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Coaching Policies & Procedures
Coaching is an exhilarating and empowering journey of self-discovery, change, and growth. It’s 
not just about learning how to parent hard kids. It’s about you! Coaching is an opportunity for us 
to partner together to help build a strong foundation for you as a parent and find solutions that 
work for your family.

I expect our coaching relationship will be a positive one. In order to make that happen, it 
is important that we share the same understandings about the how the process works, 
expectations, and what each of our roles are.

The Coaching Experience
Coaching is a solution-focused life transformation process designed to help you move forward, 
remove whatever roadblocks are keeping you stuck, and enjoy a greater sense of peace, 
harmony and satisfaction in your life. Each session is an opportunity to gain fresh perspectives 
on personal challenges, enhance coping and decision-making skills, and implement 
strategies to help you regain control of your life and circumstances. Coaching also offers the 
opportunity to address and untangle complex emotions and situations in a safe, judgment-free 
environment.

To maximize the potential of this experience, please know that:

• Coaching is a process of change. It requires a great deal of commitment, determination,
patience, flexibility, and integrity on your part. Change happens in doing, not just thinking
and learning. You will get out of this experience what you put into it. If you are willing to
do what is required, you will experience significant improvements in your own life, the
functioning and dynamics of your family, and in your relationships.

• A minimum 4-month commitment to the process is recommended.  Most people invest
significantly more than that, though. Changing situations, belief systems, behavior
patterns, relationships, and thought processes is hard work. It takes time, consistency, and
supported effort to get to the roots of whatever is keeping you stuck and holding you back.
Though many who participate in the coaching process are able to create change and see
improvement in a short amount of time, it takes several months to refine things and make
those changes become permanent and sustainable for the long haul.

• Coaching is not a substitute for professional mental health care. Coaching may augment
and support therapy. It may even work better and faster than traditional therapy for some
clients. It is, however, not a substitute for appropriate mental health care if that is what
is needed. Coaching is likewise not a substitute for any other legal, business, financial,
medical, or other advice from qualified professionals. It is the client’s responsibility to seek
independent professional guidance for such matters.
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• I am a professionally trained parent, family, and life coach. I am not a licensed therapist or 
mental health counselor. It is not my place to diagnose, treat, provide therapy services, or 
decide what is best for you or your family.

My Responsibilities as The Coach
• My job as your coach is to be a guide, cheerleader, support, and resource for you as 

you work to make changes to your life and achieve the goals and vision you set for 
yourself, your family and your relationships. I will bring compassion, attentive listening, 
understanding, and a strong belief in you and what is possible to every session.

• My job is also to challenge you, offer fresh perspectives, make requests (including assigning 
homework), and introduce new tools, strategies, resources, and information to support 
your journey. I will celebrate your wins, hold you accountable, expect you to hold yourself 
accountable, work with transparency and integrity, and guarantee utmost confidentiality (as 
long as I don’t fear for your or another’s safety.)

• I am both ethically and legally bound to abide by the International Coach Federation (ICF) 
Code of Ethics. My coaching skills and practice follow outlined ICF Core Competencies and 
established professional standards. More information on those can be found at http://www.
coachfederation.org/.

Your Responsibilities as The Client
• Our sessions together will move at a steady, focused pace. I will come to our coaching 

sessions on time, free from distractions, and ready to work. I expect you to do the same. 
Attempting to participate in coaching sessions from a public venue or one filled with 
distractions and/or a lot of background noise is not efficient.

• In order to maximize your investment and get the most out of your coaching experience, it 
is important that you are open, honest, willing to dig deep, be challenged, look at yourself 
for answers, step out of your comfort zone, confront roadblocks, and address topics that 
may be uncomfortable.

• While there may be one particular issue that brought you here, coaching is a 
comprehensive and holistic experience. When we experience challenges in one area of life, 
it affects everything else. As such, finding the right solution will require us to explore many 
different aspects of your life including home, family, relationships, belief systems, habits, 
work, finances, spirituality, health, education, etc.

• Change isn’t always pretty. Nor is it an easy process. Any resistance, fears, hidden thoughts 
and emotions, or insecurities you may have been harboring will likely surface at some 
point. These things may feel unsettling, but they are a normal and often necessary part of 
the process. Please be honest and communicate with me about any such feelings as they 
emerge. I promise you are not crazy, you’re not the only one who experiences these things, 
you’re not a bad person for feeling these things, and we can work through them together.
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• By virtue of participating in the coaching process, it is assumed you are physically, mentally, 
and emotionally capable of making your own decisions. As such, you are responsible for 
your own well being during all coaching calls and whatever happens thereafter. You are 
free to accept or reject any information, tools, strategies, or suggestions offered during 
the coaching process. You are also fully responsible for your own choices and decisions, 
including how or if you choose to use or implement the tools, strategies, suggestions, or 
recommendations presented and how you manage your own emotional wellbeing. 

• If you are currently under the regular care of a medical or mental health professional, it is 
expected you will disclose the nature and general details of your condition(s) and course of 
treatment. Please note this disclosure does not determine eligibility for coaching. Nor does 
it grant permission for me to contact or communicate with any of your providers without 
your knowledge or express written permission. It is simply a statement of what is. It is also 
strongly recommend you inform any mental health care providers that you are participating 
in coaching.

• If there is ever a time I say something that upsets you or you don’t feel is on target, please 
bring it to my attention. Honesty and trust are a critical part of this process. I am not 
attached to being right and I value our working relationship. I want our relationship to be 
open, honest, and a safe place for you to come and share your thoughts with confidence.

Session Procedures

RegulaR sessions

• Sessions are generally held weekly, especially at the beginning of our journey. They may or 
may not transition to bi-weekly frequency. This will largely depend on need and the urgency 
of the situations you wish to address.

• All regular sessions last approximately 60 minutes. We will close each session at a natural 
conclusion once our predetermined session goals have been met or when our alloted time 
is up.

• The Coach will initiate all session video feeds or calls. Client will be provided specific login 
instructions prior to our session start time. Coach will use the email address or phone 
number provided by the Client in the Client Intake Form. If the Client will be at any other 
number for a scheduled call, Client is responsible for notifying Coach of this prior to the 
scheduled appointment time.

• Each session will begin with two very important questions: 1) What are we talking about 
today? and 2) Where do you want to be at the end of our session? Knowing the answers 
to both these questions as we begin our sessions will help keep our sessions focused and 
productive. 

PoweR sessions

• Power Sessions are short, focused sessions that can generally be scheduled on short 
notice. They are included with all premium coaching package. Sessions last approximately 
minutes. I will do my best to accommodate request as quickly as possible as my schedule 
permits. If your needs are more in depth than can be handled within a few minutes, I may 
ask that we put that particular topic on the agenda for our next scheduled session.
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use of Technology

• We will be using quite a bit of technology during our coaching experience. All services I 
use are very user friendly and easy to navigate, even for “non-techy” people. If technology 
scares you, or you need some help making sure things are set up and ready to go, I’m 
happy to have a short, free “technical setup and introduction” session with you prior to our 
first coaching session. Please let me know if you are interested in scheduling this type of 
session.

• By a very large margin, video conference has proven to be the most effective option for 
meeting together. It allows us to meet “face to face” even though we may physically be in 
very different parts of the world. I also use a lot of visual aids, videos, and slides to help 
introduce and reinforce various concepts during our work together. Video conference also 
allows me to utilize the screen sharing capabilities of these services and share them with 
you right as we’re talking. Plus, this platform has the capablility of recording our sessions. 
All sessions can be recorded upon request.

• I am currently using the Zoom platform to facilitate our sessions. The only thing needed 
on your part to participate in video conferencing is a device with camera capability (phone, 
tablet, laptop, or web cam) and a good WiFi or unlimited data connection. An access link 
will be emailed to you prior to our session start time. When it’s time for our session to 
begin, simply click on that link and it will bring you right into our private meeting room. You 
will be prompted to download the free Zoom Meetings app prior to our first session if you 
don’t already have an account with them.

• If you have reasons why video conference is not a good fit, please let me know. We can 
work around it if need be and still keep the other benefits of video conference. Please note 
Zoom also offers a call-in option where you can join via phone if needed. 

• Other file sharing and communication methods may also be implemented as we work 
together. These may include Google Drive, alternate communication services, and/or 
access to your own private web page.

BeTween session communicaTion

I welcome communication between our regular sessions through via email. My expectation is that 
you will reach out if you get stuck, have questions, or find that things aren’t working. I trust you will 
share the successes and frustrations you experience along the way as well. I will make every attempt 
to respond to you within 24 hours (unless I am out of town or during weekends or holidays, which are 
generally reserved for caring for myself and connecting with my family.)

session scheduling

• Client is responsible for scheduling all sessions. 24 hour notice is required for regular 
session scheduling and changes. All regular sessions are scheduled through my 
online scheduling system. The system is easily accessed through my website www.
serenitylinkscoaching.com or you may use this direct link. You may begin scheduling your 
appointments at any time may schedule multiple appointments for as far out as you wish if 
you like to keep a consistent time slot for our sessions.

• If you need to cancel, change, or reschedule your appointment, please do so through the 
scheduling system rather than contacting me directly, except in cases of emergency.

https://scheduleasession.as.me/?appointmentType=919943
https://serenitylinkscoaching.com/
https://serenitylinkscoaching.com/
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• Power sessions may be scheduled directly with the Coach on short notice via email and are 
subject to availability.

TaRdiness

• It is in your best interest to be on time for our sessions. Regardless of when our session 
begins, it will still end at our appointed time and be billed as a full session. There are 
typically other clients scheduled in front and/or right after you, so my schedule often will not 
allow for additional “make up” time during regular sessions.

• I will open the video conference to begin the session at our specified time unless other 
arrangements have been made. 

• If you are running late, it is your responsibility to let me know this prior to our session start 
time. If I don’t find you on my first attempt to call, I will try again 5-10 minutes later. If I still 
don’t find you and you have not notified me that you are running late, your session will be 
forfeited and deemed to be a “No Show”.

no shows

• “No Show” appointments will be billed at the regular session rate and the time will not be 
made up. Should you “no-show” for two appointments during our coaching relationship, we 
will re-evaluate together whether coaching is appropriate for you at this point in your life.

cancellaTions

• I have reserved time and space in my schedule for you. I trust you understand that my time 
is valuable and our sessions are scheduled to benefit you. A minimum of 24 hours notice is 
required for appointment cancellations.

• I do understand that emergencies and illness arise from time to time. I will accommodate 
those on a case-by-case basis. Non-emergency short notice cancellations constitute a “No 
Show” and will be billed as such.

Confidentiality Policy
All clients are guaranteed the strictest confidentiality possible. All documents and communication, 
whether in soft or hard format will be treated as confidential and will be protected and secured as 
best as that particular format can be. The conversations we have within our coaching relationship are 
considered both confidential and proprietary and will be protected as such. Information will be shared 
outside of our sessions only with your written consent or in the event it is demanded by a court judge.  

However, the following are instances where I would be obligated by law to break this agreement 
without your permission:

• If I believe that abuse or neglect of children, spouse, or elders is occurring and efforts to 
bring it to your attention and change it are not successful.

• If I believe that you are being physically or mentally harmed by someone else and efforts to 
bring it to your attention and change it are not successful.
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• If at any point I believe that you are a danger to yourself or others, if you threaten to kill or 
harm another individual or yourself and I am convinced that you will act on this threat, or I 
feel that you are in danger of losing control of your actions,  I will inform you of that opinion 
and make every effort to keep you from endangering your own life or harming another 
person. In some cases this may include notifying the police or family members.

In keeping with the requirements of coach credentialing outline by the International Coach Federation 
(www.coachfederation.org) and Center for Credentialing and Education (http://www.cce-global.
org) Serenity Links Coaching, LLC is required to maintain confidential records containing contact 
information, fee schedules, payment records, coaching service agreements, the purpose and goals 
of said services, progress notes, referrals made, the dates of coaching services and the dates and 
reasons for termination. We may be required to share information related to contact information, 
payment, and dates of coaching service with these credentialing boards. Such information may be 
maintained within the secure files of these institutions. Please note, however, that personal notes or 
other case-specific information will not be shared with any outside sources.

Financial Policies

PaymenT Policy

• All payments plus any applicable taxes are due via PayPal or Stripe prior to our first session. 
If you choose to participate in a payment plan, an auto-billing program will be established 
through PayPal to automatically collect monthly payments in 30 day increments.

• If payment has not been received by the due date, coaching services will be suspended until 
we have discussed and agreed upon a plan of action or until payment has been received.

• All payments are payable via Stripe or PayPal to Serenity Links Coaching, LLC using the 
email address coach@serenitylinks.com.

 Refund Policy

• I want you to be satisfied with your coaching experience. Provided you schedule your 
sessions as outlined in your contract, show up on time to our calls, complete your 
assignments, and participate fully in the coaching process, you may simply let me know 
within the first two weeks of beginning our coaching relationship that this process isn’t 
working for you. I will refund your money for any unused sessions at that point.

• Coaching fees are not refundable should you decide to “quit” the process, especially if you 
have not done your part to make it work. Our complimentary initial session was designed 
to determine whether or not we are a “good fit for each other” and to establish whether 
coaching is appropriate for you at this point in your life.

• If you are considering canceling your contract, I ask that you contact me to discuss your 
concerns. I also ask that you please remember that you hired me to coach you through 
your blockages in order to experience significant life changes. This can be a painful process 
at times. Difficult as it may be at times, there really is light on the other side and the journey 
is worth it. Though no one can guarantee your results except for you, I have successfully 
helped many others find their way back to serenity and I believe those same results can be 
achieved for you as well.
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• If you have purchased a package with a specific number of sessions, but are unable to 
use those sessions due to unforeseen circumstances, please talk with me about it. We 
can likely work something out that will allow you to place your remaining sessions on a 
temporary hold.

RefeRRals

• My business is grown through referrals. For each person you send my way who signs on 
as a client, you will receive one free session or $125.00 discount on your next package 
purchase.

Contact Information

office houRs

My normal office hours are Mon, Tue, Wed, and Friday from 9:30 a.m. - 3:00 p.m. (Mountain Time). 
Special group events may occasionally be held in the evening. My office is closed on all weekends 
and holidays.

conTacT me

• Please feel free to contact me if you have questions or concerns regarding any of my 
coaching policies or procedures. My email address is diana@serenitylinks.com. My phone 
number is (435) 554-1033




