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The demo consists of two roles: Teller and Branch Manager. For this component, we need to launch Branch Manager.
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Martha the Branch Manager enters her office, turns on her computer, and is presented, as a default screen, her Home Page. This
provides a view of her regional financial dashboard. She immediately sees an alert that the money market promotion is below target.
Martha clicks on the scorecard button to see regional and branch indicators.
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| As usual, she checks out branch indicators from last night, as they track against the weekly/monthly goals, etc. She sees among other things

that New Deposits are “below target”. Martha drills down to see branch performance.

. My Bank Home
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| She decides to review the Deposits by clicking on “Deposits” and then selecting “Drill Down” from the list.

OnDemand Workplace
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She can see that the Money market sales are not good. She highlights “Money Market”.

OnDemand Workplace
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o She now clicks on “By Individual” to see how well her employees are selling the product.

OnDemand Workplace
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" JEE—
H She sees that Jana Carter is doing poorly with the new promotion. This is an issue for her because she knows, in reviewing the

branch's performance in the past, that Jana has had trouble selling new product promotions. Martha selects My People from the
navigator panel to further review Jana’s background information.
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H Martha wants to see whether Jana was able to take the education that was advised as a result of the last discussion
regarding her sales promotion performance. She selects Jana'’s profile.
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She drills down into Jana's Education folder ...
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... and clicks to view her classes.
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She sees that Jana has taken many of the classes, but notes that she has once again put off the latest product promotion class. She
decides to review Jana's previous performance appraisal to refresh her memory about what was discussed previously about this issue.
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H In reviewing the file, she notes that Jana scores fairly well across most of metrics her people are measured on, but...
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... it also reminded her that she was quite difficult during the last performance review when she disagreed with the feedback she was
given. At this point, Martha decides to set up a meeting with Jana to discuss her new product promotion performance. Martha wants to
prepare for Jana’s expected demeanor during the counseling session. She clicks on “My Career”.
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# Education

# colin Freeman

Cormrnunication

# Pozition History Q Of Interest

p Communication Expresszes facts and ideas clearly, in a credible manner, Uses an
XpertShare ? with customers appropriate tone, Displays encellentjudgerment as to what e-Learnin
i g
# Miscellaneous information should be communicated,
", Get Assistance Communication Jana often shows talent for inspiring and motivating her peers,
# Select area of assistance, with peers
Business Line: Communication Coes not readily accept creative criticism andfor feedback from @ MUthath_ Low
IPEFSDI‘]EH LI with management those in management positions, Jana is a good listener, but Ferforming
quickly becomes defenzive when given suggestions on how to Employees
Services: better perfom her daily tasks,
|Investments =1 & Coaching: Sales
= Effectiveness
Get Assistancs How | “Prev 7 of 8 Next |-

Advisor

" 2 g
Motivation
1{ ‘ The "What rmotivates you?" questionnaire is designed to encourage

PO U [ O P D
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"
. She goes to her personal Career area of the portal and clicks into Training & e-Learning to identify an e-learning nugget refresher course
on counseling employees.

OnDemand Workplace

. My Bank Home : | b Colla 3
--——— Mv career [
Useful Links

® peoplefindar

Caontact Infarmmation Bazic Infarrmation
® Expenses -
® IT tools Martha W. Steiner @ 555-554-0957 Location Brumsfield office, #59, Anytown, M
N . 3457 Anywhere Street _ _ Position Position Title
© Time reporting Anytawn, N 08807 555_ S43-5678 i s
Spouze: steiner@of. com
Office Tools Roy M, Steiner Hired 02/19/2000

® Eyxcal My Profile My Skills My Health My Money Waorkplace Policies

® Powerpoint
* Wehcast i

1 5 kK i I I =
= ard

* Quickplace

Yeills Inventory for Martha Steiner

ame Effective From How Acquired Last A d How A d
Instant Messa -
# Career Planning
People Meetings ptions Help . o Effective Delegatign 0z2/19/2000 Experiznce 1240172002 Manager
- I am Active # License & Certification Identif},ring ane S
Ea‘ﬁ Prefioe: Taam ¥ Resurne & Skills Leueraging Target 1172872002 training 11/28/2002 Perfarmance test
. b @ Mike Martin Marl;gts |
Dennis Curry Leading Your People to 5/ 50000 Experience 12/01/2002 Manager
im | Success
Tal Herman f
: ) Managing Large 02/19/2000 Experience 12/01/2002 Manager
E-&8 Client Contacts Accounts
@ valarie Myers Open Financial 07/05/2001 :"e.b'.based 12/01/2002 Annual review
B colin Freeman Warkplace Basics raining
Profitable Accounts 10/11/2002 t‘r':i:'i:;sed 1041142002 Performance test
XpertShare Edit

@ Get Assistance
o/ Select area of assistance.

Advisor
Business Line:

LPEE:?CUETI =l Think you know

Imvestments - Thlnk agaln
Get Assistance Mow | [read]

= need career related forms?

Check Here
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She searches for an appropriate module and receives a results list. A learning module, Dealing with Difficult People, catches her
eye so she clicks on the title to review the information.

OnDemand Workplace

= Martha Steiner

. My Bank Horme i farmation ndates aboration
--——— my career [

Useful Links

* peoplefinder

ot Contact Information Basic Infarmation
Hpenses -
. ITF;:DOIS Martha W. Steiner @ sE5-554-0357 Location Brurmsfield office, #29, Anytown, M1
+ : 3457 Anywhere Street - - Position Position Title
* Time reporting Anytown, N 09207 555-543-5678
S,;,.:,USE:J steiner@of. corm j (1] S556772
Office Tools Ray M, Steiner Hired 0zf19/z2000

® Excel My Profile My Skills My Health My Money Employes Programs."" Workplace Policies

® Powerpoint

® yebcast My § k i I I s
* Word

®* Quickplace

» Training & e-Learning Search Courses

®a-Leaming "
Instant Messa Bt Edhneeition @ Title Keyword(s) (" Course Code |pEffDrmaﬂCE management E
People Meetings Optians Help .Globa.l Eamps ¥iew or Schedule Tite Code Dverview Time
®Learning Roadmap
H Iam Active
H [} ] i i i I WK1ga 10.0 minutes
=38 Project Team # Career Planning ‘E’-Dﬁ Constructlve Confllct Resolution i
= WESET 15.0 minutes
@ Mike Martin # License & Certification
TW10ZEFE 10.0 minutes
Dennis Curr n
& Taln ! # Resurne & Skills LTUZZ2Z21F 5.0 minutes
S8 o at :m:a: T Hiring the Best Employees WKESE 15.0 minutes
i lent Lontacts ﬁ»@ Leading Tour People to Success WK 343 10.0 minutes
@ Valarie Myers ﬁb@ Managing Matrix - The Leadership Press TW10Z2FB 13.0 minutes
B tolin Freeman ﬁp@ Manaaging Performance and Productivity W23z 135.0 minutas
ﬁpﬁ Techniques for Motivating Staff Wk157 5.0 minutes
XpertShare Edit ﬁp@ 21st Century Manager WKZ294 10,0 minutes
', Get Assistance
/' Select area of assistance.
Business Line: Advisor
|Personal =
~o R i . o
Services: iﬁ.exr:. Check this out Learning Made Simple
Ihvestments = === Do You Manage a New OFNer? Lear:nlng on your awn time and at your own pace.
= = E@ Sormeone new is joining your team, OFM‘s Global Campus
Get Assistance Mow I % Mot just a new member but a new OFNer.

"vour OFM" Manage Path QuickVWiew, Learn Maore
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OnDemand Workplace

ome Martha Steiner

Useful Links

®* peoplefinder
® Expenses

*IT tools

* Time reporting

Office Tools

* Excel

® Powerpoint
* Wehcast

* Ward

* Quickplace

Instant Messa
Pzople

Mestings Cptionz
H Iam Active
E&'ﬁ Project Team

-4 Mike Martin

Cennis Curry

i @ Tal Hermian
E-#3 client Contacts
4 Valarie Myers

B colin Freeman

XpertShare

", Get Assistance
/' Select area of assistance.

Business Line:
|Personal

Services:

[Irvestments B3|

Get Assistance Mow |

=i

Spouse:
F.oy M. Steiner

My Profile

# Training & e-Learning
®c-Learning
®E:xternal Education
®Global Campus
®carning Roadrmap

# Career Planning
# Licensze 2 Certification

» Rezure & Skills

My skills

Contact Information
Martha W. Steiner

2457 Anywhera Strest
Anytown, M1 02207

Basic Information

@ 555-554-0987 Location Brurmzfiald office, #29, Anytawn, M1
CE5-543-5670 Position Position Title
steiner@of.com D SE56TTY
Hired 0z/19/2000

My Health ’m Employea Programs“"' Workplace Policies

Mooy s k i I I =

2-Learning Class: Dealing with Difficult People

Materials
Planner
Profiles

Users
Enrollment
Results
Reporter

QuickViews

For manaqers
ina rashl?

Overview l{,!.-\j!l_l_: | ESSicel| FAD=S Resourcesy| Tipsiiraps 1
T —

( next ] )

Coaching: Overview

({Back

What's your mental picture of someone coaching another person? |5 the
coach telling or showing the coachee what to think and how to act? This
quick method usually gets things done, and that's the impression many have
of what makes a good coach. But there is a better way. Picture that same
coach, nat telling or showing, but asking questions.

o "What have you done so far?"
e« "What else could you do?”
o “What do you think is the right thing to do?"

Through effective questioning, the coach helps the coachee (1) raise the level

of awareness about relevant factors of an issue and (2) accept responsibility
to take the actions required. This coach is a facilitator, not an authority. This
QuickView is based on John Whitmore's book Coaching for Performance.
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Articles ...

OnDemand Workplace

ome Martha Steiner

Useful Links

* Peoplefinder Contact Infarmation Basic Information

Martha W. Steiner @ 555-554-0987 Location Brumz=field office, #29, Anytown, M1

® Expenzes
*IT tools

2457 A h St t e . .

* Time reperting o tow:?mJeDrEieBD?ree 555-543-5678 Position Positian Title
szUSE:J steiner@of, com D S5S556TTY

Office Tools Foy M. Steiner Hired D2/15d2000

® Excel My Profile My Skills My Health My Money Employes Programs."" Workplace Policies

® Powerpoint
* Yehcast

My s k i I I s
* Word

®* Quickplace

« Training & e-Learning =-Learning Class: Dealing with Difficult People

®e-Learning sy | Articles | e | FROER | RESotrcecy Tipoyraps 1
Instant Messa ®External Education /& “af
People Meetings Options Help #Global Campus

®Learning Roadmap

H Iam Active

: # Career Plannin Main
-84 Project Team 9

(_hext ) Q

Coaching: Articles

@ Mike Martin # License 2 Certification Materials

i Planner
Denniz Curry » Resurne 2 Skills

;@ Tal Herman Profiles
B33 client Contacts

Users
4 WValare Myers

The ¥ Hahits of Highly Effective People: Powerful Lessons in

B colin Freeman Enrollment Personal Change Stephen Covey, Simon & Shuster, Mew .

S ok, 1989, ISBN-671-70863-5 $11.20 for the paperback ABITS
edition. There are also audio cassettes: $24.47 for the 1-tape 1B

LCUGIR  version, and $41.97 for the B-tape version. Although the ward F )
= Get Assistance QuickViews “coaching” is not used much in the book, the 7 habits are

O e e fundarmental to effective coaching: 1. Be proactive, 2. Begin

with the end in mind, 3. Put first things first, 4. Think windwin,

XpertShare

Business Line:

[Personal =l or no deal 5. Seek first to understand, then to be understopg | Mreseessees s
et B. Synergise, 7. Sharpen the saw. Universal habits that are
Ihvestments - asgets for any coach.

_ For mrana gers
Get Assistance Mow |

ina rash?
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. Basics ...

OnDemand Workplace

: Martha Steiner

. My Bank Home

--—— My Career

Useful Links

®* Peoplefinder
® Expanses

®IT tools

® Time reporting

Office Tools

* Excel

® Powerpoint
* Wehcast

* Ward

* Quickplace

Instant Messa

Peaople Meetings Options Help

H Iam Active
E&“E} Project Team
4 Milke Martin

Crennis Curry

B Tal Herman
E| &“5 Client Contacts
¥ WValarie Myars

B colin Freeman

¥pertShare

Get Assistance
Select area of assistance,

=i

L/

Business Line:

|Personal
Services:
[Irvestments

Get Assistance Mow |

=

Spouse!
Foy M, Steiner

My Profile |

# Training 2 e-Learning
®c-Learning
®External Education
®Global Campus
®Lzarning Roadrnap

# Career Planning
# License & Certification

# Resume & Skills

My Shills

laboration

Contack Information

Martha W. Steiner
3457 Anywhere Street
Anytown, N1 03507

™M

e-Learning Class:

Materials
Planner
Profiles

Users
Enrollment

Results

Reporter

QuickViews

FOr managers
ina rash?

Baszic Information

@ 555-554-0987 Location Brumsfield office, #39, Anytown, M1
555-543-5678 Position Faosition Title
steiner@of.comm L} SSIETT
Hired 0z19/2000

My Health ’m Employes Programs || Workplace Policies |

v s

Czaling with Difficult People )
Artcles EBaslcs E AR EA;&LAM:I:.EU],&:. Jdraps] 1

< oof
GBack ( Next %J . -
— L - .
B-f— Coaching: Basics

What is coaching?

What is raizing awareness?
What is taking responsibility?
What is G.R.OW.?

What is Coaching?

In a word, it's "helping” -- helping people take
responsibility for their wark and career. According
to John Whitmare, authaor of Coaching for '
Ferfarmance, "Coaching is unlocking people's
patential to maximize their own perfarmance. It is
helping thern to learn and graw, rather than teaching
them.”




Basics cont. ...

OnDemand Workplace

: Wlartha Steiner
. My Bank Home s abaration
--——— My Career I
Useful Links

® Peoplefindar
® Expenses
®IT tools

Contac Infarrnatian Bazic Infarrnatian

Martha W. Steiner @ 555-554-0987 Location Brumsfield office, #39, Anytown, M1

34357 A h Street it iti i

® Tirme reporting Anytow:y‘r"‘lj EDrSESDTrEE S555-543-5678 Position Foszition Title
Spouse:J - steiner@of, com ju) S556779

Office Tools Roy M, Steiner Hired 021942000

® Excel My Profile My Skills My Health My Money

® Powerpoint
* Wehcast M v
* Wiard

Workplace Policies |

* Quickplace

#Training % e-Learning e-Learning Class: Deallng with Difficult People

Instant Messa 3 - FADTH RSoweeR nol e %
People Meetings Options :f;zbr:iln(;aRrTazLésmap UBack ( Mex b 7
H Iam Active . _
; _ b Career Planning YWhat is raising awareness?
=4 Project Team _
@ Mike Martin # Licenze & Certification I "Raising awareness” is helping the coachee gather
Cennis Curry  BenToe & kil Planner inf_ormation and determine what facts_are relevant.
B Tal Herman Profiles This is done at the start of the coaching process
B4 Cliant Contacts and in a way that creates an environment where the
. Users coachee can establish the Goals (the "G" of
¥ Vvalarie Myers Enrollment 3.R.0.M) and understand the Reality {the R" of
8 colin Freeman - G.R.0.W.) of the current situation.
Results
XpertShare Reporter
@ Get Assistance QuickViews What is likely to happen if you ask guestions such as "Are you following the
' Select area of assistance, process?" or "Why didn't you do it the way | showed you?" ¥ou will probably
Business Line: @ generate less information and more defensiveness.
|Fersanal =l e

Servicas: Howeever, if you ask "Describe the process you followed" or "What actions did
[Investrnents B4 | = you take?" you usually get a different response. ¥When raising awareness you

: LI B EF el veant to ask gquestions that make the coachee focus on answers describing
Get Assistance Bow |

ina rush! the situation, not judge the results.
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At the last Basics page, she receives a message stating she has completed the module. She is invited to review the information
within the FAQs, Resources and Tips/Traps pages as well. She decides to take a look, as the module has been very helpful.

OnDemand Workplace

ome Martha Steiner

Useful Links

®* peoplefinder
® Expenses

*IT tools

* Time reporting

Office Tools

* Excel

® Powerpoint
* Wehcast

* Ward

* Quickplace

Instant Messa
Pzople

Mestings Cptionz
H Iam Active

E&'ﬁ Project Team

-4 Mike Martin

Cennis Curry

B Tal Hermian

E-#3 client Contacts

4 Valarie Myers

B colin Freeman

XpertShare

", Get Assistance
o Select area of assistance.

Business Line:

|Personal i
Services:

[Irvestments B3|

Get Assistance Mow |

Spouse:
F.oy M. Steiner

My Profile

# Training & e-Learning
®c-Learning
®E:xternal Education
®Global Campus
®carning Roadrmap

# Career Planning
# Licensze 2 Certification

» Rezure & Skills

Martha W. Steiner
2457 Anywhera Strest
Anytown, M1 02207

My skills

Contact Information

@ 555-554-0987

555-543-5678
steiner@of.cam

Mooy s

Basic Information

Location Brurmzfiald office, #29, Anytawn, M1
Position Position Title

1D S556TT

Hired 0z/19/2000

My Health ’m Employea Programs“"' Workplace Policies

k i I | s

2-Learning Class: Dealing with Difficult People

Will

Materials
Planner
Profiles
Users
Enrollment
Results

Reporter

QuickViews

Pty il [FRasics !—is-.up | IREZohrcesy [ TipErl rape) L7
° of
EBack 7

Creal)

This phase in the process converts a discussion into
a decision. After all options have been considered,
the coachee needs to decide what actions to take.
The coach should aid this process but not impose
hisfher own will. It is the coachee's commitment to
the coachee's own action plan that will generate the
most chance of success.

In summary, this model is not a new trend. It is designed to create a climate
where a coach helps people take responsibility for their work and career,

For manaqers
inz rash?

Congratulations!

You have completed the module "Coaching Difficult People”

Thiz module will appear as "Completed” in your profile,

Don't forget to take a look at other valuable information related to this rodule
under FAQs, Resources and Tips/Traps.
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H Martha reviews the FAQs ...

OnDemand Workplace

: Wlartha Steiner

. Iy Bank Home

--——— My Carer s

Useful Links

® Peoplefindar

Contac Infarrnatian Bazic Infarrnatian
® Expenses -
®IT toals Martha V. Steiner @ 555-554-0987 Location Brumsfield office, #39, Anytown, M1
. . 3457 Anywhere Street _ _ Position Position Title
© Time reporting Anytown, N1 08807 555_ S43-3678 m S,
Spouse: steiner@of.com
Office Tools Roy M, Steiner Hired 02419/2000

* Excal My Profile | My Skills My Health My Money

® Powerpoint

* Webhcast My 8 kK i I I s
* Wiard

orkplace P a5

* Quickplace

# Training 2 e-Learning

- ®e-Learning 1
Instant Messa ®Excternal Education 5 of
People Meetings Options Help ®Global Campus

®carning Roadrmap

[lBack ( nextl ) &

Q Coaching: FAQs

H Iam Active

: # Career Plannin
E&8 Project Team e

Materials

@ Mike Martin # License & Certification ﬁ I é
Dennis Curry e © il Planner
?
B Tal Herman Profiles Wh_\lf coach?

E-A8 Client Contacts Through coaching, you can help others to:

) Users s maximize individual strengths
+ WValarie Myers
i Enrollment s overcome personal obstacles
H cColin Freeman . ) . .
Results & reach their full patential through continuous learning
%¥nertShare Repaliet o achieve new skills and competencies to become more effective
& prepare themselves for new responsibilities
@ Get Assistance QuickViews s selfmanage themselves
Select area of assistance,
Business;line: Other benefits of coaching are:
|Persanal = e increased employee satisfaction
Services: .
« greater trust between a manager and direct reports
[Investrnents B4 | )
= For managers o more productive work groups
Get Assistance Bow | e e b -

o expanded organizational capability
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Resources ...

OnDemand Workplace

ome Martha Steiner

. My Bank Horme [ tr: ] ank In nation | Me ndat Collabor a
--——— MY CaIBBI [

Useful Links

* Peoplefinder Contact Infarrnation Basic Informnation

Martha W. Steiner @ S55-554-0987 Location Brumsfield office, #59, Anytown, M
3457 Anywhere Street

* Expenses
*IT tools

X . _ _ Position Faszition Title
* Time reporting Anytawn, M1 DE207 555_ S543-3678

Spouze: steineri@of, com I 5556779
Office Tools Roy M. Steiner Hired 02/19/2000

® Excal My Profile My Skills My Health My Money Workplace Policies

® Powerpoint

* Webhcast M vy S kK i I I s
* Ward

* Quickplace

# Training 2 =-Laarning e-Learning Class: Deallng with le'ﬁcult People - Resources

®e-Leaming Pty Gk i EResources Fg PEyIraps 1
Instant Messa ®External Education 0 of
People Meetings Options Help ®clobal Campus

®Learning Roadmap

(@) L

H Iam Active
H # Career Planning

E&*ﬁ Project Team

@ Mike Martin # License & Certification Materials

Dennis Curry Planner

# Resume & Skills
LUUCE BOOKS | AUDIO CASSETTES

Users

: “ @ Tal Hermian
Ea“ﬁ Client Contacts
@ Walarie Myers
H colin Freeman Enrollment

Forme Wimrasowe

Coaching far Performance: & Practical Guide to Growing Your
D Skills by John Whitmore; Paperback, Znd ed.,
168pp., ISBN: 1857881702; Brealey, Nicholas Publishing
Ltd, October 1996. Derived from Tim Galloway's "inner game
of tennis” principles, this puts forward a strong case forwhy
coaching is more than a technigue - it's a whole new style of
management. Covers the benefits of coaching, includes a
script of a real coaching session with someane who wants

Results
XpertShare

Reporter
@ Get Assistance QuickViews
Select area of assistance,

Business Line:

|Persanal = impraved physical fitness, and explains each step of the 4-
Services: step "GROWW" coaching model: 1. Goal - what the persan
Investments - wants, 2. Reality -- what is happening now, 3. Options - what
Get Assistance how | F"::;"::;i‘;" could be done, 4. Will - what the person commits to do.
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..... and Tips/Traps. She finds the information helpful and brief. Click “Sign Out”

A few days later.... Martha just finished her counseling session with Jana. It went much better than Martha expected. She
attributes the successful meeting to the refresher hints she picked up in the e-Learning module.

OnDemand Workplace

Martha Steiner

. CENEIAEEGEN Customer Central | Products

| Main Scarecard My Peaple My Projects My Career

Useful Links

® peoplefindar

Contact Infarmmation
® Expenses

Bazic Infarrnation

® IT tools Martha W. Steiner @ S55-554-0957 Location Brumsfield office, #59, Anytown, M
*® Tire repartin 3457 Anywhere Street 555-543-5678 Position Fosition Title
F 9 Angtown, M1 02207 X n Ssge779
Spouze: steiner@of. com
Office Tools Roy M. Steiner Hivad az/19/z2000

® Powerpoint

* Wehcast My 5 kK i I I =
= ard

® Eyxcal My Profile My Skills My Health My Money Workplace Policies

* Quickplace

# Training % e-Learning e-Learning Class: Dealing with Difficult People

. ®e-Learning O¥eErvewy [ Arhclesis  Basicoms | EATISE  Resonrcesy i EFa i 1
Instant Messagin ®External Education |— |— |— |— |— !— £ of
People Meetings Options Help ®Global Campus

®Learning Roadmap

L;EBack Next :I . < 1

Coaching: Tips/Traps

H Iam Active
: # Career Planning
A8 Project Team

- @ Mike Martin » License & Certification Materials

Dennis Curry Planner

# Resume & Skills
Profiles [

B Tal Herman

&8 client Contacts

Users

-4 Walarie Myers The following tips relate to achieving "coaching moments™

H colin Freeman Enrollment

How to select the best time/place to coach:
Results

XpertShare

GELGGM  You must "pick your spots,” that is, choose a good time and lacation. The
best time and place will depend upon the person and the situation. Tips:
@ Get Assistance QuickViews P R R P P
' Select area of assistance.

s Piggy-back on another conversation or meeting, which might lead
Business Line:

"naturally” to the topic.
|Persanal B4 . . : :
& LUze regular pefformance-feedback sessions or skillfcareer discussions,
Services: - . " e f " :
TS = or use simply informal "how's it going?” coffee sessions
= For managers e Setup a "prior agreement” that if either of you hear something about
5et Assistance Mow |

ina rush? the other that warrants knowing about, it's okay to tell each other.
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