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Inside PayPal's Coaching and Leadership Culture 



P L A C E  I M A G E  H E R E ,  B E H I N D  C R O P

Eoin McDonnell BA, MBA, MSc 

Senior Manager
Enterprise Leadership Development

“Helping people succeed.”

20 Years in Coaching
10 SMB Oaktree
10 Large Enterprise PayPal
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AGENDA

1. Evolution of Coaching 

2. Coaching Team  
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3. Coaching Model  

4. Coaching Core  

5. Key Findings 
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Build Coaching Awareness

Be The Role Model and Inspire

Build Your Tribe
(Sponsors, Innovators and Adopters)

Know Your Customers

Know Your Strategy and KPIs

Its All About Behaviors
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Evolution of Coaching 

2013

Merchant -
Sales Coaching

Introduce 1 Hour 
Coaching 

Conversation Series 

Customer -
QBBC

Full Day Coach 
Training + 

Monthly Coach 
Workshops

AWARD:
Best Coaching and 
Training Program

Irish Sales 
Champions Awards

Pilot 
Coaching Team

Business Sponsored 
Coaches / 

Supervisors 
Full Time

AWARD:
Coaching Team

Customer Champion 
Award (PP)

Coaching Team

CS Dedicated FT 
Coaching Team 

15 Site Coaches 
12 Sites

500 Leaders 

Leadership 
Effectiveness

Launched 
Leadership 

Effectiveness
(Competency 
Development)

Supported by Coach 
Team 

AWARD:
Coaching Culture

ICF 

Performance 
Enablement 

KPI’s: 
NPS

Engagement
Attrition

EQi Program 
MHS

AWARD:
Leadership 

Effectiveness 
Training and 

Coaching Program

CCMA

Effortless 
Customer 

Experience

Behavior Based 
Coaching

AWARD:
Support Team of the 

Year 
(Coaching Team) 

CCMA

Effortless 
Customer 

Experience
+

Enterprise: 
Coaching Connect 

(Career) 

+

Executive Coaching 
(External Vendor)

+

Kingstown College 
70+ Accredited 
Managers and 

Directors 
+ Monthly 

Supervision

2014 2015 2016 2017 2018-19 2020 2021-22
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7

CUSTOMER OPERATIONS
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Coaching Framework 
8

Integrated Coaching
Engage in SBS Coaching Sessions

75% of time

4
3 Scheduled Coaching Session

Set Expectations and use GROW Model to 
Set Performance Goals 

25% of time

2GROW Model
Coaching Model

1
Communication 

Styles
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Coaching Core
4  A r e a s  o f  F o c u s

Career Coaching

Wellness Coaching  

Leadership Coaching

Performance Coaching 

Building Our Culture 

Building Resilience 

Building our Next Generation

Teammate

Building Our Customer Relationships   
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Site Coach Philosophy 
4 Step Model

Coaching Adherence   

Coaching Results  

Coaching Supervision 

Coach Development  
Continuous Professional Development
EQi

Support for Leaders 

Delivering Monthly Reporting (MBR, QBR) 

Performance, Talent, Leadership, Career, Wellness

Integrated and Scheduled (Weekly)
Development (Quarterly) 

Teammate



Leadership Coaching 
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Inclusion:
We Partner

Do the right thing

Wellness: 
We Care

Know yourself and each other

Innovation: 
We Dare

Be a customer champion

Collaboration: 
We Deliver

Choose inclusion Learn, every dayNever stand still Work as one team

Generate enduring impact
We always operate with integrity, treating each 

other and our stakeholders with respect.
We start with purpose, take pride in our work, 

and lead by example, holding each other 
accountable for results.

We care a lot and start with the ‘who’ to 
understand our customers’ needs and create 

their most trusted and useful end-to-end 
experiences, not one-off products.

We lead with empathy and act with self-
awareness, understanding the impact of our 

actions.

We champion equity and belonging and work to 
be informed allies, amplifying our colleagues 

and stakeholders.

We actively work together across functions and 
geographies, putting our self-interest aside for 

the greater good. 

We have a bias to thoughtful action, and never 
stop evolving.

We ask why, embrace a growth mindset, and 
seek to learn continuously.

We empower our teams to make day-to-day 
choices (mindful of context and constraints) and 

once decisions are made, we own them 
together.

We have challenging conversations & 
respectfully share dissenting opinions, even 

when it is uncomfortable; applying our 
judgement for how and where we share 

information.

We rigorously prioritize and focus on making 
everything more clear, efficient, and effective, 

without compromising quality or integrity.

We realize our highest purpose is to invest in 
creating PayPal’s future leaders.

Trust each other Build the next generationBe transparent Create simplicity and efficiency
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Wellness Coaching 

Total Wellness is a way of looking at
wellness in the context of your work.

To achieve wellness at work, we all need
to focus on investing in both our
professional wellness and our emotional
wellness.

Team Member Total Wellness
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Total Wellness

Professional Wellness Emotional Wellness

Physical & 
Emotional 
Wellness

Cultural & Physical 
Environment

Career 
Wellness

Financial 
Wellness
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Career Coaching 

Tools and resources have been designed to 
support you on your career development 
journey at PayPal.
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Career Coaching 

TEAM 
SUPPORT
LEADER

GROUP 
LEADER

Customer 
Focus

Acquiring & 
Onboarding 
Teammates

Coaching, 
Developing, 
Retaining 

Teammates

Drives for 
Results, 

Managing/Me
asuring Work

Shared 
Values & 
Ethics

Change 
Management

Diversity & 
Inclusion

TEAM 
LEADER

Customer 
Focus

Acquiring & 
Onboarding 
Teammates

Coaching, 
Developing, 
Retaining 

Teammates

Drives for 
Results, 

Managing/Me
asuring Work

Shared 
Values & 
Ethics

Change 
Management

Diversity & 
Inclusion Delegation Organizational 

Agility

Customer 
Focus

Problem 
Solving

Functional / 
Technical 

Skills

Drives for 
Results, 

Managing/Me
asuring Work

Shared 
Values & 
Ethics

Change 
Management

Diversity & 
Inclusion

Director Customer 
Focus

Hire & on-
board the 

right Talent

Coach, 
Develop & 

Support your 
team

Set & Clarify 
Expectations

Shared 
Values & 
Ethics

Change 
Management

Diversity & 
Inclusion

Managing 
Vision & 
Purpose

Strategic

Agility
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Performance Coaching 

Effort Based on 
Tasks
This is EFFORT based upon what we ask our customers to 
do such as call back, system and process requirements 
and tasks. 

PayPal is focused on tackling this side of the equation by 
improving  technology, processes and systems and TM 
tools through the effortless enablement program. 

Effort Based on 
Emotion
This is EFFORT based upon what we ask our customers to 
experience emotionally such as frustration, 
disappointment, anxiety and an adversarial approach.

PayPal is addressing the customer experience through 
improving core customer service skills, coaching and 
teammate mindset. 

35% 65%Impact on Customer Ratings of 
Effort

Impact on Customer Ratings of 
Effort
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Behaviors' Driving the Effortless Customer Experience 

EFFORTLESS FAB FOUR

Recognize the customer’s 
communication style and customizes 

information effectively

Adaptive Communication

Demonstrate understanding of the 
customer’s situation and ability to 
assess a concern that needs to be 

acknowledged.

Active Listening

Use skills, knowledge, and experience 
to identify and solve current and future 

issues for a customer.

Resolve Completely

Build trust and loyalty showing the 
passion for what we do and the 

customer’s importance while 
transitioning to close the contact

Transition Seamlessly

Welcome Discover Deliver Close
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181M 305M 435MActive Accounts

2015 2019 2022

$288B $712B $1.36T
Total 
Payment 
Volume

Improved Relationships 

19

26 39 51Transactions 
P.A.
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Summary
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Build Coaching Awareness

Be The Role Model and Inspire

Build Your Tribe
(Sponsors, Innovators and Adopters)

Know Your Customers

Know Your Strategy and KPIs

Its All About Behaviors

Tell Everyone It Was Their Idea J

Key Learning
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Tipping Point
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Thank You


