

 

What is your Why? 

 
 

Understanding Why (Purpose)? 

Very few people and very few organizations can clearly articulate Why they do what they do. Why is a purpose, 

cause or a belief? It provides a clear answer to the questions, “Why do you get out of bed every morning?” “Why 

does your organization exist?” and “Why should that matter to anyone else?”  To get the company’s 

mission/purpose statement to a deep level, you have to uncover the company’s true cause. This true cause has 

nothing to do with creating shareholder value, being a great place to work, or becoming number one. It is about 

revolution. For whom are we out to change the world, and how are we changing it? 

Linking your Company’s Mission (Purpose) to Why 

A mission statement starting with “why” helps you adopt a broader view of what you ought to be focusing on. 

It also forces you to look beyond the scope of what’s happening in the present, see if what you’re doing is still 

in line with your goals. 
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Exercise: Linking your Company’s Mission (Purpose) to Why 

 

List the top services that you’re providing right now: 

 

 

List the result for the client of you ensuring that service 

 

List Why that result is most important to your client 
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Take each Why from above and insert it into a sample Why statement 

 

Ask yourself, “but why” for each statement then, “but why” to that statement then, “but why” again until it 

resonates. Here is where the process gets messy. You have to do the work and keep going until you come up 

with an answer that hits the core of why you exist as a business. This step is a very personal journey where only 

you will know when you’re done. 

Record your why statement below and think on it for a while. When you’re ready to share it with your 

team, be sure to decide beforehand if: 

a) you want to use your statement as a beginning point for collaboration or,  

b) it’s set in stone, and this is what you are going to use moving forward. Your Final 

What is your Why Statement? 
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Understanding How (Values / Guiding Principles) 
 

“HOW” are your values or principles that guide how to bring your cause to life? “HOW”  we do things manifests 

in the systems and processes within an organization and the culture. For values or principles to be truly effective, 

they have to be verbs. It’s not “integrity,” it’s “always do the right thing”; not “innovation,” but “look at the 

problem from a different angle.” Articulating our values as verbs give us a clear idea; we have a clear idea of how 

to act in any situation. Some organizations and individuals know “how” they do what they do. They may call it 

their “differentiating value proposition,” “proprietary process,” or “unique selling proposition (USP).” The 

“HOW” is the organization’s or individual’s strengths, values, or guiding principles. These are the things they 

feel set them apart from their competition; the things they think make them unique or different from everyone 

else. 

 

Exercise: Company Values/Guiding Principles? 
 

List your company’s values or guiding principles, if there are none documented, list what you feel they are.  
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Linking Your Company’s, Why (Mission/Purpose) x How (Values / Guiding Principles) = What (Vision) 

The vision is a public statement of the founder’s intent, WHY the company exists. It is the vision of a future 

that does not yet exist. The mission statement is a description of the route, the guiding principles – HOW the 

company intends to create that future. 

Exercise: Link the Why x How to = the What 

 

 
Why 

 
How 

  

  

  

  

 
What 

 

 

 

Creating each Your Personal “why” for working at your company, how does this link with the 
company why? 

What’s the difference between a purpose and a personal mission statement? 

• The difference is subtle but essential. Broadly, your purpose reflects what you must give and what is 

important to you in life. 

• Your mission statement, on the other hand, is focused more on the action – and how you use your 

purpose to achieve specific things that are in line with your unique offering to the world. 

• Let’s break it down a little further to make sure it’s all clear: 

Your personal purpose 

• Your purpose outlines the fundamental drive behind what you do. It’s the reason you believe 

you’re here. It’s why you exist. 

• It’s also what you bring to the people around you – it’s your skills, your talents and your beliefs. 

Above all, your purpose is what gives you fulfilment and meaning as an individual. 
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Your mission statement 

• Your mission statement is a written declaration of how you’ll focus your purpose of achieving specific 

things. 

• It outlines what you want to accomplish in life ultimately and answers the questions “What do I do?” 

and “Who do I do it for?” It drives your personal goals and influences the big decisions you make in your 

life. 

 

Exercise: Finding your “WHY” 
 

  Answer the following questions to help find a Why statement that feels right: 

1. What makes you smile – think people, hobbies, activities, projects? 

 

 

 

 

 

 

2. What do you do for fun? 

 

 

 

 

 

 

3. What are you passionate about? 
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4. What activities make you lose track of time? 

 

 

 

 

 

 

5. What do others give you props for and say you rock at? 

 

 

 

 

 

 

6. What makes you feel great about yourself? 

 

 

 

 

 

 

7. Who inspires you? What qualities in each person do you most admire? 
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8. What do people most ask you for help in? 

 

 

 

 

 

 

9. What are your deepest values? 

 

 

 

 

 

 

10. What causes or issues do you feel strongly about and have a connection with? 

 

 

 

 

 

 

11. What is that one big thing you’d love to achieve, that you could leave this world satisfied if you have 

conquered it? 
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12. Given your talents, passions and values. How could you use these resources to serve, help, contribute? 

(to people, beings, causes, organization, environment, planet, etc.) 

 

 

 

 

 

 

13. How do you think your Why may apply to your current role either at work, at home or elsewhere? 

 

 

 

 

 

 

14. What specific story or metaphor best represents your Why? 

 

 

 

 

 

 

15. Do you feel like sharing your Why with others? If not, what’s keeping you from wanting to share it? 
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Note: there may be a variety of reasons why we are hesitant to share our Why. We may feel like the job we have 

or what we’re doing at present is not aligned with our purpose, cause or belief. By sharing it with others, we may 

feel like we are living authentically. We may also feel awkward talking about something so profoundly personal 

right away. 

Once finished, go back through your answers, and draw a circle around the most important words within the 

answers you feel best to get to your core purpose. You will start to see patterns in what you’ve written, so group 

the words that carry similar meaning and consolidate them under an umbrella term that may apply. 

Next, prioritize your consolidated list of words from the most important to the least important. Use numbers to 

rank them, assigning number 1 to the most important to you. 

Look up from the page and re-center yourself by asking, ‘What am I truly passionate about?’ before 

continuing. 

Now it’s time to combine the passion you just recognized with your list of words and integrated them. Put your 

name on a line, followed by the phrase ‘exists to…’ 

 

Refine your purpose statement, moving words around if you need to until you reach a sentence that reflects 

you. 
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Linking the Golden Circle to Engagement 

There is not one section of The Golden Circle is more important than the other. The most important thing is the 
balance across all four. 

 

For the Golden Circle to work correctly, you must have: 

1.     Clarity of Why, 

2.     The discipline of How, 

3.     Consistency of What, and 

4.     Define and reinforcing Who your company serves 

WHY?  If you don’t know WHY the products and services are there, how can you expect anyone else to know?   

For your customers to understand the WHY of the products and services, you must first have clarity of the Why. 

HOW: The actions that you take to seek options and inspire a plan to bring your recommendations to life must 

be aligned with your values, guiding principles, strengths and beliefs. 

WHAT:  Think of the “WHAT” of the following formula “WHY + HOW = WHAT.”  The “WHAT” is the WHY and 

the HOW of the call; it is the vision that moves you forward by overcoming obstacles, objections and moving to 

the next steps. 

WHO: Focusing on WHO you serve, allows you to understand which customer segment you’re selling to at any 

given time and to refine/adapt your approach to meet that customer needs. 

 

  



 

 

PESA Engaging Leadership Day 1 

33 

 

 

Who to Engage? 
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Where is the highest return on investment of time and resources? 

 

 

Where is the Greatest Return? 

 

 

Think of an employee or client, where are they on this curve? Take a few moments and jot down how you 

want to work with them? 
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Topic 4: Engaging with VISION 
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Step One: “Visualize” where they want to be and WHY 

 

 

 

If you want to increase the likelihood of the customer reaching their goals and dreams, visualization is where 
it all begins. 

By helping them to visualize, you do a few important things: 

1. Visualizing teaches the brain to recognize what resources are needed to succeed. 

2. Visualizing creates an inner motivation to inspire action to go farther and want more. 

3. Visualizing promotes positive thinking, which will help the customer stay on track and commit 

to a desired enhanced experience. 

“Visualize” where you want to be. If you don’t know where you are going, any road will get you there. 

Knowing where you are going with insight and excitement will provide momentum to overcome the 

challenges that may be facing you today. 

1. “Imagine you’ve just had an ideal week. What three things did you complete?” It’s all about being 

clear on your priorities. 

2. “How does it suit you to stay as you are?” 

3. “If you could ONLY change ONE THING, what would it be? 

4. “What do you want MORE of in your life? What EXCITES and INSPIRES you?” 

5. “What do you want LESS of in your life? What are you TOLERATING and Putting up with?” 



 

 

PESA Engaging Leadership Day 1 

37 

 

6. “So, what three things would make the biggest difference?” 

7. “What would a home run look like this week?” 

8. “What’s the problem in a nutshell?” 

9. “In one sentence?” 

10. “So, what’s the problem in one word?” 

11. “If there were just two rules that EVERYONE would have to follow what would they be?” 

12. “If you dared to talk about it, what would you make happen in your career/life?” 

13. “What could you STOP doing? Do LESS of? Do MORE of? CONTINUE doing? START doing?” 

14. “What could you do if you didn’t have to live with the consequences?” 

15. “List the top 10 things in life that give you joy - what makes your heart sing?” 

16. “If you had more time than you needed: What would you do differently and how would you BE 

different?” 

17. “What, if you got it finished this week, would make you jump for joy?” 
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Step Two - “Identify” Where they are Now 

 

 

“Identify” where you are now. Acknowledging your current reality may often be hard and must be met with 

honesty and determination. Once you recognize the nature of the problem, you are on the road to correct it. 

1. What is happening now (what, who, when, and how often)? What is the effect or result of this? 

2. How is the current situation affecting you or others? 

3. What are the factors you need to consider? 

4. Do we need anyone else’s participation in this conversation? 

5. How urgent is this situation? 

6. How will your success or failure at addressing this affect the rest of the organization? 

7. Who else shares your concerns, dilemma, need to find a solution? 

8. What progress have you made so far? 

9. What is working well right now? 

10. What is required of you? 

11. Why haven't you reached that goal already? 

12. What do you think is stopping you? 

13. What do you think was really happening? 

14. What have you already tried? What could you do different this time?
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Step Three - “Seek” Options 

 

 

“Seek” Options to move you forward. Mind storming or the 20-idea method to evaluate your options. Take any 
problem or goal that you have and write it at the top of a sheet of paper in the form of a question. Find 20 
solutions. 

1. What are your options? 

2. What do you think you need to do next? 

3. What could be your first step? 

4. What do you think you need to do to get a better result (or closer to your goal)? 

5. What else could you do? Who else might be able to help? 

6. What would happen if you did nothing? 

7. What has worked for you already? How could you do more of that? 

8. What is the hardest/most challenging part of that for you? 

9. What's the best/worst thing about that option? 

10. Which option do you feel ready to act on? 

11. Who do you know who has encountered a similar situation? 

12. If anything was possible, what would you do? 
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Step Four - “Inspire” a plan to move forward 

 

 

“Inspire” a plan to achieve success.  The objective of developing a plan is to organize your tasks and allocate 

your resources so that you can achieve your specified goals within your desired time frame. Planning will help 

you know where to spend time and energy. When well developed, it will keep you organized in your goal 

pursuit. 

1. How are you going to go about it? 

2. What do you think you need to do right now? 

3. Tell me how you’re going to do that. 

4. How will you know when you have done it? 

5. Is there anything else you can do? 

6. On a scale of one to ten, what is the likelihood of 

your plan succeeding? 

7. What would it take to make it a ten? 

8. What one small step will you take now? 

9. How will you know you have been successful? 

10. What support do you need to get that done? 

11. What will happen (or, what is the cost) of you NOT 

doing this? 

12. What do you need from me/others to help you 

achieve this? 

13. What are three actions you can take that would 

make sense this week? 

14. On a scale of one to ten, how committed/motivated 

are you to doing it? 

15. What would it take to make it a ten? 
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Step Five - Overcoming “Obstacles” & Objections 

 

 

 

“Overcome Obstacles” that may get in your way. Obstacles can be anything or anyone that gets in the 

way of you reaching your goal. Realizing that there will likely be obstacles along the path to your goal 

makes it easier to plan for and overcome or avoid them. 

1.   What obstacles are getting in the way of success? 

2.   What roadblocks do you expect or require planning? 

3.   Are there factors that could get in the way of your plan? 

4.   Who might potentially support/oppose the plan? 

5.   Do you have all the resources you need? 

6.   What else will you need to change to make this possible? 

7.   Is it possible to meet the deadlines or projections? 

8.   What’s missing? 
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Step Six - “Next Steps” 
 

 

 

“Next” Steps to make progress to the plan. This is the step where your goal (vision) gets brought to life in 

physical reality. When you were establishing your goal; you created the virtual image it in your mind. In the 

Identify step, you developed the key pillars and principles you need to build your plan.   In the 

Obstacles step, you identified any potential obstacles and planned how to overcome them. 

1.   Review the plan again, how do you feel about the plan? 

2.   What resources can help you? 

3.   When are you going to start? 

4.   Who needs to do what when? 

5.   How will you be held accountable for your plan? 
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Exercise: Feedback Using the VISION Model 

 

Break into pairs – Coach & Coachee 

• Choose a Coaching opportunity not yet accomplished 

• Follow the 6-step model (8 minutes) - Switch roles 

When Engaging Remember ……. 

Use Emotion to Engage (Positive) and Focus on Facts (Negative).  

Positive 

Awareness of living above the line is a VICTOR mentality. 

People who live above the line take ownership of their lives 

and for being the creator of it. They own the ship that directs 

them along their lifeline. They are accountable for their 

actions; they share their intentions with others whom they 

trust to keep themselves on track. 

Above the line, thinking is being responsible for their 

circumstances. 

Victors have their OAR to direct their lives in whichever 

direction they want, and they sail their boat progressively towards their destination. Their journey is most 

important to them, and whatever storms come their way; they receive with gratitude and openness to learning 

and growth. They welcome a challenge and travel far because these people generate high energy vibrations, 

and there are always lots of choices available to them because that is what they create and expect. 

 

Negative 

People who choose to live below the line with a 

VICTIM mentality blame other people and other 

situations for the results in their life. They choose 

to live below the line with a VICTIM mentality 

blame other people and other situations for the 

results in their life. Everything wrong in their life 

is due to some other reason other than 

themselves. Living in denial of who they are and 

what is their truth, or their purpose is normal for 

them. 

Victims make their BED and lie in it. And they see no way out of their circumstances because there is no energy 

down there, nor are there any choices available to them, or so it seems. 

 



 

 

PESA Engaging Leadership Day 1 

44 

 

 

Exercise: Coaching When Below-the-Line 

 

Work in pairs 

• Think of a “below-the-line” scenario and coach your partner to bring them “above-the-line” (6 
minutes) 

• Debrief (2 minutes) 

• Switch 

When Engaging Above the Line: Growth Plan 

 

Purpose: What I get paid to do and what gets me out of bed to do it? 

 

Accomplishments: What am I currently doing well (things I am proud of)? 

 

Growth Items: What I need to do to perform even better? 

 

Exercise:  When Above the Line 
 

Work in pairs 

• Use an above the line scenario, engage using the growth plan model (8 minutes) 

• Debrief (2 minutes) 

• Switch 
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Topic 5: Goal Setting Using ISMART 

 

Why Write Goals Down? 

 

Preparation means to set qualitative objectives, quantitative goals and to prioritize objectives, goals and tasks. 

Goal setting is a powerful process for thinking about your ideal future and for motivating yourself to turn 

your vision of this future into reality. The process of setting goals helps you choose where you want to go in 

life. 

If most everyone thinks goals are important; and most everyone would like to be happier, healthier, 

achieve more, etc.; why don’t they set goals? 

• People don’t know how to set goals. 

• People are searching for the perfect way to set goals. 

• People are afraid to set goals. 

• People are afraid to succeed. 

• People are afraid they won’t succeed. 

• People don’t want to set the goal too high. 

• People don’t want to set the goal too low. 
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How to set a Goal 

How to set a Goal! Sounds simple, setting a goal, many people have Dreams and Goals don’t understand the 

importance of taking the necessary steps to make them happen. You can’t just will it or wish it to happen, 

you need to take action. 

There are so many goal setting strategies it can be quite confusing, just know the most important step of 

them all is to start with writing down your goals. 

Write it - Writing out your goals is the most important part of goal setting ideas. The simple act of writing 

down your goals is important because of the accountability that comes with writing them down. Writing a 

goal is an action, one of many required in accomplishing goals but without writing them down, there is nothing 

to build on. 

Plan it - For each goal create a time frame. Write down the day, month and year in which you will complete the 

goal by. Write down what you need to achieve that goal: skill, education, career advancement or change, 

finances, resources, etc. Write down the actions that you will need to take to complete the GOAL and the steps 

required to complete the actions. 

Do it - Don’t look at this as the hard part. This can be as fun as the reward if you are in the right frame of mind. 

This is part of the adventure. This is challenging yourself and making yourself better for it. You will learn how to 

overcome and adjust the path to reach the goal or sometimes the goal itself. Keep your goals and the plan in 

sight, review it daily, follow your plan and achieve your goals. 

Enjoy it - If achieving your goal is not the reward itself, don’t forget to reward yourself for achieving 

it. 
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Exercise: Goal Setting 

 

• How do you think establishing Goals will help you?   

 

 

 

 

 

 

• What goals do you already have that you have made a formal commitment to? 

 

 

 

 

 

 

• Reflect on how your experience with goal setting in the past has impacted your current goal-setting 

behaviour and attitude. 
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iSMART 

 

 

Successful people develop the habits of 

personal strategic planning. They sit down 

and make a list of exactly what they want to 

accomplish in the short, medium, and long 

term. They then use a powerful, seven-part 

goal-setting methodology to create 

blueprints and plans of action that they 

follow every day. 

 

 

 

Exercise:  iSMART Goal Setting 

 

Work through the worksheet that follows:  

• Include as much detail as possible under each heading in the columns. 

• Clarify your goals to yourself as much as is possible. 

• Write your goal (don’t overthink it, just write it out). 

• Think about: 

o The intention of the goal (describe why it is important and how it supports the company’s 

Mission). 

o Is your goal specific?  (Clarify who, what, where, when. Is it clear who needs to do what by 

when to accomplish the goal?) 

o Is your goal measurable?  (How much, how often, how many) 

o Is your goal achievable?  

o Is your goal Relevant? (Does the goal support the company Vision?) 

o Is your goal Time-bound? (does the goal state a clear and specific start and end date?) 
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intention 

 

Specific 

 

Measurable 

 

Attainable 

 

Relevant 

 

Time-Based 

The intention of the goal 

(describe why it is 

important and how it 

supports the company’s 

Mission). 

Is your goal specific?  

(Clarify who, what, 

where, when. Is it 

clear who needs to do 

what by when to 

accomplish the goal?) 

Is your goal 

measurable?  (How 

much, how often, how 

many) 

Is your goal 

achievable?  

Is your goal Relevant? 

(Does the goal 

support the company 

Vision?) 

Is your goal Time-

bound? (does the goal 

state a clear and 

specific start and end 

date?) 
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Phrasing Your Smart Goals 

 

In the spaces below, develop a statement defining your specific goal, incorporating as many of the 

elements that you worked on above as possible into the statement. This will include the actions you plan 

to take to meet this goal, your timeline, and how it will meet the organizational or personal goal you 

are addressing. Also, indicate what types of additional skills and resources are necessary to facilitate this 

goal. 

 

Goal 1: 

 

 

 

 

 

Goal 2:  

 

 

 

 

 

Goal 3:  
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 1 2 3 4 5 

1. The training met my expectations.      

2. I will be able to apply the knowledge learned.      

3. The training objectives for each topic were identified and 
followed. 

     

4. The content was organized and easy to follow.      

5. The materials distributed were pertinent and useful.      

6. The trainer was knowledgeable.      

7. The quality of instruction was good.      

8. The trainer met the training objectives.       

9. Class participation and interaction were encouraged.      

10.  Adequate time was provided for questions and discussion.      

11. On a scale of 1 – 5 with 1 being poor and five being excellent, 
how do you rate the training overall?  

     

Course Evaluation Form 

 

Course Name: 

 
 

PESA Engaging Leaders Day 1 

 

 

Instructor Name: 

  

 

Date: 

 

 

Please indicate your impressions of the items listed below, with 1 being strongly disagreed and 5 strongly agreeing. 
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12. What is your primary reason for attending this course? 

 

 

 

 

13. Did you decide to attend today's seminar? 

 

 

 

 

14. Would you recommend this course to a colleague? 

 

 

 

 

 

15. What are the one or two things that resonated with you during the program? 
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