Session 4: How to structure the first appointment with a Client.
The intake or foundation appointment is your opportunity to get to know your
client and see if the two of you are a good fi t for coaching. You will discover what
is important to the client and how you can serve him/her as a coach. You will also
be “training” your client to be in a coaching relationship with you. This is the
beginning of co-creating the relationship that the two of you will continue to
design as long as you work together.
The value of taking time with the intake appointment cannot be overstated.
Everything that follows in the relationship begins here. As a professional, you
should be clear about what your ground rules are in the coaching relationship,
what you expect from the client and what the client can count on from you.
Discuss confidentiality and the ethics and standards that guide your behaviour.
Now is the time to start creating trust. You will want to set a foundation of
honesty to build upon. Communicate to your client that the coaching will be
formed by the two of you together. Invite them to make requests and ask for
changes. You are not providing a standard service or product, rather the
relationship you have with this client will be unique. The two of you will tailormake an alliance that is intended to serve them. This is true even if the company
is paying the bill.
The intake appointment differs from later coaching in that you will be setting the
agenda for this appointment. You may have written work that the client will do
either before or during the intake appointment. You will decide what information
you want from the client, and how to use the time. It is useful to tell the client this
at the beginning of the appointment.
To create your own intake or foundation appointment, choose from the structures
we explore here, or create your own. Decide how long the session should be.
Typical intake appointments are one and half to two hours, but one coach does a
½ hour intake over two days. Whatever you decide for your overall time frame,
choose how much time you will allocate to each section. Remember that this is a
map, a plan, and few if any appointments will follow the plan exactly.
We recommend that you collect the following information and work through the
following exercises with your client:
(1) Information Mind Map
(2) Coaching Contract
(3) The Balance Wheel
(4) Values
(5) Unique Abilities
(6) Primary Focus for Coaching
You may want to add an NLP exercise on well-formed outcomes or use a timeline
exercise to explore the client’s vision. Think about what you want to know to lay a
foundation for working with this client.

Information Mind Map
We recommend that you collect the following information from a client as a
minimum:

Coaching Contract Template
We strongly recommend that you agree a contract with your clients so that
both you and your clients are clear as to what the expectations are:

Balance Wheel
The Balance Wheel is your first opportunity to invite your client to assess what is
at this moment in his or her life. As a Coach, you can stress that this is their
assessment, not anyone else’s. This inventory asks how satisfied THEY are, right
now, according to their standards.
This wheel changes day by day and year by year. Yes to and no to choices move
wedges out of balance and you correct.
The eight sections in the wheel represent Balance. Seeing the centre of the wheel
as 0 and the outer edge as 10, ask your client to rank their level of satisfaction
with each life area by drawing a new outer edge (see example) The new perimeter
of the circle represents the Wheel of Life. The objective is to illustrate to your
client how bumpy their ride would be if this were a real wheel.

Balance Wheel

Coaching Tips















What did you notice from the wheel?
How fulfilled is your life right now?
So where are you out of balance?
What do you want to change?
How satisfied are with your current state of balance?
How do you prioritise these wedges?
How would your life be different if you had 100% in all of the wedges?
Which of these wedges requires immediate attention?
What actions could improve some of the scores?
How would your life be different if you created a single change that would
give more balance?
If this wedge were to be the right size, how would your life be different?
How would it enhance what is going on in your life?
Which wedge has the greatest leverage (big effect)?
Is there anything you can add?

Values
Our values help us to make choices about what we commit to in our lives. If you
commit time and energy to something that violates or neglects one of your core
values, you will start to feel resentful, or frustrated, or perhaps just a persistent
niggling that something isn’t right. If you are not honouring your values when you
make choices about activities and relationships, you will get a sense that
something is missing or wrong in your life. For our purposes then your values
mean the qualities that define you, that are at the core of who you are. Without
these things, you would not be you.
While it is enormously helpful to know our core values, it’s not always easy to
identify them.
Ask your clients to create a list by answering the questions and thinking about the
ideas below. Explain that the list will be a work in progress. Also, suggest that
values don’t have to be a single word – they could be a string of words or
sentences.

Your Unique Abilities
Ask your clients to make a list of all the life skills that they possess. To facilitate
this process you can ask the following questions:









What are you especially good at?
What do you do well?
Are you friendly?
Optimistic?
Do you facilitate well?
Are you tidy?
Methodical?
Do you have big visions?

Ask them to start writing a list before showing them the list provided on the next
page. Then, ask them to notice any abilities that they might have overlooked.
Suggest that they choose ten to fifteen words from the list that stand out as their
unique abilities.

Introductory Questions
Pam uses the following questions both with clients and to introduce live trainings.
Read as many books as you can, borrow other people’s questions and begin to
create your own.
1. What would you do and how would you change your life if you won the lottery
tomorrow – after you have taken a break!
2. What have you always wanted to do in life but been afraid to attempt?
3. What activities throughout your life have given you the greatest feelings of
achievement?
4. What would you do if you couldn’t fail?
5. What are your three most important goals in life right now?
6. What is the one thing you have always wanted to do and somehow keep
managing to put off?
7. If your life was perfect in every respect and you were too what would it look
like?
8. Who do you need to be to live the life that you want?
9. If you were standing in front of a fountain and threw a coin in what would you
wish for?
10. What will it be like when you catch the wave?
11. What are you tolerating?
12. What do you want more of in your life?
13. What don’t you want more of?
14. What do you want less of?
15. What don’t you want less of?

Primary Focus
Finally, ask your clients to identify the areas that they want held as their main
focus for the next three month period. For each focus area, ask them to provide
1) a simple heading
2) a brief description of a measurable result, their evidence that the goal has been
or is being reached.
These focus areas could be specific projects or ongoing quality of life shifts
For Example:
Outcome - I complete a project
Ongoing Evidence – I have outlined tasks I must finish and I stay on a
timetable that gets the work done within my time frame.
Final Evidence – The project is complete
Outcome - I feel more in control, less in overwhelm
Ongoing Evidence – I have a system to follow on the small steps that will lead
to the completion of larger goals and I consistently take action on the steps. I am
able to limit my obligations so that I have a manageable amount to do. I allow
myself regular breaks from work so that I can recharge. I feel more relaxed.

Primary Focus
1)

2)

3)

4)

Choose Carefully
At the close of the intake or foundation appointment it is good to re-assess how
both of you feel about moving forward and working together. Is this a good
coach/client match?
Make your final decision about a client at the intake, and if you choose not to
work with them you may decide not to charge them for the intake.
When you are starting, you will have all kinds of clients. Try to pass on the clients
you are not excited about working with. There is a better coach for them, and that
time in your calendar will fill.
If you do not consider this potential client to be resourceful and whole, you are
not the coach that they deserve. And the work you normally love will become a
struggle.

Intake Checklist
1. Setting the Frame (10 minutes)
Welcome
Rapport
What to expect from the session:
“Today will not be a typical coaching session. We have a foundation to build. I
will see places to coach, and I will try to focus on the intake agenda and hold
those issues for future calls. As you become aware of coaching topics, point them
out so that we can address them as we move forward with coaching”.
What to expect from coaching:
“I am not an expert or a consultant. We will create this relationship together.
The value that comes from coaching depends on how consciously you use the
process. If you love exploring and learning about yourself the rewards will be
great. Many people come to coaching looking for answers. I’ve found that as we
discover more, instead of finding answers, we often find richer and more
interesting questions. And so you will notice that, rather than giving you
answers, I’ll be asking you a lot of questions”.
Your background and training:
Briefly speak about your experience as a coach and any other relevant details
about your background.
2. Creating the Contract (10 minutes)
The Agreement:
“These are my expectations regarding our relationship”. Go through the
agreement section by section or point by point:
Confidentiality:
Say it again, even though it is in the agreement. Does confidentiality mean that
you not disclose that this individual is a client? You may want to, it is your (and
your client’s) decision. What are the legal limits of confidentiality in your
country?
Co-Creating the Relationship:
“Today is the beginning of a process that will be overt and conscious for a month
or so and less conscious throughout our coaching relationship. I am a tool, a
chisel that you need to point. I want you to train me to coach you. I can be used
to hold you accountable for actions you want to take.

You may want to use your time to reflect. We can brainstorm, or design
strategies and make plans. I won’t have your answers, you will, and I will be
there for the discovery. This starts next week. You will decide the agenda next
week on our call, and on all the other calls”. (Offer a preparation sheet as an
option).
3. Discovering who your Client is (90 minutes)
Introduce your forms:
Include for example the MindMap, the wheel, a values exploration, the primary
focus, and a unique abilities exercise. Give your clients the option to do pre-work
with these forms or to do them during the session.
You may want to offer different discovery tools in your intake i.e. a timeline
exercise, the LAB or other meta-programme profile, the MBTI or Disc or any
other assessment tool that you are certified to use.
See Introductory Questions below.
Go through each of the discovery areas:
Elicit from the client the information requested in each of your forms. If the client
has done pre-work, go over their discoveries and ask questions to deepen the
learning from the exercise. The client should be doing almost all of the talking
during the discovery portion of the intake.
4. Moving Forwards (10 minutes)
About change:
Talk about the process of change, being human, choosing a pace, ups and downs,
learning curves, habits, being compassionate with yourself.
Closing:
Leave them with an enquiry, an open ended question that they can ponder for the
next week. See if they want to identify and commit to at least one small action and
be accountable for it. Ask them to prepare an agenda for the next call. Introduce
the preparation form. They can dash this off 5 minutes before the call;
preparation is very important, but it does not have to be time-consuming. They
may want to send you this form or not. (When they do, it means you start the call
off and running and often get more out of your time together).

Schedule for next month of calls:
Get paid for the intake and first month and explain the invoice process (paper,
email or verbal). Did you find that difficult? Asking for money? Then get some
good coaching and get over it. As a goodbye, acknowledge the client by
recognising the commitment they have made, and share with them your
enthusiasm at getting the opportunity to coach them. Repeat the time you will
talk next.
5. Keeping Your Records (after the meeting)
Create a place where you will keep all the information about this client.
Some coaches have separate notebooks or fi les for each client. Pam uses a loose
leaf binder with tabs for each client.
File all the intake forms and the contact information and each week’s preparation
sheet (if they send one) and notes from each call.
Have some way to track finances (to note when the client’s fees are paid and when
they are due).

Session 4: The Intake Session / Assignment
Please ensure that you have read Pages 19 – 34 and have listened to the
MP3 recording before completing the following exercises:

1) Balance Wheel
a) Seeing the centre of the wheel as 0, and the outer edge as 10, please
rank your level of satisfaction with each area of your life and draw a new
outer edge. The objective is to illustrate how bumpy your ride would be if
this were a real wheel.

b) Referring to your Balance Wheel, please answer the following
questions:















What did you notice from the wheel?
How fulfilled is your life right now?
So where are you out of balance?
What do you want to change?
How satisfied are with your current state of balance?
How do you prioritise these wedges?
How would your life be different if you had 100% in all of the wedges?
Which of these wedges requires immediate attention?
What actions could improve some of the scores?
How would your life be different if you created a single change that would
give more balance?
If this wedge were to be the right size, how would your life be different?
How would it enhance what is going on in your life?
Which wedge has the greatest leverage (big effect)?
Is there anything you can add?

2) Values
Create a list of your Values by answering the questions and thinking about
the ideas below:

3) Unique Abilities
Start making a list of all the life skills that you possess.
Next, look at the list provided on the next page. Notice any abilities that you
might have overlooked. Choose ten to fifteen words from the list that stand
out as your unique abilities.

4) Introductory Questions
Please answer the following questions:
1. What would you do and how would you change your life if you won the lottery
tomorrow – after you have taken a break!
2. What have you always wanted to do in life but been afraid to attempt?
3. What activities throughout your life have given you the greatest feelings of
achievement?
4. What would you do if you couldn’t fail?
5. What are your three most important goals in life right now?
6. What is the one thing you have always wanted to do and somehow keep managing to
put off?
7. If your life was perfect in every respect and you were too what would it look like?
8. Who do you need to be to live the life that you want?
9. If you were standing in front of a fountain and threw a coin in what would you wish
for?
10. What will it be like when you catch the wave?
11. What are you tolerating?
12. What do you want more of in your life?
13. What don’t you want more of?
14. What do you want less of?
15. What don’t you want less of?

5) Primary Focus
Please identify the areas that you would want held as your main focus if you were
a client.
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