(a;eer~ (oach

CEQO’s success lies in questlons not answers

Being an entrepreneur can feel
isolating. Who do you go to
when you have a question?

Borrow something from for-
ward-thinking companies ~ ask
questions rather than give an-
swers to bring out the best in em-

. ployees.

Asking good questions is' a
base skill for business and per-
sonal coaching that helps clients
problem-solve and tap their own
potential. While the skills of a

professionally trained coach take

years to master, you can learn the
fundamentals to use questions
with your employees, customers,
vendors and partners @ to

strengthen the relationships and
bring about better results.

The next time an employee
comes to you with a question or
problem, resist the urge to give
an answer. Instead, ask good
questions with three traits:

# Open-ended. Not a “yes” or
no” question. The question re-
quires thought and explanation.
® Begin with “What.” “What”
questions tend to look at the fu-
ture while “why” questions point
to the past. For example, “Why
isn't this done?” is replaced with,
“What do you need in order to
complete this?”
@ Silence. If you ask a good ques-

tion, expect a long pause before
you receive a response. Resist the
urge to break the silence.

Laurie Leonard is president of
Suitel000, a Charlotte-based in-

- bound sales and customer ser-

vice call center for other compa-
nies. She is also a board member
at Entrepreneurs’ Organization.
It was at her new-member train-
ing at EO where she learned the
skill of asking good questions.
She learned important lessons:
B Giving advice can be conde-
scending. It can come across as
an “I know better than you” atti-
tude.
® Good questions = Insight.
Questions led her to identify ar-
eas that needed operational im-
provement because she didn’t
jump to conclusions in her com-
munication with employees.
# Employees can become self-
directed when you ask a question
versus telling them what they
should do.

Leonard credits the “question-
ing” skill for increasing her sales-
close ratio by 50 percent. “People
need to come to their own con-
clusions. It is a process. You can-
not pick them up at the begin-

ning and drop them off at the |

end says Leonard People need
the time and space to mentally
get to their own conclusions to
be genuinely “bought in.” It’s hu-
man nature, so it’s part of manag-

_ing and selling,

Turn to a network of entrepre-
neurs, such as the EO in Char-
lotte (www.eonetwork.org).
These owners or majority stake-
holders have companies with
gross sales exceeding $1 million
annually. Tt makes sense that en-
trepreneurs learn from other en-
trepreneurs.

The late management guru Pe-
ter Drucker told clients, “I'm not
going to give you any answers,
because there are always many
different ways to approach prob-
lems, but 'm going to give you
the questions you should ask.”

Scenarios addressed in the Career Coach
column come from questions posed by
members of the public, or from clients
the coaches have advised.

Kelley Doyle is a speaker, trainer and
owner of Kelley Doyle Coaching LLC and
president-elect of the International
Coach Federation, Charlotte Chapter.
Contact her at (704) 759-3698, or
coach@kelleydoyle.com. Web site:
www.kelleydoyle.com




