
Course #5: Using the tools to tie
it all together easily
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Deployment

Integration



THE DYT-POWERED COACHING PLAN 
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DIAGNOSE

https://tpgqualitycare.com/Dashboard/DevelopYourTalent


GOAL SETTING



EDUCATION



FEEDBACK

FeedBack Recognition Follow Up

Mason has improved since our last session but still has opportunity with 

personalization.

new evaluation and coaching session in 2 weeks

Today we chatted through the opportunity to put yourself in the customer's 

shoes and really relate to what they are conveying. Using language that not 

only allows the customer to know you are listening, but that you are 

attempting to relate to their experience. When a customer verbalizes a 

complaint, it's our responsibility to listen, acknowledge, show you care, and 

then resolve their issue.

I would like to see the defect rate for Conveys 

interest drop by 10 points by the end of January (8 

weeks). Scheduling follow-up for this conversation to 

check in 4 weeks from today.

Mason has an opportunity to focus more on what the customer is stating to 

avoid repeating information. It causes the customer frustration. 

Great job navigating a difficult process complaint. You 

maintained professionalism and aligned with the company's 

process (didn't throw the brand under the bus). 

I expect 5% improvement in Builds Rapport.

Pay attention to the customer, don't play in your email. Good job navigating the systems. Expected improvement by 2/24/2020...

Mason, you need to show up to work! Show up to work

Moving forward Mason will try to build rapport with customer's during the 

service portion of his dialogue by engaging the customer within the dialogue 

more. Also, when discussing the website, it's important to appropriately 

advise of the portal login requirements, specifically the password 

requirements.

Great job on sounding natural even through there is a script 

within the various elements. It really sounds as though the 

dialogue is created for that customer versus scripted.

We will chat in a few weeks regarding the rapport 

behavior modification we are expecting to see. 

Scheduling for March 24th.

Achieve a 10% improvement by next week. 



DYT Dashboard
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Visualize 
coaching at 
several levels of 
depth

file:///C:/Users/sarahp/OneDrive/zINTERNAL Task Forces & Projects/Work @ Home Task Force/Session Docs/Principle 5/TPG Dashboard - DYT .xlsx
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THANK YOU!

We have appreciated getting to bring these webinars 
to you and look forward to how they shape the 
conversations that we will have in the future!


