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Diploma in Coaching & Mentoring 
The most important skill in your key mangers is  
being able to coach the best out of their team…  
 
The programme is tailored to meet your individual requirements, and is supported by 
Executive Coaching to ensure learning is transferred into high performance.  
 

 

Who Is It For: This qualification aims to provide anyone with responsibility for supporting staff with the 

knowledge, skills and confidence to perform effectively as coaches or mentors as part of their normal work 
role. 

 
 

 

Benefits: It is designed to develop your capability as a coach or mentor to influence, develop and guide 

those around you. Using the tools learnt and practiced on the course you will achieve engagement of staff, 
ownership and insight into personal development and transformational change of those that you coach or 
mentor 

 

 

The Programme (4 days): Three days of tutorial support (one month apart) with a blend of guided 

learning, coaching practice and a final portfolio submission. Candidates are introduced to a range of 
coaching tools and techniques as well as assessments to encourage reflective practice. Skills and 
knowledge learned in the tutorials are further developed with actual coaching in the workplace. Woven into 
this is a work-based assignment, structured around designing and building a workplace coaching and 
mentoring programme. 

 

 

 

The 3 mandatory units are: 

 Understanding the Skills, Principles and Practice of Effective Management Coaching and Mentoring  

 Undertaking Coaching or Mentoring in the Workplace  

 Reviewing Own Ability as a Management Coach or Mentor 

*Participants are expected to take around 100 hours of planned and monitored Coaching 
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Assessment: ILM has an excellent track record of robust qualifications. Their assessment methodology 

is diligent and thorough. This level 5 qualification has three assessment methodologies all of which must be 
completed to the standards and satisfaction of the ILM Assessor and External Verifier. 
• Work based Assignment 
• A Coaching Diary with records of coaching sessions and reflections 
• A Personal Development Plan and Reflective Log 

Academic Supervision 

 

 

There are 3 telephone supervision sessions attached to the programme. These are designed to support the 
guided learning that the participants receive on the tutorials and to support the completion of the assessed 
elements. 

 
 
 
 
 
 
 
 
 
 
 
 

 

Overview of Units 

Group 1 

 
*Credit Value 

** Guided Learning Hours 

 

 

Unit Code Unit Title Level CV* GLH** 

8580-500 
Understanding the Skills, Principles and Practice of Effective 

Management Coaching and Mentoring 
5 5 18 

8580-501 Undertaking Management Coaching or Mentoring in the Workplace 5 5 12 

8580-502 
Undertaking an Extended Period of Management Coaching or 

Mentoring in the Workplace 
5 29 20 

8580-503 Reviewing Own Ability as a Management Coach or Mentor 5 3 7 
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Title: 1 Understanding the skills, principles and practice of effective 

management coaching and mentoring 

Unit guided learning 

hours: 

18 

Learning outcomes (the learner will) Assessment criteria (the learner can) 

 
1 Understand the purpose of coaching 

and mentoring within an organisational 
context 

 
1.1 
 
 
 
1.2 
 
 
 
1.3 
 

 
Define what coaching and mentoring is within the 
context of an organisation and explain the 
similarities and differences between coaching 
and mentoring 
Identify potential individual, operational and 
organisational barriers to using coaching or 
mentoring and develop appropriate strategies for 
minimising or overcoming these 
Present the case for using coaching or mentoring 
to benefit individuals and organisation 
performance 
 

 
2 Understand the skills, behaviours, 

attitudes, beliefs and values of an 
effective coach or mentor 

 
 

 
2.1 
 
2.2 
 
2.3 
 
 
 

 
Critically explore the knowledge, skills, and 
behaviour of an effective coach or mentor 
Analyse why coaches or mentors require 
effective communication skills  
Review the responsibilities of the coach or 
mentor to manage relationships (including values 
and power) and remain ethical and non-
judgemental 
 

 
3 Understand the role of contracting and 

the process to effectively coach or 
mentor 

 
3.1 
 
3.2 
 
 
3.3 
 
 
3.4 

 
Review a model or process which should be 
followed when formally coaching or mentoring 
Analyse the rationale for and the characteristics 
of effective contracting within coaching or 
mentoring 
Explain the necessity of exploring the 
expectations and boundaries of a coaching or 
mentoring programme with all stakeholders 
Justify the rationale for supervision of coaches 
and mentors in practice 
 

 
4 Understand the principles of effective 

coaching or mentoring in practice and 
how to evaluate benefits 

 

 
4.1 
 
4.2 

 
Critically review the elements required for 
effective and integrated coaching or mentoring 
Analyse how the benefits of coaching or 
mentoring should be evaluated 
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Title: 1 Understanding the skills, principles and practice of effective 

management coaching and mentoring 

Additional Guidance about the Unit 

Indicative Content: 

1 
 

 Definitions of coaching and mentoring 

 Differences and overlaps of coaching, mentoring, counselling and training  

 Overview of therapy and counselling, differentiating between them and coaching and 
mentoring and identifying the boundaries  

 Organisational context – vision, mission, size, structure and readiness for coaching and 
mentoring 

 Individual and organisational benefits of coaching and mentoring 

 Costs and benefits of coaching and mentoring – financial and personal/social/emotional 

 Alternative strategies for developing and supporting employees, including different training 
strategies (long and short courses, in-house and external, distance/flexible/e-learning, etc) 

 Range of formal and informal learning opportunities, their costs and benefits and utility in 
developing particular knowledge and skills 

 Corporate objectives and the contribution of coaching and mentoring to their achievement 

 Organisational, operational and individual barriers (time, resources, attitudes, values, 
ownership, etc) and strategies for overcoming these barriers 

 Techniques for programme monitoring, review and evaluation 
 

2 
 

 Different perspectives on mentoring and coaching 

 Contracting, agreeing the coaching process and framework 

 Organisational context of coaching (senior manager buy in, other related policies and 
procedures) 

 Different models of learning style and preference  

 The knowledge, skills and behaviours of an effective coach and mentor 

 Models of coaching and mentoring able to contribute to performance improvement (examples 
of models that may be used include: performance coaching/life coaching, GROW Model, 
Argyris’s double loop learning, Kolb’s learning cycle, Gardner's Multiple Intelligences, Myers-
Briggs, hemispherical dominance, transformational learning, Johari’s window, NLP, and other 
psycho-social models) 

 Range of learning and counselling services available 

 Legal aspects of coaching and mentoring (health & safety, equal opportunities, disability, etc) 
and ethical issues (abuse of power and authority, personal intimacy and sexual harassment) 

 The role of supervision in coaching and mentoring 

 Concepts of power and authority (personal/positional, zero-sum, etc), and power dynamics 
(especially power relationship between self and client) 

 Cultural issues working with a diverse workforce (gender stereotyping, race, religion and 
sexuality, etc) 

 Personal beliefs and values, their source and effect on attitudes and behaviours 

 Behavioural traits, their drivers and effect on others (e.g. nature/nurture debate on 
sex/gender, and differences in cognition and behaviour) 

 Communication theories (e.g. discourse analysis theories, overview of socio-linguistics) 

 Relationship characteristics and contrasts between coaching and mentoring 
(judgemental/non-judgemental, transactional analysis, etc) 

 Distinguishing the appropriate physical environments for mentoring and coaching, especially 
the need for confidentiality 
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Title: 1 Understanding the skills, principles and practice of effective 

management coaching and mentoring 

3 
 

 Processes and models for effectively coaching (GROW, ARROW, OSKAR, OSCAR, Skilled 
Helper etc) 

 Questioning processes and techniques (solution focused, clean etc) 

 Contracting arrangements (stakeholder involvement, 2 way and 3 way contracting) 

 Explaining the purpose, principles, ethics, practice of coaching or mentoring to gain 
stakeholder understanding 

 Different contracts for coaching or mentoring (and different focus of relationship explored at 
contracting stage) 

 Goal setting when contracting 

 Ground rules for engagement and feedback 

 Contracting timescales and scheduling coaching or mentoring activity 

 Supervision – principles and practice  

 Links to contracting 

 Codes of practice (used when contracting to support) 
 

4 
 

 Organisational structure, culture and the role coaching or mentoring has supporting 
performance 

 Values, ethics and principles underpinning coaching and mentoring 

 Culture and environments appropriate to embedding coaching or mentoring within 
organisations 

 Support for coaching or mentoring internally (policies, procedures, strategies and senior level 
support) 

 Barriers to coaching and mentoring within organisations (individual, team, operational, 
organisational) 

 Determining and agreeing strategic objectives relating to coaching and mentoring 

 Standards and indication of competence applicable to coaches or mentors 

 Standards, indicators and success measures (return on investment and evaluation 
techniques) to monitor and evaluate the impact of coaching and mentoring in an organisation 
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Title: 2 Undertaking management coaching or mentoring in the 

workplace 

Unit guided learning 

hours: 

12 

Learning outcomes (the learner will) Assessment criteria (the learner can) 

 
1 Be able to plan and prepare for 

management coaching or mentoring 
programmes based on identified 
developmental needs and goals 

 
1.1 

 
 

1.2 
 
 

1.3 
 
 
 

 
Explain the rationale for coaching or mentoring 
for one or more clients and formally agree a 
contract with one or more clients 
Identify individual developmental needs and 
agree goals, in line with organisational, 
divisional and/or team goals 
Plan and prepare a short coaching or mentoring 
programme with one or more clients to complete 
a minimum of twelve hours of formal coaching 
activity  
 

 
2 Be able to undertake and record at 

least twelve hours of formal coaching 
or mentoring activity with one or more 
clients 
 

 
2.1 

 
 

2.2 
 
 

2.3 
 
 

2.4 
 
 

 
Complete a minimum of twelve hours of 
coaching or mentoring activity with one or more 
clients 
Critically review your use of a range of 
diagnostic coaching and mentoring tools and 
techniques  
Assess your ability to build relationships and use 
effective communication techniques of 
questioning, listening and giving feedback 
Maintain appropriate overview records of goals, 
discussion and outcomes including progress 
towards goals 
 

 
3 Be able to reflect and review own 

management coaching or mentoring 
practice  

 

 
3.1 

 
 
 
 
 

3.2 
 
 

3.3 
 

 
Collect feedback on own coaching or mentoring 
practice on the effectiveness of coaching or 
mentoring interventions in enabling the 
achievement of agreed goals and show 
evidence of this within the coaching / mentoring 
diary 
Review coaching or mentoring activity and 
holistically explore this for patterns and personal 
learning and areas for improvement 
Reflect on own coaching or mentoring practice 
(including evidence of supervision / tutorial 
feedback) 
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Title: 2 Undertaking management coaching or mentoring in the 

workplace 

Additional Guidance about the Unit 

Indicative Content: 

1 
 
Techniques for goal identification  
Learning and development outcomes – behavioural, cognitive and emotional  
 

2 
 
Characteristics of effective coaching and mentoring plans 
Criteria for developing coherent and logical order for coaching and mentoring activity 
Learning and personality preferences characteristics and their assessment – range of learning 
and personality inventories for individuals and teams available (e.g. Honey and Mumford, 
Argyris’s double loop learning, Kolb’s learning cycle, Myers Briggs, 16PF, Belbin) – their use and 
analysis 
Coaching and mentoring tools and techniques  
Models of coaching and mentoring able to contribute to performance improvement (examples of 
models that may be used include: performance coaching/life coaching, GROW Model, Gardner's 
Multiple Intelligences, Myers-Briggs, hemispherical dominance, transformational learning, 
Johari’s window, NLP, and other psycho-social models) 
Recording and monitoring coaching or mentoring activities 
Strategies for coaching or mentoring 
Planning principles and practices for coaching or mentoring sessions 
Methodologies and criteria for analysing materials and information supporting coaching or 
mentoring  

 Action planning and review 
 

3 
 
Strategies and practices for building effective relationships 
Behaviours to encourage openness, honesty, and trust and their significance in mentoring and 
coaching 
Reflection and social interaction as strategies for self-knowledge and improvement – concepts of 
the reflective practitioner, theory and behaviour 
Use and completion of personal reflection log 
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Title: 3 Reviewing own ability as a management coach or mentor 

Unit guided learning 

hours: 

7 

Learning outcomes (the learner will) Assessment criteria (the learner can) 

 
1 Be able to assess your own skills, 

behaviours and knowledge as a coach 
and mentor 

 
1.1 

 
 

1.2 

 
Conduct an evidenced assessment analysis of 
your own ability as a coach and/or mentor 
relating to knowledge, skills and behaviours 
Using this analysis critically review your 
strengths and weaknesses in relation to your 
skills, behaviours and knowledge as a coach or 
mentor 
 

 
2 Be able to critically review and reflect 

on the effectiveness of your own 
practice as a coach or mentor 
 

 
2.1 

 
2.2 

 
 
 

2.3 
 

2.4 
 

 
Critically review the coaching activity undertaken 
looking at the process, patterns and outcomes 
Critically evaluate your own skills as a coach or 
mentor focussing particularly on your self-
awareness, approach, communication skills, and 
relationship management 
Discuss how you ensure your coaching or 
mentoring is ethical and non-judgemental 
Provide evidence of reflecting on actual 
coaching or mentoring activity by using 
examples and evidence 
 

 
3 Be able to demonstrate how you have 

developed and how you plan to 
develop in the future as a coach or 
mentor 

 

 
3.1 

 
3.2 

 
 

3.3 
 
 
 

 
Explain and reflect on the effectiveness of 
tutorial supervision  
Provide evidence of how you have recorded and 
logged your own progress and development as 
a coach or mentor 
Provide a linked and relevant plan for your 
future development for a minimum of the next 
twelve months 
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Title: 3 Reviewing own ability as a management coach or mentor 

Additional Guidance about the Unit 

Indicative Content: 

1 
 

 Skills, abilities, knowledge of an effective coach and mentor  

 Models of reflective practice (e.g. Kolb, critical incidents, arcs of attention)  

 SWOT and PESTLE Analysis 

 Self assessment tools and techniques 

 Coaching and mentoring codes of conduct (e.g. Association for Coaching, EMCC, etc) 
 

2 
 

 Non-combative challenging strategies to alter inappropriate attitudes and behaviour 

 Recognition of client needs beyond coach’s competence (personal social or psychological 
problems, learning difficulties or disabilities) and available support services 

 Negotiation strategies and techniques 

 Factors determining workplace relationships – organisational, task and personal – and their 
impact on work performance and the coaching or mentoring process 

 Strategies and techniques for addressing and improving poor personal relationships in the 
workplace 

 

3 
 

 Verbal and non-verbal communication skills (questioning, listening, analysis of non-verbal 
communication, reflection and summarising skills), in person, by telephone and by email 

 Nature and value of networks, analysis of personal networks and development of networking 
skills 

 Managing self and time to build and sustain networks 
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Assignment 1 - Task for Unit:  

Understanding the skills, principles and practice of effective management coaching and 

mentoring 

Centre Number: Centre Name: 

Learner Registration No: Learner Name: 

 

TASK 

 

This assignment requires you to demonstrate your understanding of the context in which effective coaching and 

mentoring operates including the individual and organisational benefits of coaching and mentoring. You should also 

be able to show your understanding of the practical requirements of coaches and mentors operating with managers 

and professionals within organisations. 

 

It is recommended that you include an introduction explaining the organisation (size, structure, and sector) as well as 

explaining your own role in order to provide a context to this assignment. If you are not currently working within an 

organisation, then you may complete this within an organisation you are familiar. This may include working in a 

volunteer, charitable or supporting capacity.  

 

Note: 

You should plan to spend approximately 24 hours researching your workplace context, preparing for and writing or 

presenting the outcomes of this assignment for assessment. The suggested word count for this assignment is between 

2500 - 3500 words. However individuals have different writing styles, and there is no penalty if the word-count 

range is exceeded. 
 

Check your assignment carefully prior to submission using the assessment criteria. 

 

Please use the sub-headings shown below when 

structuring your Assignment Assessment Criteria 

The context of coaching or mentoring practice 

Consider in depth the purpose of coaching or 

mentoring within an organisational environment 

including exploring the differences between the 

disciplines and the benefits and contribution they 

may be able to make to organisational performance. 

 

 

 

 Define what coaching and mentoring is within the context 

of an organisation and explain the similarities and 

differences between coaching and mentoring (8 marks) 

 Identify potential individual, operational and 

organisational barriers to using coaching or mentoring and 

develop appropriate strategies for minimising or 

overcoming these (8 marks) 

 Present the case for using coaching or mentoring to benefit 

individuals and organisation performance (8 marks) 

 

The skills, behaviours, attitudes, beliefs and 

values of the coach or mentor 

 

 Critically explore the knowledge, skills, and behaviour of 

an effective coach or mentor (8 marks) 

 Analyse why coaches or mentors require effective 

communication skills (8 marks) 

 Review the responsibilities of the coach or mentor to 

manage relationships (including values and power) and 

remain ethical and non-judgemental (8 marks) 

 

The role of contracting and the process to 

effectively coach and mentor 

 

 

 

 Review a model or process which should be followed 

when formally coaching or mentoring (8 marks) 

 Analyse the rationale for and the characteristics of 

effective contracting within coaching or mentoring (8 

marks) 

 Explain the necessity of exploring the expectations and 

boundaries of a coaching or mentoring programme with 

all stakeholders (8 marks) 

 Justify the rationale for supervision of coaches and 

mentors in practice (8 marks) 
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Understand the principles of effective coaching 

and mentoring in practice and how to evaluate 

benefits 

This section should summarise the previous sections 

to show your understanding of good practice in 

coaching and mentoring. 

 

You should also conclude how coaching or 

mentoring can be evaluated in order to bring 

quantifiable business benefits to individuals and 

organisations. 

 

As part of this document you may include coaching 

strategy papers or supporting documents. 

 

 

 Critically review the elements required for effective and 

integrated coaching or mentoring (8 marks) 

 Analyse how the benefits of coaching or mentoring should 

be evaluated (12 marks) 

 

By submitting I confirm that this assignment is my own work 
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Assignment 2 - Task for Unit:  

Undertaking an extended period of management coaching or mentoring in the workplace 

Centre Number: Centre Name: 

Learner Registration No: Learner Name: 

 

TASK 

 

You are required to demonstrate practical application of coaching or mentoring in practice within an organisational, 

managerial or professional role. 

 

You should undertake a minimum of 100 hours of formal and contracted coaching or mentoring with six or more 

clients, and be able to show how you have reflected on your performance. 

 

Note: 

You should have extended discussions over time with your coaching supervisor (usually the tutor) to assist in your 

performance reflection. You should also collect feedback from those observing your coaching or mentoring sessions. 

This could include feedback from your supervisor or peers. 

 

You should plan to spend approximately 250 hours researching your workplace context, preparing for and writing 

or presenting the outcomes of this assignment for assessment. The suggested word count for this assignment is 

between 2500-3000 words. However individuals have different writing styles, and there is no penalty if the word-

count range is exceeded. 
 

Check your assignment carefully prior to submission using the assessment criteria. 

 

Please use the sub-headings shown below when 

structuring your Assignment Assessment Criteria 

Plan and prepare for coaching or mentoring 
programmes 

Provide evidence of planning, contracting and 

agreeing coaching or mentoring programmes with a 

minimum of 6 clients. 

 

 Explain the rationale for coaching or mentoring for a 

minimum of six clients and formally agree a contract with 

each client (4 marks) 

 Identify individual developmental needs and agree goals, 

in line with organisational, divisional and/or team goals 

with each client (4 marks) 

 Plan and prepare for a short coaching or mentoring 

programme with a minimum of six clients (4 marks) 

 

Undertake coaching sessions  

Maintain an auditable diary of coaching records to 

show that you have delivered a minimum of 100 

hours’ coaching and/or mentoring showing that you 

have: 

 

 identified individual development needs and 

agreed goals for the programme; 

 planned individual sessions and organised the 

materials and resources needed to support 

them; 

 delivered and recorded the coaching; 

 reviewed individuals’ progress; 

 critically reflected on your own performance 

relating to relationships, tools, techniques and 

communication skills. 

  

 

 Complete a minimum of hundred hours of coaching or 

mentoring activity with six or more clients (16 marks) 

 Critically evaluate your use of a range of diagnostic 

coaching and mentoring tools and techniques (12 marks) 

 Assess your ability to build relationships and use effective 

communication techniques of questioning, listening and 

giving feedback (8 marks) 

 Maintain appropriate overview records of goals, 

discussions and outcomes including progress towards 

goals (8 marks) 

 

Reflections on your performance as a coach or 

mentor 

 

 

 Collect feedback from coaching clients and other 

stakeholders (if appropriate) on the effectiveness on 

coaching interventions in enabling the achievement of 

agreed goals (8 marks) 
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Reflect on and review your performance, 
informed by feedback from participants and 
observers. 
 

 Summarise coaching and mentoring activity and 

holistically explore this for patterns and personal learning 

and areas for improvement (8 marks) 

 Reflect on and review own coaching or mentoring practice 

(including evidence of supervision / tutorial feedback) (8 

marks) 

 

Use supervision to develop during extended 

coaching or mentoring activity 

 

Show how you have used additional support and 

tutorial supervision to reflect on your practice as a 

coach or mentor and to evaluate the effectiveness of 

the intervention. 

 

 

 

 Negotiate and agree with coaching supervisor/tutor a 

contract, and demanding but realistic personal learning 

and development goals for the hundred hours of 

management coaching or mentoring practice (8 marks) 

 Reflect and summarise the coaching or mentoring activity 

making links to the different coaching or mentoring 

relationships, activities and challenges (8 marks) 

 Evaluate the impact and effectiveness of the coaching 

activity or mentoring activity at an individual and 

organisational level (4 marks) 

 

By submitting I confirm that this assignment is my own work 
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Assignment 3 - Task for Unit:  

Reviewing own ability as a management coach or mentor 

Centre Number: Centre Name: 

Learner Registration No: Learner Name: 

 

TASK 

 

This assessment requires you to reflect on your performance as a coach and/or mentor. 

 

Self awareness is a key characteristic of effective coaches and mentors. You are not expected to be perfect in this 

role, but to clearly demonstrate your own awareness of how well you are performing and what you need to do to 

improve in the future. 

 

Note: 

You should plan to spend approximately 22 hours researching your workplace context, preparing for and writing or 

presenting the outcomes of this assignment for assessment. The suggested word count for this assignment is between 

1500-2000 words. However individuals have different writing styles, and there is no penalty if the word-count range 

is exceeded. 
 

Check your assignment carefully prior to submission using the assessment criteria. 

 

Please use the sub-headings shown below when 

structuring your Assignment Assessment Criteria 

Assess and reflect on own abilities as 
management coach and/or mentor 

Complete and evidence summary of your own 

abilities as a coach and/or mentor. 

You should include methods of assessment, tools 

and techniques to evidence your analysis. This may 

include: 

 Feedback on your abilities or performance 
as a coach and/or mentor. 

 Evaluations based around some of the 
coaching competencies or around your 
own identified strengths and weaknesses. 

 Feedback from others (clients, 
stakeholders, others). 

 Reflection on SWOT and Action Plan. 
 

 

 Conduct an evidenced assessment analysis of your own 

ability as a coach and/or mentor relating to knowledge, 

skills and behaviours (16 marks) 

 Using this analysis critically review your strengths and 

weaknesses in relation to your skills, behaviours and 

knowledge as a coach or mentor (16 marks) 

 

Review the effectiveness of your own practice as 

a coach or mentor 

To reflect effectively you should: 

 

 Use the coaching diary to evaluate your 
skills as a coach or mentor. 

 Discuss communication skills, relationship 
management and ethical considerations 
when coaching or mentoring. 

 Identify your weaknesses / development 
needs using examples. 

 

 

 

 Critically review the coaching activity undertaken looking 

at the process, patterns and outcomes (12 marks) 

 Critically evaluate your own skills as a coach or mentor 

focussing particularly on your self-awareness, approach, 

communication skills, and relationship management (12 

marks) 

 Discuss how you ensure your coaching or mentoring is 

ethical and non-judgemental (8 marks) 

 Provide evidence of reflecting on actual coaching or 

mentoring activity by using examples and evidence (12 

marks) 

 

Reflections on your performance as a mentor or 

coach 

 

Reflect on and review your performance, 
informed by feedback from participants and 

 

 Explain and reflect on the effectiveness of tutorial 

supervision (8 marks) 



 

 

 

Diploma In Coaching & Mentoring  
 

observers, where available, with a particular 
emphasis on how well your assessment of your 
strengths and weaknesses was confirmed, 
what you were able to do to overcome any 
weaknesses and build on your strengths and 
what future actions you can take to develop 
yourself further as a coach or mentor. 
 

 Provide evidence of how you have recorded and logged 

your own progress and development as a coach or mentor 

(8 marks) 

 Provide a linked and relevant plan for your future 

development for a minimum of the next twelve months (8 

marks) 

 

By submitting I confirm that this assignment is my own work 
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Customer Profiling 
 

1. Understanding the 4 Quadrant Temperaments 
2. How to recognise them quickly on the phone 
3. What motivates and de-motivates them 

 
 

Understanding the 4 Quadrant Temperaments 
 

 Establishing rapport means the other person will easily understand what you are trying to 
convey, because they are on the same wavelength.  

 The model looks at how each temperament constructs relationships. It shows two different 
aspects. The first is represented by the writing on the graph, and shows the personality blends. 
This means one person having more than one dominant temperament, and what effect that 
combination has, whether your operating from both upper hemispheres, or lower, whether you 
are both left hemispheres, or right. 

 The second relationship is shown by the key. The arrows show how two different people might 
relate to each other, both having different dominating temperaments, e.g.; lower left quadrant 
person to an upper left quadrant person. This is shown by the key at the bottom of the page 
which represents the arrows in the graph.  

 It is important to recognise each dominant personality has its good points and its bad. Notice 
that even though it is difficult to establish rapport with the total opposite temperament, most 
successful relationships are actually built upon this.  

 
Firstly any positive that you have, if taken too far becomes a negative.   

 A Popular Sanguine has colourful conversation, but if they don't ever stop, it becomes 
monopolising, interrupting, and too much exaggerating becomes lying!  

 The Peaceful Phlegmatic, has the easy going nature, but can get so easy going that they 
don't go anywhere! They don't care one way or the other, and can become very irritating when 
indecisive.  

 Powerful Choleric, is the quick firing decision maker, but too much of that and they get bossy, 
controlling others and manipulating your answers, that is if they give you a chance!,  

 Perfect Melancholy, the deep thoughtful genius trait, when carried out too far becomes moody 
and depressed. 

 
Each temperament has the element of sainthood, but each also has the rope that will pull it back 
down again!  

 
 

 
 

Research shows that:  

 Everyone has at least one primary preference(dominance). 

 About 7% of the population have only one simple dominance). 

 60% of the population have a double dominance. 

 About 30% have a triple dominance (that means 3 of the 4 quadrants being 
of equal strength). 

 Only 3% of the population have a quadruple dominance (Which is all four 
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TEMPERAMENT PROFILE 
 

Directions: In EACH of the following rows of FOUR WORDS ACROSS, place an X in front of the 
ONE word that MOST OFTEN APPLIES to you. Continue through all twenty lines. Be sure each line 
is marked once. If you are not sure which word "most applies", ask a partner or a friend, or think of 
what your answer would have been when you were a child.  
 

STRENGTHS 
 

1 __Animated   __Adventurous   __Analytical   __Adaptable    
2 __Playful  __Persuasive     __Persistent  __Peaceful 
3 __Sociable  __Strong-willed  __Self-sacrificing  __Submissive 
4 __Convincing __Competitive     __Considerate  __Controlled       
5 __Refreshing __Resourceful     __Respectful  __Reserved   
6 __Spirited  __Satisfied     __Self-reliant  __Sensitive           
7 __Promoter  __Positive     __Planner   __Patient             
8 __Spontaneous __Sure      __Scheduled  __Shy 
9__Optimistic  __Outspoken     __Orderly     __Obliging      
10__Funny  __Forceful     __Faithful   __Friendly  
11__Delightful  __Daring     __Detailed   __Diplomatic 
12__Cheerful  __Confident     __Cultured   __Consistent   
13__Inspiring  __Independent    __Idealistic   __Inoffensive   
14__Demonstrative __Decisive     __Deep    __Dry humour   
15__Mixes easily __Mover     __Musical   __Mediator 
16__Talker  __Tenacious     __Thoughtful  __Tolerant 
17__Lively  __Leader     __Loyal    __Listener    
18__Cute  __Chief     __Chart maker  __Contented   
19__Popular  __Productive     __Perfectionist  __Pleasant           
20__Bouncy  __Bold      __Behaved   __Balanced 

 
 

Total Strengths 
 
 
 

          A        B                C            D 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
Reproduced by permission from  “MORE Of What You Want, not more of the same.” ISBN 0952869403   1996, Richard R.Bisiker. 
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Directions:  
These are now your weaknesses, continue to mark the one which (on a bad day!) you are more than 
the others. Be sure each line is marked once. If you are not sure which word "most applies", ask a 
partner or a friend, or think of what your answer would have been when you were a child.  
 
 

  WEAKNESSES 
 

21__Brassy  __Bossy          __Bashful  __Blank          
22__Undisciplined __Unsympathetic     __Unforgiving __Unenthusiastic  
23__Repetitious __Resistant          __Resentful  __Reticent       
24__Forgetful __Frank          __Fussy   __Fearful          
25__Interrupts __Impatient          __Insecure  __Indecisive      
26__Unpredictable __Unaffectionate     __Unpopular  __Uninvolved       
27__Haphazard __Headstrong          __Hard to please __Hesitant 
28__Permissive __Proud          __Pessimistic  __Plain          
29__Angered easily __Argumentative     __Alienated  __Aimless           
30__Naive  __Nervy          __Negative  __Nonchalant 
31__Wants credit __Workaholic          __Withdrawn  __Worrier         
32__Talkative __Tactless          __Too sensitive __Timid           
33__Disorganised __Domineering        __Depressed  __Doubtful  
34__Inconsistent __Intolerant          __Introvert  __Indifferent 
35__Messy  __Manipulative         __Moody  __Mumbles         
36__Show off __Stubborn          __Skeptical  __Slow           
37__Loud  __Lord over other    __Loner   __Lazy        
38__Scatterbrained __Short-tempered    __Suspicious  __Sluggish       
39__Restless __Rash          __Revengeful  __Reluctant       
40__Changeable __Crafty          __Critical  __Compromising   

   
Total Weaknesses 

 
 
 

         E   F          G                 H   
 
 
 
NOW ADD YOUR TOTALS TOGETHER…….. 
 

COMBINED TOTALS(strengths & Weaknesses) 
 

          A+E   B+F            C+G                 D+H 
  
 
 
        (Popular Sanguine)     (Powerful Choleric)     (Perfect Melancholy)   (Peaceful Phlegmatic) 
 
 

 

 

 
 

Reproduced by permission from  “MORE Of What You Want, not more of the same.” ISBN 0952869403   1996, Richard R.Bisiker. 
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POPULAR SANGUINE 

 The Extrovert           The Talker   The Optimist 
  
 
 
 Strengths      Weaknesses 
 
 

THE POPULAR SANGUINE AT WORK 
Volunteers for jobs     Would rather talk 
Thinks up new activities    Forgets obligations 
Looks great on the surface    Doesn’t follow though 
Means well      Confidence fades fast 
Has energy and enthusiasm   Undisciplined 
Starts in a flashy way    Priorities out of order 
Inspires others to join in    Easily distracted 
Charms others to work    Wastes time talking 
Brings life to the work place    Decides by feelings 

 
THE POPULAR SANGUINE’S EMOTIONS 

Talkative storyteller     Compulsive talker 
Life-Of-The-Party     Exaggerates and elaborates 
Good sense of Humour    Dwells on trivia 
Memory of colour     Can’t remember names 
Holds on to listeners     Scares others off 
Emotional       Too happy for some 
Demonstrative     Has restless energy 
Enthusiastic      Egotistical 
Cheerful & Bubbling over    Blusters & complains 
Animated & expressive    Naïve, gets taken in 
Good on stage     Has loud voice and laugh 
Wide-eyed and innocent    Controlled by circumstances 

 
THE POPULAR SANGUINE AS A FRIEND 

Makes friends easily     Hates to be alone 
Loves people     Needs to be center stage 
Thrives on compliments    Wants to be popular 
Seems exciting     Looks for credit 
Envied by others     Dominates conversations 
Doesn’t hold grudges    Interrupts and doesn’t listen 
Prevents dull moments    Answers for others / repeats stories 
Likes spontaneous activities   Fickle & forgetful    
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PERFECT MELANCHOLY 

 The Introvert                   The Thinker   The Pessimist 
  
 
 
 Strengths      Weaknesses 
 
 

THE PERFECT MELANCHOLY AT WORK 
Schedule-orientated     Not people-orientated 
Perfectionist      Depressed over imperfections 
Detail conscious     Losses sight of strategy 
Persistent & thorough    Chooses difficult work 
Orderly & organised     Hesitant to start projects 
Analytical      Too introspective 
Loves Research     Spends too much time planning 
See the problems     Prefers analysis work 
Finds creative solutions    Self-depreciating 
Needs to finish what they start   Hard to please 
Likes charts, graphs, figures   Deep need for approval 
 
 

THE PERFECT MELANCHOLY’ EMOTIONS 
Self-sacrificing     Self-centered 
Deep & thoughtful     Remembers the negatives 
Conscientious     Guilt feelings 
Genius-prone     Moody and depressed 
Artistic & musical     Has false humility 
Philosophical & poetic    Off in another world 
Appreciative of beauty    Low self-image 
Serious or purposeful    Tends to hypochondria 
Talented & creative     Enjoys being hurt 
 
 

THE PERFECT MELANCHOLY AS A FRIEND 
Makes friends cautiously    Lives through others 
Content to stay in background   Insecure socially 
Avoids causing attention    Withdrawn & remote 
Faithful & devoted     Critical of others 
Will listen to complaints    Dislikes those in opposition 
Can solve other’s problems    Suspicious of people 
Deep concern for other people   Antagonistic & vengeful 
Seeks ideal mate     Skeptical of compliments 
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POWERFUL CHOLERIC 
 The Extrovert        The do-er    The Optimist 
  
 
 
 Strengths      Weaknesses 
 
 

THE POWERFUL CHOLERIC AT WORK 
Goal-orientated     Little tolerance for mistakes 
Sees the whole picture    Doesn’t analyse details 
Organises well     Bored by trivia 
Seeks practical solutions    May make rash decisions 
Moves quickly to action    May be rude or tactless 
Delegates work     Manipulates people 
Insists on production    Demanding of others 
Makes the goal     End justifies the means 
Stimulates activity     Work may become his god 
Thrives on opposition    Demands loyalty in the ranks 
 
 

THE POWERFUL CHOLERIC’S EMOTIONS 
Born leader      Bossy 
Dynamic & active     Impatient 
Compulsive need for change   Quick-tempered 
Must correct wrongs     Can’t relax 
Strong willed and decisive    Too impetuous 
Unemotional      Enjoys controversy & argument 
Not easily discouraged    Won’t give up when losing 
Independent and self-sufficient   Comes on to strong 
Exudes confidence     Inflexible 
Can run anything     Dislikes tears and emotions 
 
 

THE POWERFUL CHOLERIC AS A FRIEND 
Has little need for friends    Tends to use people 
Will work for group activity    Dominates others 
Will lead and organise    Decides for others 
Is usually right     Knows everything 
Excels in emergencies    Can do everything better 
       Is too independent 
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PEACEFUL PHLEGMATIC 
  The Introvert    The Watcher    The Pessimist 
  
 
 
 Strengths      Weaknesses 
 
 

THE PEACEFUL PHLEGMATIC AT WORK 
Competent and steady    Not goal-orientated 
Peaceful and agreeable    Lacks self-motivation 
Has administrative ability    Hard to get moving 
Mediates problems     Resents being pushed 
Avoids conflicts     Lazy and careless 
Good under pressure    Discourages others 
Finds the easy way     Would rather watch 
Calm, cool, collected    Indecisive 
Consistent life     Quiet will of iron 
 
 
 

THE PEACEFUL PHLEGMATIC’S EMOTIONS 
Low-key personality     Unenthusiastic 
Easy-going and relaxed    Fearful and worried 
Well-balanced     Avoids responsibility 
Quiet, but witty     Selfish 
Sympathetic and kind    Too shy and reticent 
Keeps emotions hidden    Too compromising 
Happily reconciled to life    Self-righteous 
 
 
 
 

THE PEACEFUL PHLEGMATIC AS A FRIEND 
Easy to get along with    Dampens enthusiasm 
Pleasant and enjoyable    Stays uninvolved 
Good listener     Indifferent to plans 
Dry sense of humour    Judges others 
Enjoys watching people    Sarcastic and teasing 
Has many friends     Resists change 
Has compassion’s and concern   Only if it suits 
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Relationships of The Four Quadrant Brain 
and 

Temperament Blends 
 
 
 
 

 

 

 

 

 

 

 

 

    

            POWERFUL    POPULAR 

           CHOLERIC   SANGUINE 

  

                L e a d e r s 

 

 

              

 

             A n a l y s e r s 

 

            PERFECT   PEACEFUL 

                  MELANCHOLY            PHLEGMATIC 

 

 
 

 

 

 

 

 

 

 

 

 

 
KEY: 

Smooth Rapport. (Left hemispheres, or right hemispheres together.) 
 
Natural Blends. Quite Good Rapport. (Upper hemispheres or lower hemispheres.) 
 
Difficult To Establish Rapport. (Everything is opposite, e.g. Upper Left to Lower Right!) 

 
 
 

 

 
Reproduced by permission from  “MORE Of What You Want, not more of the same.” ISBN 0952869403   1996, Richard R.Bisiker. 
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WHAT IS COACHING? 

 
It is the continuous process of developing an individual’s performance by using day-to-day work to 
provide planned opportunities for learning under guidance. 

Like any new management term, the meaning of Coaching has become less clear as more and more people 

adopt it and use it, sometimes loosely, to describe different things. 

We define coaching at four levels; 

 First, coaching is a belief system; coaches start from a position of believing that people 
have the ability to address and resolve their own issues if they can approach them in the 
right mental state.  

 Second, coaching is a leadership style, which seeks to keep ownership of issues and 
problems with the individual responsible for their resolution.  

 Third, coaching is underpinned by a set of tools and models (for example the GROW 
problem solving model).  

 Fourth, there exists a coaching skill-set which, skillfully deployed, can support 
coachees through the coaching experience  

 
 
 

Traditional Coaching Processes 
 

Coaching Process Stages of Competence 
 

1. Identify the Need – 

(TNA – Skills GAP) 

 

2. Recognise 

Opportunities  (Stages 

of Competence) 

3. Brief the Job Holder 

4. Agree the Desired 

Outcome 

5. Carry out the Activity 

6. Review the Learning 

7. Plan the next Step 

 

  

GROW MODEL 

G- Goals – What do you want? 

R-Reality – What’s happening now? 

O-Options – What could you do? 

W-Wrap-up – What are next steps? 

 

Transactional Analysis 
 

 

Kolb's Learning Styles model and  
Experiential Learning Theory (ELT) 

 

Transactional Analysis 

 

Thomas-Kilmann Conflict Mode 

 

McGregor’s XY Theory 
Theory X ('authoritarian 
management' style) 

- The average person dislikes 
work and will avoid it he/she can.  

 
Theory y ('participative 
management' style) 

- People usually accept and often 
seek responsibility.  
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COACHING CONTRACT 
 

Consider 4 Agendas: 
 

 

 

This should cover: 

• The various Stakeholders & their Maps 

• Timescales 

• Note taking 

• Confidentiality 

• Your role as the Coach 

• Their role as the Client 

• Expectations 

• Your style 

• Their/Your FOE Factor 

• Feedback 

 

F.O.E. Factor: 

 1. Focus – the attention the coach brings to the moment 

 2. Openness – the receptivity of heart and mind the coach brings to the moment 

 3. Energy – the physical and emotional vigour the coach brings to the moment 

Sponsor Manager

Client Mentor/Coach
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 HONEY & MUMFORD LEARNING STYLES 
 KOLB LEARNING CYCLE 

 
 
 

 
 
 
 

1. Concrete Experience - (a new experience of situation is encountered, or a reinterpretation of 
existing experience). 

2. Reflective Observation (of the new experience. Of particular importance are any inconsistencies 
between experience and understanding). 

3. Abstract Conceptualization (Reflection gives rise to a new idea, or a modification of an existing 
abstract concept). 

4. Active Experimentation (the learner applies them to the world around them to see what results). 
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COACHING CONFUSION 

 

 
 
 

 
 
  

Hill, P. Concepts of Coaching. Origins from IBM in their development of the PS2 computer system when moving from 
mainframe to personal computer. 



 

 

 

Diploma In Coaching & Mentoring  
 

 
 

PRINCIPLES OF EFFECTIVE LISTENING 
 

 
 

 
  

LISTENING

To

For

From
Hear vs 

Said

Emotional 
Content

All sounds: 
Albert Mehrabian  

 Words 

 Tone of voice 

 Nonverbal behaviour (e.g. facial expression) 
 

 Understanding 

 Confirmation 

 Contradiction 

 How can I use this? 

 What’s not said 

 Head 

 Heart 

 Function/ 

Department / 

Profession / 

Agenda 

 Assumptions 

 Pre-Suppositions 

 Translated Meaning 

 Do we check? 

 Degree of Sensitivity 

 Attachment / Old Habits / 

Behaviours 

 Care (How Much) 

Barriers to Coaching 

http://en.wikipedia.org/wiki/Tone_of_voice
http://en.wikipedia.org/wiki/Facial_expression
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Coaching Model 1 -  Outcome Thinking 
 
 
Away From 

 Talks of what they don’t want 

 Uses words : need, must, got to, not, 
should, ought, but 

 Tense…. Shoulders, neck, back 

 Frowns 

 Looks for problems in past, present, 
future 

 Argues – “Debates” 

 Circumstances and events are difficult 
Seeks to change external factors (not internal 
self) to improve situation 

Towards 
 Open relaxed style 

 Talks of what they ‘really want’ 

 Speaks from the heart as well as the 
head 

 Has compelling vision of the future 

 Can imagine already having it (acts as 
if) 

 Self-motivated 

 Committed to completion 

 Looks for opportunity in everything 

 Is at ease with themselves 

 

 
 
 
 
  

 

Asking Q’s ??? 

Towards Thinking 
 
 

 
DESIRED 
(Future) 

STATE 

Away From Thinking  
 
 

 
PROBLEM 
(Present) 

STATE 

 What’s wrong? 

 Why do you have this problem? 

 How long have you had this problem? 

 How does this problem limit you? 

 Whose fault is it that you have this problem? 

 What do you want? 

 Where, when, and with whom do you want it? 

 How will you know when you are there? 

 What affect will this have on other aspects of 
you life? 

 What resources do you have to help you 
achieve the desired outcome? 
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Coaching Model 2 - Presuppositions & Beliefs 
 

When we are coaching someone, whatever we believe will be projected, even if we think we are doing a 
good job of masking it. If we hold beliefs about the person we are coaching that are less than resourceful, we 
will project that on to the other person, hindering their progress/ 
 

 Everyone has their own map of the world 

 Everyone has their own interpretation of events, their own map.  This map or model of the 
world is based on each person’s own set of filters.   

 Take time to find out what their perception of the situation is and to recognise this is how 
they are getting their current results. 

 
 

 Respect for the other person’s model of the world 

 Your job as a coach is to help a person move from their current model of the world to their 
desired model.  It is not your job to change them to your model of the world.  This means 
helping them work with their map and not imposing yours.  

 Respect means having consideration of other people’s maps, and accepting that people 
have a right to have a different map from you. 

 This is one of the basic tenants of coaching. People will change and learn much easier if 
they are working with their model of the world, rather than attempting to take on someone 
else’s. 

 
 

 The meaning of your communication is the result you get 

 When you have communicated with someone they will respond according to what they think 
you meant.  Their response then is feedback to you about how effective your communication 
has been.  If their response is not as you would have liked, then you will want to consider 
changing the way you communicate with them.  This means that you have complete 
responsibility for the way you communicate and some would say the response you are 
eliciting. 

 
 

 People are doing the best with the resources they have available 

 People behave as they do because that is the best choice open to them with the internal and 
external resources they have available to them at the time.  If they were able to do anything 
else at the time, they would do it 

 If a coach does not hold this belief then they may find it difficult to help the person because 
of judgements about the person’s actions 

 This belief means that to move someone forward toward their outcomes, you will want to 
discover what they are doing at the moment, and help them find a more resourceful way of 
approaching the situation. 

 
 

 People have all the resources that they need to make the changes they want 

 People are not broken; they are whole and have all the resources they need. There is no 
internal resource, such as confidence, determination, strength etc. that they have not had 
and used at some time in their lives.   

 It may be that sometimes they allow themselves to get into un-resourceful states in particular 
situations.  

 A successful coach will help guide them to access those resources within the new situation. 
 
 

 Everything is a result, learn from the feedback 

 All that you do in coaching is a learning process.  If you pay attention to feedback then you 
will be able to find different ways of achieving your outcome. Not only is the person you are 
coaching learning, but you are too.  The more you pay attention to the person, the more you 
will learn about how to help this person.   
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Coaching Model 3 - The “Safety RAFT” system 
 

Quantum Leap – Impact Learning – Fast change 
Conversational Coaching 

 
Telling someone to do something has limited effect and often only short-term. To change behavior and 
thus results in a person, we must act on the level above – but to get there directly would lose the journey 
that the individual must make for themselves. Giving a dot-to-dot drawing with all the dots connected is 
no fun! When a person makes the connections themselves the learning is owned by that person and 
done in the language that has meaning for them. 
 
When we work backwards we achieve this smoothly with meaning achieved at each level and thus 
ownership and understanding. Follow the Safety RAFT system… 

 
    Coaching Process 
 

Thoughts    Feelings    Actions    Results 
 
 

THOUGHTS...(Ideas, Conceptions) 

Lead To 

FEELINGS.......(Our internal response to thoughts we create/hold/repeat) 

Lead To 

ACTIONS......(the motivation to act, comes from feeling, rather than just knowing) 

Which through law of physics leads to Cause & Effect… 

RESULTS......(there is no right, wrong, good, bad, success or failure – only our comparison to 

intention makes its so.) 

The “Safety RAFT” system 
 

Safety Let Coachee know your positive belief in them  

R = Results Agreed and Clear Stated Outcome of Desire 

A = Actions How do you achieve that?  (change of behaviour?) 

F = Feeling What Beliefs exist around required behaviour? 

Which Priority of Values takes precedent? 

T = Thinking Reframe Values/Beliefs around new imagery to be 
congruent with desired outcome… 
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The “Safety RAFT” system 
 

Safety Let Coachee know your positive belief in them  

 

 

 

 

R = Results Agreed and Clear Stated Outcome of Desire 

 

 

 

 

A = Actions How do you achieve that?  (change of behaviour?) 

 

 

 

 

F = Feeling What Beliefs exist around required behaviour? 

Which Priority of Values takes precedent? 

 

 

 

 

T = Thinking Reframe Values/Beliefs around new imagery to be congruent 
with desired outcome… 
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Coaching Model 4 – GROW Model 
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Coaching Model 5 – Skill / Will Matrix 
 
 

 
 
 

Skill Level  

 
The skill ~ will matrix has been developed by Max Landsberg as a method of ensuring that a 
manager’s or coach’s style of interaction is matched to the client’s readiness for a particular 
task.  He suggests that one of the most likely reasons why a delegated task does not get 
completed satisfactorily is because the person undertaking the task may either be unwilling, or 
unable to do so.  Similarly, when coaching someone we can often “feel” that something is not 
right with our approach or the client’s receiving of the conversation.  In this case it is worth 
looking at your style of interaction with the client’s readiness for the challenge. 
 
The Skill ~ Will matrix can assist in ensuring that the appropriate approach is adopted by the 
coach: 
 
 First, diagnose the client’s skill and will to accomplish the challenge, as indicated on the chart above 

 

 Then use the matrix to identify the appropriate style of interaction, e.g. you would want to use “Delegate” 
if the client was high in both skill and will 
 

 Finally, agree with your client which style you will be using and for what reasons. 
In his book “The Tao of Coaching, author Max Landsberg offers a few observations. 
 

 Ensure that you are addressing the client’s skill and will to execute a specific challenge in question - 
e.g., “making presentations to the Board of Directors” rather than “public speaking”. 
 

 If you are working with someone over a long period, you will want them to increase in both skill and will. 
If they are successful in doing this you will need to gradually adopt the appropriate styles en route to 
“delegate”. 
 

 Skill depends upon experience, training, understanding and role perception 
 

 Will depends on desire to achieve, incentives, security and confidence 

 

• Low will / 
High Skill

• Low Will / 
Low Skill

•High Will / 
High Skill

•High Will / 
Low Skill

Guide Delegate

ExciteDirect

L
e
v
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f 

W
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T

o
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n
g
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e
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Application of the Skill  ~ Will Matrix 

 
 

Direct (Skill and Will are both Low) 
 
• First build the will 

– provide clear briefings in context 
– Identify Motivations 
– Develop a vision of future performance 

 
• Then build the skill 

– Structure tasks for quick wins 
– Coach and Train 

 
• Then sustain the will 

-Provide frequent feedback 
– Praise and nurture 

 
• BUT supervise closely with tight control and clear rules/deadlines  
 

Guide (Low Skill, High Will) 
  
• Invest time early on 

– Coach and Train 
– Answer questions and explain 

 
• Create a risk free environment to allow for early mistakes/learning 
 
• Relax control as progress is shown 
 

Excite (High Skill, Low Will) 
 
 • Identify reason for low will e.g., task/management style/personal factors 
 
• Motivate 
 
• Monitor. Feedback  
 

Delegate (Skill and Will are both High) 
 
  
• Provide freedom to do the job 

– set objective not method 
– praise, don’t ignore 

 
• Encourage the client to take responsibility 

– Involve in the decision making 
– Use “You tell me what you think” 

 
• Take appropriate risks 

– Give more stretching tasks 
– Don ‘t over manage 
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Taking Account of Others’ Skill and Will 
 
 
  
The idea of the Skill ~ Will Matrix is simple, but it needs practice to apply it effectively.  The overall 
concept is that you tailor your style of coaching to the skill and will of the person you are coaching, 
bearing in mind the task they are trying to accomplish.  There are two main challenges.  First you 
have really to diagnose the client’s skill and will, without leaping to conclusions based on prejudice 
or accepting the client’s frequent pretence to be “high skill and high will” at everything.  Secondly 
you need to modify your coaching style as the client builds both skill and will. 
 
 
 
Further Reading 
 
The Tao of Coaching  
Max Landsberg 
ISBN 0 00 255784 3 
 
Situational Leadership © 
Center for Leadership Studies 
230 West Third Avenue 
Escondido 
CA 92025 
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Coaching Model 6 - The Drama Triangle 
 
 
The Drama Triangle model is a psychological and social model of human interaction in transactional 
analysis (TA) first described by Stephen Karpman, in his 1968 article Fairy Tales and Script Drama Analysis. 
It is seen as a game of unwitting innocent people. 
 
 

 

 
 

 

 

 The person who pressures, coerces or persecutes the victim, may be unskilful in gaining rapport, or 
motivating, they may be innocent of malicious intent, just blinkered in their focus on their own desired 
outcomes irrespective of other’s needs. They can avoid this game by developing the skill of engaging 
others. 

 

 The person who plays the role of the victim achieves the evasion of dealing with their situation. Not 
necessarily being as helpless as they say, but often rather becoming skilful at finding others to help, 
rather than skilful at dealing with the situation. Tactful coaching is required to avoid all out cries of 
persecution, and engage in self-ownership of problems / situations. 

 

 The person who plays the role of rescuer is not really helping. While it appears to all on the surface 
there is a motive of helping in an emergency, a hidden motive of achieving a sense of self-esteem by 
helping others is really satisfying, without recognising the negative impact. As the interaction actually 
perpetuates the victim remaining in the disassociated state of helplessness, and thus not improving the 
skills required to handle the situation now and in the future. The rescuer also gains by avoiding 
discomfort which they alone may feel at what they perceive as an awkward situation. 

 
 
 
Many coaches make rescuing statements because they have identified a possible solution – rather than 
working with the coachee to uncover the coachee’s shift in values, feelings and actions.  

 
  

http://upload.wikimedia.org/wikipedia/commons/e/e8/The_drama_triangle_large.tiff
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Coaching Model 7 -  Clean Language 
 
Avoid putting your preference into your questions i.e  What’s that feel like; How do you see it. Does that 
sound good to you? Etc 
 
Use questions like: 

 What was that like? 

 What’s [use their word back at them] like? 

 Tell me more? 

 What do you sense from that? 
 

 
 
 

 
David Grove: http://www.cleanlanguage.co.uk 
Penny Tompkins and James Lawley's Symbolic Modelling and the Clean Language, Clean Space and 
Emergent Knowledge processes of David Grove. 
  

http://www.cleanlanguage.co.uk/
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Coaching Model 8 - Logical Levels 
 
 

 
What questions the model helps us address  

Within environment an individual can either view the world through the lens of opportunities or through the 
lens of constraints. 

An opportunities based person sees what might be possible and explores that actively and 
positively.   Constraints based individuals will see what might go wrong and will express those observations 
in a more risk adverse style. 

In behaviours an individual can either operate in a manner which denotes action or can operate in a 
manner which requires someone else to act first - thus creating a reaction. 

An action based person simply does what they believe needs to be done. A reaction based person knows 
what needs to be done but usually waits until something happens before declaring their view and taking 
action. 

In capability, skills and knowledge an individual can either use their capabilities in a directed way or they 
can store up their capabilities and have a perceived sense of their new skills. 

A directed person learns something new and begins to integrate it into their way of operating almost 
immediately.  A perception based person gathers up the knowledge and uses the information as knowledge 
rather than translating it into shifts in behaviour or attitude. 

In values and beliefs an individual can either be motivated by what they believe or they can wait for 
permission (from someone else or themselves) to operate within their beliefs and values, 

A motivated person declares and demonstrates their beliefs and values in almost everything they do and 
say.  A permission based person holds back on declaring their beliefs and values until a situation develops 
where they feel as if they have been given permission to declare their feelings.  

In identity an individual can be either engaged in a mission or they can be engaged in a role. 

A mission based person articulates what they are trying to achieve or accomplish. A role based person tends 
to talk about and do what is described within their role or task. 
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In purpose an individual can either be engaged in a visionary view of what they are trying to achieve or 
they can be engaged in a more purposeful view of their desire to achieve outside of themselves. 

A vision based person would describe something dramatic and extraordinary. A purpose based person would 
describe their objective in a more factual way, eg. using the language of a project plan - describing the steps 
and the milestones along the way. 

There is no value judgment within this model. As a leader coaching others it is important to be aware of 
where we are on the model and mindful of where other people may be in order that we can use ourselves in 
such a way that we maximise our impact. 

 

Who do you know operating from these Logical Levels and frames of reference: 
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Organisational Change 

This requires people to change their behaviour.  Whether it be strategic change, IT business system led 
change, or cultural change perhaps through merger-acquisition; the business needs people to do things 
differently.  Leaders need to change their communication and their leadership style in order to inspire and 
lead change. Managers need to devise and implement new policies, processes and procedures and 
measure results in different ways. And employees have to change their work activities; use more (or less) 
initiative, stop old ways of doing and find new ways of being.  

As human beings we have brains that are programmed for maximum efficiency.  This means that we are 
efficiently wired into patterns and habits of behaviour.  Hence it takes significant effort to get people to 
change at a behavioural level.  (Think about the pattern you are ‘wired into’ for driving your car.  How difficult 
would it be to change that in a radical way??). 

Use the Logical Levels of Change as an underpinning model in our change management work.  The function 
of each level is to synthesise, organise and direct interactions on the level below it.  Put simply, if you work 
with people at a couple of levels above that of behaviour, you tap into deeper levels of motivation and 

influence.  

At the highest level, by getting people to create a vision for 
change, perhaps expressed as a metaphor or symbol (picture) 
it will give them a sense of the wider system in which they are 
working.  It will help them see the interconnectedness and gain 
a sense of purpose which can help them to connect to their role 
in the larger system. 

The next level down, identity, is highly influential.  In getting 
employees to connect to their identity, which may be very 
different in the new order of things, can help to build a strong 
sense of self and shape their beliefs and values. 

Beliefs and values are the unconscious, deep level influences 
on our behaviour.  Beliefs and values determine why we think 
what we think.  Influencing how people think will determine 
what they will do (i.e. their behaviour) in a particular situation. 
Our beliefs and values are therefore shaped by our sense of 
purpose. 

In any programme of change, consideration should be given to 
the level of capabilities (skills).  Training has its place, but only 
after everything else has been considered. Our capabilities, 
mental and intellectual, are shaped by our beliefs and 
values.  In addition, when it comes to learning people have 
different motivational traits, ways of absorbing information and 
learning styles; so this variety should be taken into account in 
both communications and training programmes. 

Finally a word of warning: whilst the environment level is the 
lowest level it acts rather like Herzberg’s ‘hygiene factors’.  It 
won’t necessarily motivate people to change but it can be a 
dominating factor and a hell of a block.  If you have a large 
team of remote workers who don’t have access to the right 
channels of communication or a noisy, unpleasant office 
environment, change will be far less likely. 
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HANDY'S MODEL OF ORGANISATIONAL CULTURE 
 

Charles Handy suggests that all organisational cultures are comprised of four different sub-cultures. It is the precise 

mix/influence of these sub-cultures that produce the organisation's unique culture. The sub-cultures are:  

Club (or power) 

A spider's web portrays this culture. 

The spider is all-powerful and if they 

move, the web shakes and everyone 

jumps. In club cultures power resides 

with one person or a small elite. 

Role (or bureaucratic) 

A Greek temple describes this culture. 

Each pillar of the temple represents a 

key function/department. The 

organisation's structure is hierarchical 

and staff are expected to work to their 

job description and follow laid-down 

rules and procedures. 

Task (or team) 

A net represents this culture. 

Teamwork is extensively used to 

resolve problems. On completion of 

the task the team is disbanded. 

Existential (or individual) 

Stars in the firmament portray this 

culture. It's based on individuals 

whose allegiance to the organisation is 

overridden by their own individual 

needs. Barristers' chambers typify this 

type of culture. 

Although elements of all four cultures will be present in every organisation's culture it is likely that one will dominate 

the others. 

HOW TO USE IT 

 Use Handy's organisational culture questionnaire when you want to get a quick overview of your culture and 

how you feel about it. 

 Use Handy's questionnaire from the Gods of Management (available online) to identify your organisation's 

culture and any mismatch between it and the type of culture you would like to work in. 

 If you are happy to work in the culture then identify a successful manager within your organisation. Analyse 

how they behave, and model your behaviours on what they do. 

 In a club culture your authority, power and credibility will depend upon your relationship with the central 

power source, be that an individual or group. To succeed you have to become a member of the 'in-group' and 

do things in a way it approves of. 

 In a role culture the expert who understands the organisation's rules and procedures has tremendous power 

and influence. Therefore, no matter how boring it is, study the organisation's rules, regulations and 

procedures and know how to use them to your benefit. 

 Task cultures offer young managers the opportunity to shine. 

 Volunteer to chair any team that reports to the senior management. If you're a senior manager use the 

establishment of teams as a way of developing and rewarding your own staff. 

 In every organisation there are a few people who believe that the organisation exists for their benefit. 

Having one or two of these eccentrics around can be useful as they often think outside the box. However, as 

manager you need to harness their abilities while controlling their excesses. 

QUESTIONS TO ASK 

1. What is the organisation's dominant culture?  

2. What are the implications of the organisation's culture for my management style? 
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 MASLOW'S HIERARCHY OF NEEDS THEORY 
 

Abraham Maslow's pyramid represents a hierarchy of needs that must be satisfied in a sequential order from bottom 

to top. He suggests that failing to satisfy a need at any level will prevent progression to the next level. 

 

Physiological Biological basic survival needs (food, warmth, rest) 
 

Safety Freedom from fear (certainty, stability, organisational) 

 

Belonging Affiliation - Sense of belonging (affection and love – or just part of a team) 

 

Esteem Self-belief and satisfaction (reputation, respect, pride, freedom, privacy) 

 

Self-fulfilment Self-actualisation - Reaching full potential 

 

 

 

The needs can be divided into two categories. Basic needs include biological and safety. Growth needs include 

affiliation, esteem and self-fulfilment. Maslow argues that people die if their basic needs aren't satisfied and feel 

inferior and dissatisfied if their affiliation and esteem needs go unfulfilled and if they cannot achieve self-

actualisation. 

 

Managers have a responsibility to ensure that an employee's basic needs are met and to create a climate in 

which employees can develop. 

 

HOW TO USE IT 

 Ensure that your team's basic needs are met. These include food, water, warmth, rest and shelter. These 

equate to a safe working environment free from physical and psychological harm. Heating, lighting and 

ventilation must meet required standards and you should regularly compare pay and conditions with what 

your competitors are offering. 

 Once basic needs are met start to work on satisfying some of the higher level needs. Encourage social 

interaction and team spirit. Some organisations have dress-down Fridays or social events/competitions as a 

means of encouraging less formality and greater interaction. 

 Build on this by developing opportunities for teamwork. 

 Design challenging jobs. Give positive feedback and praise regularly. Delegate responsibility and offer 

developmental training opportunities. Ensure esteem by focussing on people being valued. 

 Achieving self-fulfilment at work by creating conditions that are challenges for all staff, encouraging creativity 

and removing any obstacles that might block a person's progress. 
 

QUESTIONS TO ASK 
1. What are my lifetime ambitions? 
2. What would count as self-actualisation for me? 

Self-
Fulfilment 

Esteem

Belonging

Safety

Physiological
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THE JOHARI WINDOW 

Using Self-Discovery and Communication to Build Trust, Joseph Luft and Harry Ingham developed the Johari 
Window in 1955. The tool is a useful visual representation of a person's character, and is represented with 
a four-quadrant grid. 

The goal of the Johari Window is to demonstrate the importance of open communication, and to explain its 
effect on group trust. The model also teaches you the importance of self-disclosure, and shows how group 
feedback can help you grow, both personally and professionally. 

Your Open Area is expanded vertically with self-disclosure, and horizontally with feedback from others on 
your team. By encouraging healthy self-disclosure and sensitive feedback, you can build a stronger and 
more effective team. 

If so, then the chances are that you work extremely effectively together. You know your co-workers very well, 
and there is a solid foundation of trust between you. As a result of this positive working environment, you 
probably accomplish a great deal with this group. 

Explaining the Johari Window 
The Johari Window is shown as a four-quadrant grid, which you can see in the diagram below. 

 

The four quadrants are: 
 
1. Open Area (Quadrant 1) 
This quadrant represents the things that you know about yourself, and the things that others know about you. 

This includes your behavior, knowledge, skills, attitudes, and 'public' history. 
 
2. Blind Area (Quadrant 2) 
This quadrant represents things about you that you aren't aware of, but that are known by others. This can 

include simple information that you do not know, or it can involve deep issues (for example, feelings of 
inadequacy, incompetence, unworthiness, or rejection), which are often difficult for individuals to face 
directly, and yet can be seen by others. 

 
3. Hidden Area (Quadrant 3) 
This quadrant represents things that you know about yourself, but that others don't know. 
 
4. Unknown Area (Quadrant 4) 
This last quadrant represents things that are unknown by you, and are unknown by others. 
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 THE JOHARI WINDOW 

The End Goal 

The ultimate goal of the Johari Window is to enlarge the Open Area, without disclosing information that is too 
personal. The Open Area is the most important quadrant, as, generally, the more your people know about 
each other, the more productive, cooperative, and effective they'll be when working together. 

The process of enlarging the Open Area quadrant is called 'self-disclosure,' and it's a give-and-take process 
that takes place between yourself and the people that you're interacting with. 

As you share information, your Open Area expands vertically and your Hidden Area gets smaller. As people 
on your team provide feedback to you about what they know or see about you, your Open Area expands 
horizontally, and your Blind Area gets smaller. 

Done well, the process of give and take, sharing, and open communication builds trust within the group. 

At first glance, the Johari Window may look like a complex tool, but it's actually very easy to understand with 
just a little effort. As such, it provides a visual reference that people can use to look at their own character, 
and it illustrates the importance of sharing, being open, and accepting feedback from others. 

People who have a large Open Area are usually very easy to talk to, they communicate honestly and openly 
with others, and they get along well with a group. People who have a very small Open Area are difficult to 
talk to, they seem closed off and uncommunicative, and they often don't work well with others, because 
they're not trusted. 

Other people might have a large Blind Area, with many issues that they haven't identified or dealt with yet. 
However, others can see these issues clearly. These people might have low self-esteem, or they may even 
have anger issues when working with others. 

Using the Tool 

The process of enlarging your Open Area involves self-disclosure. Put simply, the more you (sensibly) open 
up and disclose your thoughts, feelings, dreams, and goals, the more you're going to build trust with your 
team. 

Try to avoid 'over-sharing' in your self-disclosure. Disclosing small, harmless items builds trust, however, 
avoid disclosing personal information which could damage people's respect for you. 

Another important aspect of enlarging your Open Area is accepting feedback from others on your team. This 
feedback helps you learn things about yourself that others can see, but that you can't. This is important for 
personal growth. 

Be careful in the way you give feedback . Some cultures have a very open and accepting approach to 
feedback, but others don't. 

You can cause incredible offense if you offer personal feedback to someone who's not used to it, so be 
sensitive, and start gradually. 

If someone is interested in learning more about you, they can reciprocate by disclosing information in their 
hidden quadrant. 

For example, imagine that you tell someone on your team that you're interested in going to business school 
to get your MBA. She responds by telling you that she enrolled just a few months ago, and then she tells you 
all about the MBA program that she's involved with. You reciprocate by opening up about your career goals, 
and you discuss how an MBA will help you achieve them. 
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 THE JOHARI WINDOW 

As a person's level of confidence and self-esteem rises, it becomes easier to invite others to comment on 
their blind spots. Obviously, active and empathic 
listening skills are useful in this exercise. 

The Johari Window in a Team Context 

Keep in mind that established team members will have larger open areas than new team members. New 
team members start with smaller open areas, because they haven't yet had the opportunity to share much 
information about themselves. 

Feedback 

The importance of feedback in this process can't be overstated. It's only by receiving feedback from others 
that your Blind Area will be reduced, and your Open Area will be expanded. 

Group members should strive to help other team members to expand their Open Area by offering 
constructive feedback. The size of the Open Area can also be expanded vertically downwards into the 
Hidden Area, as people disclose information and feelings to the group. 

Also, group members can help a person expand their Open Area into the Hidden Area by asking personal 
questions. Managers and team leaders play a key role here, by teaching team members how to give 
constructive feedback to individuals about their own Blind Areas. 
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McCLELLAND 3N MOTIVATIONAL THEORY 
 

American David Clarence McClelland (1917-98) achieved his doctorate in psychology at Yale in 1941 and 

became professor at Wesleyan University. He then taught and lectured, including a spell at Harvard from 

1956, where with colleagues for twenty years he studied particularly motivation and the achievement need. 

He began his McBer consultancy in 1963, helping industry assess and train staff, and later taught at Boston 

University, from 1987 until his death. McClelland is chiefly known for his work on achievement motivation, but 

his research interests extended to personality and consciousness. David McClelland pioneered workplace 

motivational thinking, developing achievement-based motivational theory and models, and promoted 

improvements in employee assessment methods, advocating competency-based assessments and tests, 

arguing them to be better than traditional IQ and personality-based tests. His ideas have since been widely 

adopted in many organisations, and relate closely to the theory of Frederick Herzberg. 

 

David McClelland is most noted for describing three types of motivational need, which he identified in his 

1961 book, The Achieving Society: 

 

 achievement motivation (n-ach) 

 authority/power motivation (n-pow) 

 affiliation motivation (n-affil) 

    

      
 

 

http://www.businessballs.com/herzberg.htm
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MECLLELAND 3N MOTIVATIONAL THEORY 

 
These needs are found to varying degrees in all workers and managers, and this mix of motivational needs 

characterises a person's or manager's style and behaviour, both in terms of being motivated, and in the 

management and motivation others. 

 

The need for achievement (n-ach) 

The n-ach person is 'achievement motivated' and therefore seeks achievement, attainment of 

realistic but challenging goals, and advancement in the job. There is a strong need for feedback as 

to achievement and progress, and a need for a sense of accomplishment. 

 

The need for authority and power (n-pow) 

The n-pow person is 'authority motivated'. This driver produces a need to be influential, effective and 

to make an impact. There is a strong need to lead and for their ideas to prevail. There is also 

motivation and need towards increasing personal status and prestige. 

 

The need for affiliation (n-affil) 

The n-affil person is 'affiliation motivated', and has a need for friendly relationships and is motivated 

towards interaction with other people. The affiliation driver produces motivation and need to be liked 

and held in popular regard. These people are team players. 

 
McClelland said that most people possess and exhibit a combination of these characteristics. Some people 

exhibit a strong bias to a particular motivational need, and this motivational or needs 'mix' consequently 

affects their behaviour and working/managing style. Mcclelland suggested that a strong n-affil 'affiliation-

motivation' undermines a manager's objectivity, because of their need to be liked, and that this affects a 

manager's decision-making capability. A strong n-pow 'authority-motivation' will produce a determined work 

ethic and commitment to the organisation, and while n-pow people are attracted to the leadership role, they 

may not possess the required flexibility and people-centred skills. McClelland argues that n-ach people with 

strong 'achievement motivation' make the best leaders, although there can be a tendency to demand too 

much of their staff in the belief that they are all similarly and highly achievement-focused and results driven, 

which of course most people are not. 

 

    

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

  



 

 

 

Diploma In Coaching & Mentoring  
 

MECLLELAND 3N MOTIVATIONAL THEORY 

 
McClelland's particular fascination was for achievement motivation, and this laboratory experiment illustrates 

one aspect of his theory about the affect of achievement on people's motivation. McClelland asserted via this 

experiment that while most people do not possess a strong achievement-based motivation, those who do, 

display a consistent behaviour in setting goals: 

 

Volunteers were asked to throw rings over pegs rather like the fairground game; no distance was stipulated, 

and most people seemed to throw from arbitrary, random distances, sometimes close, sometimes farther 

away. However a small group of volunteers, whom McClelland suggested were strongly achievement-

motivated, took some care to measure and test distances to produce an ideal challenge - not too easy, and 

not impossible. Interestingly a parallel exists in biology, known as the 'overload principle', which is commonly 

applied to fitness and exercising, ie., in order to develop fitness and/or strength the exercise must be 

sufficiently demanding to increase existing levels, but not so demanding as to cause damage or strain. 

McClelland identified the same need for a 'balanced challenge' in the approach of achievement-motivated 

people. 

 

McClelland contrasted achievement-motivated people with gamblers, and dispelled a common pre-

conception that n-ach 'achievement-motivated' people are big risk takers. On the contrary - typically, 

achievement-motivated individuals set goals which they can influence with their effort and ability, and as 

such the goal is considered to be achievable. This determined results-driven approach is almost invariably 

present in the character make-up of all successful business people and entrepreneurs. 

 

McClelland suggested other characteristics and attitudes of achievement-motivated people: 

 

 achievement is more important than material or financial reward. 

 achieving the aim or task gives greater personal satisfaction than receiving praise or recognition. 

 financial reward is regarded as a measurement of success, not an end in itself. 

 security is not prime motivator, nor is status. 

 feedback is essential, because it enables measurement of success, not for reasons of praise or 

recognition (the implication here is that feedback must be reliable, quantifiable and factual). 

 achievement-motivated people constantly seek improvements and ways of doing things better. 

 achievement-motivated people will logically favour jobs and responsibilities that naturally satisfy their 

needs, ie offer flexibility and opportunity to set and achieve goals, eg., sales and business 

management, and entrepreneurial roles. 

 

McClelland firmly believed that achievement-motivated people are generally the ones who make things 

happen and get results, and that this extends to getting results through the organisation of other people and 

resources, although as stated earlier, they often demand too much of their staff because they prioritise 

achieving the goal above the many varied interests and needs of their people. 
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HERSEY AND BLANCHARD'S SITUATIONAL LEADERSHIP THEORY 

Ken Blanchard's and Paul Hersey's situational leadership theory is widely used and popular with managers 

because it provides clear advice on how to lead staff.  Dr. Hersey’s original Situational Leadership® Model is 

based on the relationship between leaders and followers and serves as a framework to analyse each situation 

based on: 

 

 The amount of guidance and direction (task behavior) a leader gives 

 The amount of socio-emotional support (relationship behaviour) a leader provides 

 The readiness level that followers exhibit in performing a specific task, function, or objective 

It is important to note that followers do not progress through the model from directing to delegating in a linear 

fashion. As each new task is delegated the role of the leader is to identify what type of support, if any, the 

member of staff requires to successfully complete the new task. 
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HERSEY AND BLANCHARD'S SITUATIONAL LEADERSHIP THEORY 

 

Situational Leaders learn to demonstrate four core, common and critical leadership competencies: 

 

 Diagnose: “Understand the situation they are trying to influence” 

 Adapt: “Adjust their behavior in response to the contingences of the situation” 

 Communicate: “Interact with others in a manner they can understand and accept” 

 Advance: “Manage the movement” 

 

The Situational Leadership® Model provides leaders with an understanding of the relationship between an 

effective style of leadership and the level of readiness followers exhibit for a specific task. 

 
 
HOW TO USE IT 

 To use situational theory effectively you need to know and understand the people who work for you. Start 
collecting that information now!  

 Identify the task that you want completed.  

 Use your knowledge of the staff, their experience, existing workload and priorities to select a person to do the 
job. Let's call that person Charlie. s Make an initial judgement as to which of the four approaches you will 

 use with Charlie.  

 Discuss with Charlie what needs to be done. Encourage them to ask questions and identify what information 

or support is needed from you to do the job.  

 Use open and closed questions to assess how well Charlie understands the task and how confident they feel 

about completing the job. 

 Based on the answers decide if your initial judgement about Charlie's suitability for the task was correct. If in 

doubt err on the side of caution and select an approach which allows for additional support to be provided if 

required.  

 Delegate the task and provide a deadline for completion. Monitor progress. If required, schedule regular 

meetings to discuss progress. Where a delegating approach has been used such meetings may only 

 last a couple of minutes. But where a directing approach has been used they may last much longer.  

 Regardless of which approach is used make it clear to Charlie that if any problems arises you are 

available to help.  

 On successful completion thank Charlie for the work and use the two most motivational words available to any 

leader: 'Well done'). 

 This approach can also be used when dealing with an entire team. 

QUESTIONS TO ASK 

1. How good am I at delegating? Do I only delegate to one or two trusted people?  

2. Have I the courage/confidence to trust my staff? 

 



 

 

 

Diploma In Coaching & Mentoring  
 

GOLEMAN'S THEORY OF 

EMOTIONAL INTELLIGENCE 

Daniel Goleman's work in the 1990s on emotional intelligence (El) popularised the idea that it is not sufficient 

for managers to have a high IQ and be technically skilled. If they wanted to win the hearts and minds of staff 

they also needed to be emotionally intelligent. Goleman identified five characteristics that managers needed 

to develop if they were to be successful by increasing self-awareness and understanding of others. These are: 

Self-awareness 

 

Motivation     Empathy 

 

 

 

 
   Social Skills    Self-Regulation 

 

 Self-awareness: Managers must recognise their own emotional states and the impact their 
emotions can have on others. 

 Empathy: Managers need to identify with and understand other people's feelings when making 
decisions. 

 Self-regulation: Managers must control their emotions and impulses and be able to adapt to 
changing circumstances. 

 Social skills: Managers need to manage relationships, influence people and encourage them to 

move in the direction that they have identified. 

 Motivation: Managers must develop their own source of intrinsic motivation. They can't rely on external 

rewards to motivate them. Achievement of their goals will provide the ultimate satisfaction. 

Goleman believes that possessing self-awareness and an understanding of others can make an individual both 

a better person and a better manager. 

HOW TO USE IT 

 Keep a reflective diary. This doesn't have to be of Pepysesque proportions. Just jot down any key incidents 

that took place during the day: what you did, why you did it, what impact it had on you and on others. You 

can then review it and consider how you could have done things differently/better. 

 Try to look at situations from other people's perspectives. This doesn't mean you must follow their line or 

even agree with what they have to say. However, by trying to be empathetic and recognising that people are 

entitled to their views and beliefs you will lay the foundations for effective dialogue. 

 Take time to listen attentively to the other person's viewpoint and control the urge to jump in and make 

rushed or emotional decisions; and never start a sentence with 'If I were you ...' - 'cos you ain't. 

 There will be times when you feel you can't compromise. This may be down to your own principles and beliefs. 

Recognise that other people may also have deep convictions about an issue. Don't allow yourself to become 

frustrated or angry if they also refuse to compromise. Stay calm and re-examine your values in the light of what 

they have to say and seek to find a solution that is acceptable to both of you. 

QUESTIONS TO ASK 
1. Do I believe that having a high El is important in the workplace? 
2. If I think it is important, how much do I really know about it/use it? 

  

EMOTIONAL 

INTELLIGENCE 
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FRENCH AND RAVEN'S: 

SOURCES OF POWER THEORY 

There are numerous models of power. One of the most compelling was outlined by French and Raven in 1959. 

They identified five sources of power that a person, real or corporate, can call upon to encourage or compel 

compliance. 

                                                    Legitimate 

 

Charismatic       Reward 

 

 

 

 
   Expert           Coercive 

 

 Legitimate: Where the person's position carries with it a reasonable expectation that staff will follow 

their directions. 

 Reward: The capacity to grant or withhold financial and non-financial rewards to people. 

 Coercive: The capacity to impose sanctions or punishments on another person or group. 

 Expert: Where an individual's expertise in a particular area means that others are willing to follow 

their advice/instructions. This power only exists for as long as that person's expertise is required. 

 Charismatic: The ability to command compliance by example or force of personality. 

 

 

Of the five power sources French and Raven suggest that charismatic power is the most significant as its 

holder can influence people over time and distance. It is the Holy Grail of leadership. Many examples exist such as 

why millions of black Americans, who had never met Martin Luther King Jr, were willing to march and risk injury and 

even death to follow his example of peaceful protest. 

  

SOURCES 

OF POWER 
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 FRENCH AND RAVEN'S: SOURCES OF POWER THEORY 

HOW TO USE IT 

 As a manager you hold a position of authority. Identify the limits of that authority. Act with confidence when 

you exercise authority and expect staff to comply with your legitimate requests. Expect compliance and 

enforce it. 

 Identify the range of rewards you can offer staff and remember they need not be financial. Public recognition 

or a new desk may mean more to a person than promotion or a pay rise. Always deliver on any promises 

you make. 

 Identify the limits of your coercive power. Never use coercive power to bully people but it is perfectly 

legitimate to pick up on poor performance and apply a suitable sanction. Staff are often unaware that they are 

under-performing. An unofficial chat can often negate the need for more formal action. 

 Identify what, if any, expert power you have. If you have a professional qualification you have a degree of 

expert power. Gain specialist knowledge in one or more hot areas of your discipline and use it in your 

organisation. 

 Alas, few of us can match the charisma of your average Hollywood superstar. But charisma is in the eye of 

the beholder. So think about how you appear to your staff. Act with confidence and integrity and provide 

them with a vision they can buy into and they will think you have charisma, just not as much as a superstar! 

 Accumulate as many sources of power as possible because when two or more sources are combined 

synergy occurs. A case of 2 + 2 = 5. 

 

QUESTIONS TO ASK 

1. What sources of power do you have access to?  

Who in your organisation exercises power? 
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Coaching Diary Template 
 

Name of Coach:        
Date and time of Coaching :      
 
Planning 
Your personal goals for developing and improving your performance during this session 
 
 
 
 
 

 
Your Personal Preparation as a Coach  

Note any personal preparation prior to session – communication, materials, resources 
 
 
 
 

 

 
Objectives for the Session Goals 

Goals for today’s session 
 
 
 
 
 
 
 

 

 
Brief summary of session and outcomes (what happened, models used…) 
 
 
 
 
 
 

 

 

Review individual’s progress against programme and session goals 
 
 
 

Feedback from the person being coached (or observers) about your performance in that session 
– verbal and/or written 
 
 
 
 

 

Feedback, Reflection and CPD Planning 

Your reflections on your performance in that session – assessment of your strengths and 
weaknesses 
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Reflections on the impact/effectiveness of feedback from observer or supervisor 
 
 
 
 
 
 
 

Summarise your learning and how this will be built into your personal development goals and 
future practice 
 
 
 
 

 
 


