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CASE &

Group
coaching

This HR leadership
team were so suc-
cessful leading and a
very good team that
service and quality

levels began to suffer.
Coaching opened their
eyes to the is-sues and
convinced them to
change pro-cesses,
consult more with
internal clients and
deliver better
leadership and cus-
tomer service.

HR team - Regional university

Client feedback is essential for good service and great leadership

In recent years the university
sector has experienced very trying
times, putting particular pressure
on university HR teams. Such was
the case with this small but very
busy HR department led by an
executive director and two senior
managers.

Managers and leaders across
the organisation were increasing
their demands on the HR team for
greater support. In fact, the HR
professionals were increasingly
being asked to take on tasks that
should have been the responsibility
of university management. Man-
agers were delegating personnel
issues to HR because the pace of
change was overwhelming them.

Initially the HR team revelled
in this increased attention, having
invested considerable effort over
previous years convincing the
management team that their team
was ready and able to support
them in personnel management.

Proud and capable profession-
als, the HR team members were
keen to maintain end-to-end con-
trol over the issues they were dele-
gated. As the number of issues
increased and complexity intensi-
fied, the HR team became inun-
dated with demand. Growing the
team size-was not possible so
clients began to experience delays
whilst quality of service suffered.

All along the HR team was so
focused on completing tasks that
they did not notice their lowering
of service standards. In fact, to
manage the workload, they be-
came more rigid in their demands
of the clients before new work was
accepted.

The Vice President responsible
for HR realised that concerns were
growing, so asked Ryk to provide
group coaching to the leadership
team with the aim to assist chang-
ing behaviours and improve ser-
vice. Ryk interviewed the three
HR leaders several times to fully
understand their attitude regarding
the HR team’s performance. This
was also an important part of the
process for achieving buy-in from
them regarding the need for
coaching, before embarking on the
formal program.

Due to the lack of understand-
ing within the team of exactly how
far their service levels had fallen,
Ryk commenced the coaching
process by interviewing a range of
client managers to receive feed-
back about the performance of the
HR team, and to gain some ideas
about suitable solutions for the
delays experienced.

Feedback pointed to satisfac-
tion with the quality of solutions
provided by the HR team but sig-
nificant dissatisfaction with the

quality of the process of engage-
ment. Excellent suggestions were
offered for possible solutions.

This feedback was presented
to the HR leaders, for whom the
key challenge was their blind-spot
about their performance as profes-
sionals. The HR Team’s key crite-
rion for success was to be in de-
mand, and armed with positive
feedback about the quality of solu-
tions, they believed there was no
real problem, but just a few unrea-
sonably disgruntled clients.

More than three sessions and
careful presentation of client feed-
back was needed for the HR lead-
ers to fully accept that there was a
problem. A further two sessions
were required to process the in-
formation and the solutions of-
fered, with a final session required
to devise an action plan.

The group coaching program
resulted in the HR leadership
team committed to change and to
working more closely with clients
in the future, including regular
customer surveys in order to con-
tinuously improve engagement and
service quality.

This process was an example
of a genuine “AH-HA?” realisation,
in that excellent service requires
diligent attention and true leader-
ship requires a real understanding
of client expectations.
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