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COMMITTED TO EXCELLENCE IN 
GOVERNMENT 

Communication and Coaching

David W. Key, Sr. Instructor

Differentiate between coaching and counseling opportunities

Avoid defensiveness and disconfirmation in interpersonal 
communication

Utilize principles of supportive communication to strengthen 
relationships

Improve work relationships by using personal management 
interviews

Learning Objectives
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What was his/her….

Communication Style

Coaching Style

Counseling Style

Think of your Favorite Boss
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What was his/her …..

Communication style

Coaching style

Counseling style

Think of your Least Favorite Boss
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The average supervisor spends 80% of the day in verbal 
communication:

•Face-to-face with an individual

•Face-to-face with a group

•Over the telephone

•In written memos or letters

•Through e-mail

Communication Facts

6



1/23/2023

3

According to research, in a conversation or verbal 
exchange: 

Words are 7% effective 

Tone of voice is 38% effective 

Non-verbal clues are 55% effective.

Communication Facts
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A Model Of The Communication 
For Success

Receiver
4. Decoding

5. Perceived meaning

Person B

Sender
6. Intended meaning

7. Encoding

Sender
1. Intended meaning

2. Encoding

Person A

10. Intended meaning

9. Decoding
(receiver)

8. Communication
channel

3. Communication
channel
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Some Indicators of 
"Body Language"

OPEN

One /both arms resting on arm of chair

Friendly expression

Arms and hands resting in lap

NERVOUS

Rattling change

Swinging or jiggling foot

Repetitious movement

Fidgeting

Cracking knuckles

Furtively glancing in other direction

ANGRY

Finger pointing

Scowl or frown

Hands on hip

Choppy hand motions

HOSTILE/INTIMIDATING

Overly formal

Crisp, curt tone of voice

Steepling hands

Unrelenting eye contact

Reared back in chair, with arms

behind head

Confrontational questions

Sitting a level higher than you



1/23/2023

4

Most frequently used means of communication is via electronic 
technology

Face-to-Face communication is second most frequently used 
communication style

“Technology is ahead of people’s ability to cope and use it; it’s 
becoming part of the problem, not part of the solution.”

Communication Facts
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People are bombarded with too much information

Communication still depends on relationships

Problems with Electronic Media
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Relationship between sender and receiver is the key to 
effective communication

The characteristic by which managers are judged for career 
advancement

Effective Communication
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Interpersonal communication has not advanced as quickly as 
the technical capabilities have

Interpersonal problems tend to be the roadblock to effective 
communication

Interpersonal Communication 
Problems
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Since 1927, the Carl Vinson Institute of Government has been 
an integral part of the University of Georgia. A public service 

and outreach unit of the university, the Institute of 
Government is the largest and most comprehensive university 
based organization serving governments in the United States 
through research services, customized assistance, training 

and development, and the application of technology.

Carl  Vinson 
Institute of 

Government

Relationship Between Unskillful  
Communication and Interpersonal 

Relationships

Abrasive, 
insensitive, 
unskillful 

message delivery

Distant, 
distrustful, 
uncaring 

interpersonal 
relationships

Restricted, 
inaccurate 

information and 
defective 

communication 
flow

Copyright © 2002, Prentice Hall

Seeks to preserve a positive relationship between the 
communicators

Allows the communication of negative feedback

Strengthens the overall relationship

Supportive Communication Defined
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Differentiate between coaching and counseling situations

Use problem-oriented statements

Use descriptive statements

Use validating statements

Supportive Communication
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Use specific statements

Own your statements

Demonstrate supportive listening

Supportive Communication
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Coaching

• giving advice, direction or information to improve performance
• “I can help you do something better”

Counseling

• helping someone understand and resolve a problem him/herself 
by displaying understanding

• “I can help you recognize that a problem exists”

Coaching and Counseling
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Lack of ability

Insufficient information

Incompetence

Subordinate must understand the problem

When to Coach
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Attitudes

Personality clashes

Defensiveness

Other factors tied to emotions

“I can help you recognize that a problem exists.”

When to Counsel
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The employee calls the mentor to say that he or she has just 
been assigned to write & submit the dept’s year end activity 
report. The project usually takes three days to complete, but 
the employee has been allowed only one day. 

Coach or counsel?

Activity

21
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At lunch, the employee mentions to the mentor that he or she 
had a run-in with the divisional vp. The vp expressed concern 
about a recent presentation to a potential client in which the 
employee participated. The vp was unhappy that the co. lost 
the contract. The employee tells the mentor that this seemed 
like a personal attack.

Coach or counsel?

Activity

22

The employee tells the mentor that he or she feels great 
pressure to make more sales this month. Then the employee 
says that he or she has lowered the price to close sales on 2 
occasions w/out the prior approval of the sales manager.

Coach or counsel?

Activity

23

The mentor meets the employee’s supervisor in the hallway 
and asks how the employee is doing in his/her new position. 
The supervisor responds that the employee has been writing 
and revising the visuals for the upcoming management mtg for 
weeks—letting other work slide.

Coach or counsel?

Activity

24
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DEFENSIVENESS
• One individual feels threatened or attacked as a result of the 

communication
• Self-protection becomes paramount
• Energy is spent on constructing a defense rather than on 

listening
• Aggression, anger, competitiveness, and/or avoidance as a 

result of the communication

Obstacles to Communication
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DISCONFIRMATION
• Individual feels incompetent, unworthy, or insignificant as a result 

of the communication
• Attempts to reestablish self-worth take precedence
• Energy is spent trying to portray self-importance rather than on 

listening
• Showing off, self-centered behavior, withdrawal, and/or loss of 

motivation are common reactions

Obstacles to Communication
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Problem-oriented, not person-oriented

• “How can we solve this problem?” 

• NOT “Because of you there is a problem.”

Supportive Communication 
Principles

27
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Based on congruence, not incongruence
• Sometimes the individual is unaware of their own 

incongruence
• More often the individual denies that a problem exists.
• “Your behavior really upset me.” 
• NOT “Do I seem upset? No, everything’s fine.”

Supportive Communication 
Principles
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Descriptive, not evaluative

• Evaluation places a label or judges

• Description deals with issues at hand and opens the 
communication process

• “Here is what happened; here is my reaction; here is 
what I suggest that would be more acceptable to me.”

• NOT  “You are wrong for doing what you did.”

Supportive Communication 
Principles

29

Step 1: Describe objectively the event, behavior or 
circumstance

• Avoid Accusations
• Present data or evidence

Example: Three clients have complained to me this 
month that you have not responded to their requests.

Step 2: Focus on the behavior and your reaction, not 
on the other person’s attributes

• Describe our reactions and feelings
• Describe the objective consequences that have resulted or will 

result

Example: I’m worried because each client has threatened 
to go elsewhere if we aren’t more responsive.

Descriptive, Not Evaluative

30
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Step 3: Focus on solutions

• Avoid discussing who’s right or wrong

• Suggest an acceptable alternative

• Be open to other alternatives

Example: We need both to win back their confidence and to 
show them you are responsive.  I suggest we offer to do a free 
analysis of their systems.

Descriptive, Not Evaluative
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Validating, not invalidating

• Validating communication helps individuals feel 
recognized, understood, accepted and valued.

• Invalidating questions the other person’s self-worth

• “I have some ideas, but do you have any 
suggestions?”

• NOT “You wouldn’t understand me, so we’ll do it my 
way.”

Supportive Communication 
Principles

32

Specific, not global

• Specific identifies things that can be easily changed 
or corrected

• General statements often use extremes or absolutes 
that can lead to conflict

• “You interrupted me three times during the 
meeting.”

• NOT “You’re always 
trying to get attention.”

Supportive Communication 
Principles

33
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Owned, not disowned
•“I’ve decided to turn down your request 
because….”

•NOT “You have a 
pretty good idea, but 
they just wouldn’t 
approve it.”

Supportive Communication 
Principles
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Involves Active Listening
•“What do you think are the obstacles 
standing in the way of improvement?”

•NOT “As I said before, you make too 
many mistakes.  You’re just not doing 
the job.”

Supportive Communication 
Principles

35

Differentiate between coaching situations and counseling 
situations

Use problem-oriented statements rather than person-oriented 
statements

Communicate congruently by acknowledging your true feelings 
without acting them out in destructive ways

Summary

36
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Use descriptive, not evaluative, statements

Use validating statements that acknowledge the other person’s 
importance and uniqueness

Use specific rather than global (either – or, black – or – white) 
statements 

Use conjunctive statements that flow smoothly from what was 
said previously

Summary
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Thank You!!

David W. Key, Sr.

University of Georgia

770-309-2394

dkey@uga.edu
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Since 1927, the Carl Vinson Institute of Government has been 
an integral part of the University of Georgia. A public service 

and outreach unit of the university, the Institute of 
Government is the largest and most comprehensive university 
based organization serving governments in the United States 
through research services, customized assistance, training 

and development, and the application of technology.
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www.cviog.uga.edu

Connect With Us!


