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You may have offered or been asked to coach someone else, of you may have decided to
work with another person as your coach. In either case coaching is a powerful
development experience for both the coach and the coachee and this toolkit has been

written with you both in mind.

The toolkit is intendad to be used flexibly

Overleaf you will find an overview of the content and suggestions on selecting the

materials most relevant for you.



Overview Page | Section
Not sure what coaching is, or the expected What
: D atis
Impact” Coaching?
o The business case for coaching 4
o  Coaching defined 5
o The expecied impact from coaching 6
o The range of coaching styles ’
o Coaching at different levels 8
o  Coaching and the annual performance review, objective o
sefting, development discussions, mentoring, counselling
and therapy
Recommended for everyone new to coaching, or as a refresher
of the key principles
Want to know how to give structure to your "
i ions? e
coaching sessions” coaching
: process
o  Overview of the coaching process 11
»  Choosing a coach 12
» Initial conversation with the coachee (and his/her 13
manager if different)
°  Agree an explicit contract with your coachee 15
»  Preparing for the first coaching session 16
«  Preparing for the first coaching session - sharing 17
relevant information
+  Structuring the first and subsequent coaching sessions 19
« The GROW model 20
e The GROW model applied to the 3 levels of coaching 21
e Subsequent sessions and reconnecting with the 22
manager
o Some common coaching challenges / how to deal with them 23
Recommended for everyone new to coaching, and as a best
practice check for more experienced coaches
Useful preparation for a coaching session
Want to understand the qualities and skills of g Conch
. o ok A Ahaa? ~oaching
Righ performing coach and coachee” qualities.
skills &
o Qualities and skills of a high performing coach 26 tools
o Qualities of a high performing coachee o7

Recommended for everyone new to coaching and as a reminder
of kev competencies and aftitudes for mnre aynerienran




Overview
Want to develop your skKilisas a ¢o

}

ch?

X

o Frameworks o help you enhance your skills as a ceach

U

N
u2

4y

Section

Coaching
qualities. skills
& tools

experiences and learning points?

e Key skills as a coach: questioning and listening 28
actively
«  Key skills as a coach: deciding what to do 29
o  Key skilis of a coach” using a range of behavioural 30
styles
«  The Heron Interventions Mode! 20
s Some examples of Heron applied to coaching 37
situations
o Tools to help you understand the coachee's behaviour
and the appropriate response:
«  Transformational Coaching 42
s The concept of “shift” 43
» Understanding the coachee’s behaviour - The 44
coachee's state of awareness
» Understanding the coachee’s behaviour - Reaction 45
to change
» Understanding the coachee’s behaviour - Negative 47
belief cycles
Recommended for more experienced coaches to enhance
your impact as a coach ‘
Want to understand your coaching strengths Conchi
and development needs? e
questionnaire
o Questionnaire to seli-assess your coaching skills 49
“Locking for a reading list and other 50
development possibilities? More sources
of help
Want to keep a log of your coaching
‘ 61 Notes Page




What is Coaching?

This section describes what coaching is and the expected impact.

Itis recommended for all those new 1o coaching and as a refresher of the
key principles.

Within it you will find useful preparation tips for your next coaching session.
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Tha Business Case for Coaching
A Leader who is a Coach can make a real difference in both dimensions by

Working real time on real issues which will have an immediate impact for the
coachee and for the business

«  Enhancing coachee motivation and commitment by demonstrating that he / she
is valued

= Promoting self reflection, analysis of options and action
= Encourage motivation
¢ Encourage the coachee to give his [ her best

«  Fostering team effectiveness

Helping the coachee o clarify his / her direction and goals

« Raising awarensess of his / her pdtential and actions to

achieve it

« Identifying biocks to potential and how o overcome



- Coaching defined

There are many definitions of coaching - here are the key elements:

. a leadership and management activity

a personalised learning experience

...a relationship of trust and partnership

~..a dialogue which promotes self-discovery

~..guiding the coachee o discover the best way of doing
something

...helping the coachee to help him/herself

..enabling the coachee's learning rather than teaching him/her
...assisting the coachee to confront the opportunities/challenges he/she faces

...raising the coachee's awareness of the situation around him/her and how he/she
affects the situation

...aims to increase the coachee's responsibility for performance and performance
improvement

~..unlocking the coachee's potential
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The expected impact from coaching

#

The coach's objective is to help the coachee bring about a shiftin his / her thinking,
feeling and motivation Jeading fo specific behaviour change. The impact of coaching

may be some or all of the following:

Raised awareness
Assumptions tested and challenged
‘Reconciliation of dilemmas

Change in attitude
Increased motivation
Clear action plan
Change in behaviour

Change in strategy
Adding new knowledge or skills

For example:

The qualities and skills used by high performing coaches 1o achieve this shiit are
described more fully in the section 'coaching qualities, skills and tools".



The range of coaching styles

The style and behaviour which a coach adopts should be tailored according to the
competence, experience and emotional resilience of the coachee person being

coached. Coaching styles cover a wide spectrum ranging from directive to non
directive.

B {istento understa‘nd
= Reflecting

Paraphrasing

" Summarising
Asking questions that raise awareness
=  Making Suggestions
®  (Giving feedback
Offering guidance
®*  @Giving advice

= Instructing
- " Telling

An experienced coach uses styles flexibly, selecting whichever style is appropriate "in the
moment" to achieve impact for the coachee at that point in the conversation. More
detailed notes on behavioural styles are included on page 30.



Coaching at different levels

Coaching can take place at a number of difierent levels and over different timeframes:

Tactical Coaching

The coachee presents a current issue/dilemma.
The situation could be a ‘'one-off.
The solution could be straightforward.

Tactical

Strategic Coaching

Over time a theme emerges 1o the kind of help
the coachee needs.

The impact of making improvements wouid be significant.
The coachee may need to make several personal
changes.

Strategic

Fransformational Coaching

Resistance to change is more fundamental because

a 'personal block' is triggered.

A block is a strong pattern of behaviour, with a predlctabie
outcome over which the individual feels he / she has

no control.

Requires a change of mindset and feelings by
the coachee.

Transformational



Coaching and the annual performance
review, objective setting, development
discussions, mentoring, counselling and

therapy

Coaching is complementary to and may be integrated into a performance review,
objective setting or development discussion

Mentoring and counselling or therapy fulfil different roles and objectives.

- The annual
: performance review

I actions discussed.

Coaching is an effective way {o raise the individual's awareness
of the impact of his / her behaviour, learning, strengths and
development needs over the review period.

It is also iikely to encourage ownership of any development

The annual ObjeCﬁVEE
| setting process

(Goaching is a means of helping the individual clarify his / her
direction and goals.

: Development
. discussions

Coaching can assist the individual to understand his / her

potential, those things which are or may limit it, and strategies to
overcome them., ‘

5 Mentoring

Although the line between coaching and mentoring is not clear, it ;
helps to see the role of the coach as relating to every day work :
issues, and the role of the mentor as relating to bigger picture
career and life issues.

Typically a coach works directly with the coachee in the
same team or in relation to the same role.

A mentor is normally more removed from the day o day work
of the coachee and as a result brings objectivity and
experience.

Counselling /
i Therapy

Good coaches know when to stop because they don't have the
skills needed to support the coachee. You are not a counselior or

| therapist and you are not expected to be able to handle

extreme or distressing situations. If you ever find yourself in

this situation you should stop and help the coachee find out

who can help.



The Coaching Process

This section sets out a best praciice coaching process.

It is recomnmended for everyone new 1o coaching, and as a besi practice
check for more experienced coaches preparing for coaching sessions.



The Coaching Process

Note: Feedback to the Coachee's Manager should only take place if this is
agreed explicitly as part of the contract with the coachee.



Choosing a coach

You may already have been chosen as a coach, or you may be deciding who io
select as your coach. Here are some of the factors which should influence the
selection process and your relationship:

e Coaching is a partnership with trust at the core of the
relationship

e There should be a rapport and chemistry which works for
you both

e Ideally the coachee has the opportunity to select the coach and the coach
volunteers for the role

e ltisimportant to clarify your expectations as coach or as coachee. The term coach
is used very broadly and expectations can range from someone who is more
technically expert than me to a personal confidant. In this toolkit the term coach is
used to describe someone who helps the coachee raise their performance and
fUHfil their potential across all dimensions of their role and future potential. This
goes beyond technical aspects. See page 14 on agreeing an explicit contract for
issues to cover when agreeing expectations.

e One coach though does not necessarily have to fulfil all the needs of a
coachee. If you cannot support the coachee yourself, make it your
responsibility to help the coachee identify other sources of help



Initial conversation with the
coachee (and his / her manager
if different)

The purpose of this conversation is o create transparency and clarity regarding
expectations and to create a context for the first coaching discussion. In particular you are
seeking to:

Understand what is driving the desire for coaching, eq:

® The personal impact of changing market
conditions

@ A difficult staff or team situation

e Follow up to a performance review or 360°
feedback

® A change of role

® A desire for promotion

e Before an overseas secondment

Clarify the opportunities, performance issues or development goals to be
explored and the priority attaching to each.

For example starting with the coachee's role, which aspects are development priorities?

See diagram overleaf.



SELF
Vision

Brand
Motivation

These would be explored at a high level in the meeting with the coachee and his /
her manager and in more depth with the coachee in the first coaching session.

Agree expectations of the coaching relationship and roles, in particular:

e The coachee owns the coaching relationship

e The rules of confidentiality between the coach and the
manager

° Who will drive meetings & meeting logistics

e Budgets for time or expenses (if appropriate)
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This may be donz in the initial meeting with the manager and coaches or separaisly.

A good coach does not create dependency and one of the reasons for contracling
formally with the coaches is o ensure that the ownership and responsibility for salf
development clearly rests with the coaches

A good practice is to ask the coachee to document the contract which you have
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motivates the individual, and his / her bahaviour.

This diagram shows some additional dimensions it may be fruitful to explore, and opposiia
a fist of suggested information sources may give you additional insight beiore the
coaching session
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havefwish
to have?

Vision
Brand
Motivation

How does this

dimension
chalienge him/her
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Preparing for the first coaching

session- sharing relevant

information

To make the first coaching session as productive as possible it is beneficial to share
relevant data and for both the coach and the coachee to do some reflection on the issues
for discussion. This table shows possible sources of information, the topic it may help you
to explore, and the questions it may provoke.

. Competency framework

Nhat does s/he expect from others?

Performance reviews MOTIVATION What scenarios/roles most motivate the
Client feedback coachee? And why?
360° feedback What aspects of the job enthuse the ,
Self assessment coachee?
Psychometric tools eg How self motivated is the coachee? f
emotional intelligence :
questionnaire
Business Plan PERSONAL What is her/his personal vision for each |
" Personal objectives VISION dimension of the role?
What legacy does s/he want to leave
behind?
Is the vision aligned with what the
organization expects/needs?
~ Self assessment - IMPACT What impact does s/he have/wish to |
| 360° feedback have? %
. Client feedback : Does the coachee have a lasting impact
| on others and situations?
How significant is their contribution?
Is the impact desirable?
Where does the coachee need
to increase impact?
o ! What does s/he expect of her/himself?
: Role description : EXPECTATIONS

Extent of clarity?
Avoidance of some areas? i

: What does s/he believe the

organization expects?
Alignment with what the organization
exnecta R for nnt?)



Preparing for the first coaching
session sharing relevant information

T

Performance reviews | KNOWLEDGE How knowledgeable, skilful and

. Client feedback SKILLS AND ~ experienced is / does he / she feel?

360° feedback ATTITUDE - Consistency or not in how others view
Self assessment . the coachee?
t Similar or different self perception? |

* Quality v quantity? :
. Strengths, gaps, weaknesses? i
- Significance of feedback, ie degree of
- seriousness? ‘

New responsibilities - is this in or out of
the coachee's experience?

. Performance reviews EMOTIONAL ' How does this area challenge her/him? !
~ Client feedback RESILIENCE " How emotionally resilient is s/he? i
- 360° feedback Comfort / discomfort when faced with ‘!
- Self assessment - challenging situations? :
~ Psychometric tools e.g. | Ability to bounce back quickly from a
. Emotional intelligence -~ difficult scenario? ’
. questionnaire . Degree of self esteem?

. Confidence or competence issues?

i
:
'
f
i
!

Discussions with - BEHAVIOUR How wide is the coachee's repertoire?

| Reporting Manager, WHAT YOU DO, | Style flexibility?

i Peers, staff . HOW YOU ACT | What are the preferred styles?

360° feedback - t intention and perceived impact on others
. | - do they match?

¢ Observalion |

!

i o .

: : Coachee's view in relation 1o others
i Self assessment | are they similar or different?

{

! Client feedback




Structuring the first and
subsequent coaching session

An effective coaching session moves through the following phases.

Build Rapport

It is important to take time to build rapport and trust in each coaching session, but
especially so in the first meeting. Allow sufficient time to share: _

®  your personal backgrounds
your work experiences
the-coachee's business context
®  what you both enjoy beyond work " what matters

to you both in life * why you have voiunteered to
be coach

® how the coachee feels about the coaching opportunity

Explore using GROW
The GROW model is described overleaf.

Plan for futurs sessions
At the end of the meeting discuss and agree the milestones and contact points
between sessions and the provisional content and depth of the next session.



The GROW model

The GROW model is a helpful way to structure
enables identification and engagement with prob

in a manner which leads to commitment to specific change.

The 4 phases of GROW and useful questions in each phase are se

GOAL  EBEALITY
f'?\ s Whal is it you woulid fike 10 wWhat is happening at the
AL discuss? maoment?

What outcoma weuld you like from the
session?

What woutd need to happen for you to waik
away feeling this ime spent was valuabla?

Is that reafistic?
Can we do that in the time we have availabie?

Which abjective is most important {or you now?

524

WiLL &0

What are your next steps?

T

When’?

How will you know you have succeeded?
What might gal in the way?

What support do you need?

How will you get 11?

How do you know this is accurate?
When doss this happen?

What effect does this have?

What / who elss is refevant?

wWhat is their parception of the situation?

What have you tried so far?

e

5
4

OFTIONS
What could you do to change the situation?

What alternatives are there to that approach?

What have you seen others do in similar
sircumnstances? :

Who might help you?
Would you like suggestions from ma?

What are the benafits and pitfalls of
these options?

Which option do you like most?

e e

'

Often least attention is paid to the 'goal

is that the coaching conversation will lack focus or could foc
‘will do' part of the conversation the objective is to hear as & result o

and ‘will do' areas. If the goal is not clear the risk
us on the wrong topic. In the
f your conversation

what 'shift' there has been, what is it the coachee is intending to do.

oaching sessions. Itis a process that
lemns and opportunities the coachee faces

i out below.



The GROW model applied to the 3
levels of coaching

The GROW process works with all three levels of coaching, Tactical, Strategic

and Transformational.

,M”"‘?g”"
GOAL REALITY
f‘-\ T Tactical Tactical
\l/ In relation to current coaching The currenl factors ang
session the recent past and the symptoms at play in the
next sleps situation
Strategic Strategic

in relation to the prasent coaching session
and ongoing themes thal disrupt performance

Transformational

in reiation o the present coaching session and
entranched personal blocks that disrupl resclution
of problems and opportunities

WILL DO

Tactical
Commitment 1o spacific applicalion of skill
and behaviour

e _f,msh—.gﬁ_m-

Strategic

Coemmitment 1o change in thinking abiout
the issues lzading to specific

behaviour

Transformational

Commitment to fundamentalfly
rearranging how the world is
viewed leading 1o long-term

change in fealing, thinking
and specific behaviour

The underlying currents and dynamics
affecting the situation

Transformational

The lundamental dilemmas and paradoxes
thal underpin problems not being solved or
opportunities not being developed

et

- il

OPTIONS

Tactical
Whal's possible in the near fuiure to solve the
presenting problem or cpportunity

Strategic

What's possibie in the madium lerm to ensurz
the problems don't occur and opportunities
are quickly capitalised on

Transiormational

What's possible to fundamentally
shift the coaches's capacity 1o
solve all problems and

capitalisa on all

opporunities



Subsequent sessions and
reconnecting with the manager

Patid

»

e [Fach subsequent session should start with a review of what has
happened in the intervening period

e You are seeking evidence of commitment, of experimentation and personal development

e As necessary revisit the priorities or level of commitment before moving onto the
next unit of work

e |f it has been agreed with the coachee that you will reconnect with the manager,
make arrangements with the coachee and the manager to repost back at an
appropriate point in the coaching process. Keep the conversation transparent to
maintain trust.



Some common coaching
challenges/how to deal with them

Lack of motivation;
I don't have enough
time

1

Sometimes after the first session all that is required is a 10
minutes check in conversation.

Tip... Choose a time which suits you both and then commit to it.

You feel the coaching
session didn't go well

Did you ask for feedback at the end of the coaching session?
If the feedback indicates the session was less effective than it
might have been consider:

Were the expectations for the coaching session clear? -

see contracting page 16.

Did you identify the right issue? - see page 17.

Did you rescue the coachee by suggesting what he / she
should do next - see 'will do' in GROW page 20.

Tip... If the feedback was positive, are you being intolerant
of ambiguity, impatient, too problem focused?

Lack of reward for
being a coach

Include in your personal objectives for the year, ask the
coachee to give you and your reporting partner feedback.

Tip... be up front about this.

Personality clash
between coach and
coachee

Be honest. Find out if the other person feels this too.

Tip... Coaching requires trust in each other - if you don't feel
you can work together it is better to say so.

Geographically
distant coachee

After an initial meeting suggest telephone coaching.

Tip... you won't be able to see the body language to detect
what is and is not being said. Skills of active listening and
paraphrasing become even more important.

¢ Lack of opportunity tof
i see how the coachee
. is performing :

If the coachee égrees you can talk with others who directly
work with the coachee.

Tip... the confidentiality of the coaching contract is key
recontract and be explicit that you have the coachee's
permission when speaking to anyone.



Some common coaching
challenges/how fo deal

ST

Lack of commitment:

i
t

The coachee habitually,

changes sessions

with them

Place 'responsibility for setting the dates and committing to them
clearly with the coachee. Find out if there is an underlying reason
eg the coachee feels coerced into taking pait.

Tip... recontract your expectations of each other - see page 14.

by the

Resistance
- coachee,
demonstrated by eg

failing to carry out the

agreed plans,
theorising about the
. issues, adopting a

" yictim role, remaining
~ preoccupied with the
. past

Change can generate resistance. Acknowledge the resistance,
explore the dissatisfaction with the current situation, explore the
coachee's personal vision, and encourage action. See page 42,

Tip... resistance usually means the coachee is protecting
something important for him / her. You need to explore this before

" Fear on the part
. of the coachee

For example fear of failure, of conflict, of intimacy, of
ambiguity, or authority, create a coaching environment which
encourages honest exploration of these fears and
experimentation / giving yourself permission to try something
different,

Tip... Use cathartic questions to try to draw out the fears -
see page 34. If asked to do s6 share your own experiences
and tips and hints.

| You feel that the

! coachee needs

i further support from
. the organization

Discuss this with the coachee and with his / her agreement
discuss with his / her supervisor.

Tip... Again recontract around confidentiality and be clear that
you have the coachee's permission 1o have the discussion.

" Over-dependency
" by the coachee

i
i
T

i
1

Youir objective is to enable the coachee to be self directing.

Tip... After an initial coaching period it may be appropriate
to meet less frequently, or not at all.



Coaching gualities, skills and tools

This section describes the qualities and skills of a high performing coach
and coachee.

It provides frameworks to help you enhance your skills as a coach

It includes tools to help you understand your coachee's behaviour
and the appropriate response.



The qualities and skills of a
high performing coach

A

Explores \\
Actively listens
Empathises \

Supports
\

Gives feedback \\
Challenges

RN

Deals with emotions

Focuses on coachee's agenda

A

COACHEE

COACH ol

Creates the time [mf
Understands the context ;
Resiliency f,
Doesn't create dependency f
Integrity  /
."
Authenticity
Is a self developer
Self awareness / Juu

Turn to page 49 for a c,oach:ng self assessment questionnafr'e which explores

these dimensions in more detail.



Qualities of a high performing coachee

Skills Experiments
Asks for help

Listens to self and others

Creates the time

Stays focused on own agenda

COACHEE

Owns the issues under discussion
Openness and honesty

Courage

\\ Willing to change

X

v Wants to develop him / herself
Qualities \ Committed to being more self aware

You are aiming for a relationship where coaching is not 'done to' but 'done with' the coachee.



Key skills as a coach: questioning
and listening actively

(Questions

The best to use are any open/ closed guestions that contribute to pushing the
coachee, gently but firmiy towards uncovering critical 1ssues, setting goals and forming
a workable action plan.

Lisiening
-

The coach should be listening 70-80% of the time. This isn't gasy! Deep
empathetic fistening involves noticing all the dimensions of communication:

Words i ' What is said, the emotional content, th'eir.:_irﬁpact for you
Music | Thetons, pace, piich of the voice
Dance B’ddy 1-angu_ag_e,_ facial e'Xpr'e's“sioris'

Each will give you information on the coachee's likely impact on others, what is going
on inside the coachee which may not be being said, and the impact your interventions
are having on the coachee. '

Active listening

Involves demonstrating that you are listening, reflecting back and tuning into what
the coachee is saying. Here there are three powerful approaches:

| Testing to see i



Key skills as a coach: deciding what
fo do

Within a coaching conversation there will be a number of choice points - influencing the
depth, focus, direction, impact, etc of the discussion As coach you wilt need to make a
quick judgement about which behaviour is most appropriate to achieve the intended

Decide on focus

In which area does the challenge / topic sit? Remain focused on that issue.
Guage intensity

How heavy-light does your behaviour need to be? Factors which affect this are the state of
your relationship with the coachee, what efforts have previously been made to intervene on
the issue, the confidence / resilience of the recipient, and how much of an impact you think
you need to make to achieve a shift.

Judge the timing

Is your coachee ready, willing, able? Are you there to help your coachee deal with the
consequences of your behaviour? Should you intervene now or later? Is the topic past,
current or future related?

Select an appropriate behavioural catecory

See overleaf for a description of the 6 Heron categories of behaviour.



Key skills of a coach: using a
range of behavioural styles

The Heron Interventions Miodel

The most effective coaches use a range of ditferent coaching styles or behaviours 10 help
the coachee gain new and different perspectives on their situation. They use these styles
flexibly, selecting whichever style is appropriate "in the moment" to achieve impact for the

coachee at that point in the conversation.

The Heron Model defines two broad categories of intervention:

e Authoritative - the coach acts from the sense that, in the moment, it is
appropriate to actively guide, direct or drive the coachee towards new

feeling, thought or action

se that, in the moment, the coachee has the

¢ Enabling - the coach acts from a sen
thought, feeling or action, thereby enabling them

capacity to help him / herself to new
to uncover their own direction.

Supporiive

Confronting  gre—————g ¥ Informative
Y ; /

Cathartic

Catalyiic PR e SeRs s e
yi \ /f

%, s . . . . F
%, 7 Authoritative intarventions \E‘;
Enabling intervartions ?

A

“
1
ik

v

Prescriptive

An explanation of each of the 6 styles follows.

On page 37 you will find examples of what you would say using the 6 different siyles

U ST R J JENP AT T T STt oY -



The Heron Interventions Model
Authoritative: Prescriptive

What

Directing the activities of the coachee: providing a new sense of direction,

How - Kev features

@ Giving advice, offering expert view, putting forward own opinion, suggesting ways forwarc

@  Choice of strength of prescription on a continuum from making a suggestion
and asking the coachee's view to making a command.

@

Voice and body language: Confident, clear, logical, upright, steady eye contact.

When

Used to direct task and process. Harely used in area of personal issues. Especially
used where you have previous knowledge or expertise.

Example

"l think we should move on as you said you wanted to focus foday on., "



The Heron Interventions Model
Authoritative: Informative

e B

W hat

Giving coach new information or offering new insight and perspectives

How - Kevy i

SEITUTES

e Offering the coachee models/methodologies, market data, past experiences

e Knowledge must be relevant to the coachee's needs. Intervention might
surprise but should have no 'shock' factor for the coachee. The coachee is not
guided in their use of the data imparted.

e Care should be taken to ensure the appropriate amount (enough to be useful, not
so much as to overwhelm) and level of data.

e Over-use will lead to dependency on the coach.

& Voice and body language: Clear, concise, confident, steady eye contact.

Whean

You have information the coachee does not have. By giving the coachee information they
will move towards self directed fearning.

Informative interventions are extensively used in westermn education systems.

Example:

“Erom my experience there are a number of things which might help here....."



The Heron Interventions Model
Authoritative: Confronting
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Directly challenging or bringing into the open the actions, attitudes & beliefs which limit
the coachee's effectiveness and of which the client is unaware

How - Key fearures

& Pointing out inconsistencies between what the coachee says and does, or
between his / her words and body language.

@ Giving constructive feedback on your own impressions of a person's behaviour.

®  Asking direct questions aimed at revealing what the coachee is concealing,
denying or avoiding.

® Confronting their disempowerment by asking them to change their
language - "l can't" to "l chose not to. "

& Non aggressive, done with intention of challenging or questioning the behaviour
and supporting the coachee.

@ Will cause shock in the coachee, so allow time 1o absorb before progressing.

¢ Voice and body language: Firm, calm, fair, confident, steady eye contact, leave
space for reaction. The 'confronting' comes from the content of the message, the
delivery needs to be supportive.

¢  Note: Often avoided by coaches because of their own anxiety. Care needed to
ensure the intervention is powerful enough to have impact but not totalty
overwhelming.

When

You genuinely believe the coachee would be helped through making the intervention.
You are on your coachee's agenda not your own. You see something that the coachee
is not seeing for themselves.

Example

"You have avoided talking about this issue for the last 3 meetings "



W hat

Helping the coachee get rid of unhelpful emotions that are preventing him / her from
moving on and surface feelings that will enable resolution.

How - Rey features

e Facilitator must develop a coniract to work with the coachee at this level: it is most

appropriate to use catharsis when the coachee is aware their feelings are getling in
the way.

e Focus on the coachee; ask him / her to express their current feelings, articuiate non-
verbal values

=3

Ask the coachee to describe the difficult incident

¢ Ask them to re-enact the incident articulating what was left
unsaid

e Play back emotive words, focus on adjectives and adverbs.

@ Voice and body language: supportive, encouraging, physically close, steady eye
contact evenly paced, empathetic. '

When

e Coachee is unable to move on because they are distracted by their feelings - this may
be the need to celebrate as well as the need to express frustration, anger or fear.

s May be particularly relevant in any organisational change programme when the
coachee is feeling threatened or uncertain.

Example

"How are you feeling right now?”



The Heron Interventions Model]
Enabling: Catalytic

What

Helping the coachee 'do it' for themselves: solve own problems, plan own course of
action, learn for themselves.

low - Key features

®  Assumes the coachee has the answer within them. The coach's role is to help
them uncover the answer for themselves.

@ Not about meeting the coach's need for information - driven by the coachee's agenda
and needs. Involves asking questions about the coachee's past experiences, present
position and future possibilities and actively listening to their responses to help them
think for themselves.

¢ Picking up non verbal clues, offering participants ways of rehearsing for the future.
Voice and body language: Encouraging, empathetic, matching body language of
speaker.

When

®  Especially important when building commitment is vital.

e [Equally valuab!ke when working on personal and task/process
issues.

Example

"What options do you have?"



The Heron Interventions Model
Enabling: Supportive

What

Showing that you value the coachee in some way.

Llow - Key features

»  Giving full attention to the coachee

- giving positive feedback about the person’s positive impact
- expressing personal regard

- giving permission; offering help
- talking about own similar experiences.

e Underpins all the other interventions; must be authentic to be effective; shows

regard for the coachee; values the coachee regardiess of any ineffective behaviour.

e Voice and body language: Warm, empathetic, genuine, eye contact.
When

Critical to establish rapport and build positive climate that will aliow you to work with the
other interventions and work through difficulties.

Example

" know | would feel the same In these circurnstances”



Examples of Heron applied to
coaching situations

Here are some examples contrasting the use and impact of the 6 Heron styles in typical
coaching situations:

Page
&  Working with other departments 38
@  Changing market conditions 39
e |eading a new project 40.

41

e Negative feedback from a client




Working with other depariments

I can see that we could work more closely together, but frankly I'm just too busy right
now.'

e T el N o oo o
Dossible coach responses

Prescriptive

1 et's look at how you're currently prioritising projects, and tasks.'

Informative:

‘There may be ways of achieving this without it taking a lot of your time, e.g.
encouraging your team to network with other departments; sharing existing data;
seeing if another Manager could take the lead on this matter in the short-term, etc.’
Confronting:

1 ack of time is not an acceptable excuse. We need people, especially Managers 1o
role model an integrated approach - to help ensure continued business development.’
Cathartic:

You sound rather frustrated and irritated with this request.’

Catalytic:
"Who do you see doing a good job of this, and how do they do it?"

Supportive:

'What help do you need fo manage your current workload?’
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. 'These type of projects make me feel uncomfortable. it's a new area for me."

0]
D

Possible coach responses

Prescriptive:

It would be useful for you to connect with others who have been successful in this area.’

Informative:

‘There is a lot of guidance available from the organization to help you - such as .. '
Confronting:

You appear cha!/engedkby the armbiguity?"

Cathartic:

‘What particular aspec:t makes you feel uncomfortable ?’

Catalytic:

When you've been faced with new situations in the past - how have you overcome
them? What might be the first step?’

Supportive:

"There are many others who feel the same way. It is a different situation to having to work with
existing clients plus recurring projects.’

{4



| appreciate being asked to lead the project but [ think that Marios would be a better
person for that role.’

Dngsible coach responses

3
18]

Prescriptive:

| suggest you take on the role, even if you're a little concerned. It will be a good experience.’

Informative:
| think you have many strengths that will help you in this project. You also have a good

track record given the nature of the assignment. When faced with a similar situation, [ use
the capabilities of the team to help me."

Confronting.

'You will be letting the whole team down if you don't take the opportunity. You are the
most appropriate person to lead this project.’

Cathartic

Yt's unlike you to hesitate in this kind of situation. What's concerning you?

Catalytic.

"What could you do to deal with those concerns 7

Supportive:

" will be in the background to support you, if you need it



Negative feedback ‘?mm client

Coachee

Several of my clients say that I'm not available enough

Possible responses from coach
Prescriptive:

1 propose we look at where and how you're spending your time - let's meet before the
end of the week to discuss this.

Informative:

‘There are a number of ways that you could give your clients more attention thaz‘ are
not necessarily fime consuming. These are .

Confronting:

You must be avoiding something? What is it?'

Cathartic:

‘How do you feel about these clients ?'

Catalytic:

What other issues are at play here? What might be some ways forward?"

Supportive:

Clients will always want more! it's challenging to have to juggle so many demands



Transformaiional Coaching

On a continuum tactical - strategic - transformational, transformational is the
most complex and deepest level of coaching. Notes on transformational coaching
are included for experienced coaches who wish to understand what this next
level of coaching involves.

In a transformational coaching situation, the underlying resistance to change is more
fundamental. A personal 'block’ is triggered. A block is a strong pattern of behaviour, with
a predictable outcome over which the individual feels he / she has no control. Often

based on feelings of fear - imagining negative consequences following certain
behaviours.

A number of orienting principles underline the concept of transformational coaching.
A Complets Unit of Work

The transformational coach works with his / her coachee through a complete unit of work
or a cycle of experience moving through a distinct series of phases:

awareness of need for change
generating energy for change

e bringing about change
e completion and movement of attention to next need for change

This is represénted clearly in the Gestalt Cycle of Experience.

The transformational

. . /-w-——h..__
coach works with the e .
coachee to complete the 4 %\\:\ |
necessary number of P r %
units of work needed for  n ;g Energy longs
. ;g for action
him / her to feel enabled E i E %
to successfully bring R / £ %
about change. G & %@
Y Becoming aware; mounting 3
energy mobilisation or ‘i?-%
excitermnent .
SENSATION AWARENESS ENERGY ACTION CONTACT RESOLUTION

TIME
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The Concept of "Shift"

The cutcome of completing a unit of work is to create a 'shift' toward change. Solutions
that bring about change are made up of a number of 'shifts' in

thinking
e feeling
@ behaving

Noticing and building on what may seem small 'shifts' generates an accumulation of
energy to make real change really happen. Conversely a plan of action, no matter how
clever or clear, that is evolved without 'shifts’ happening in the making of the plan will
have less chance of working.

Contained and Paralle] Process

Transformational coaches work with their coachee to bring out and help resolve issues for
change that occur in his / her life. One of the basic premises of transformational coaching is
that behaviours in one conversation are likely to be paralleled in other relationships which
the coachee has. Likewise 'shifts' in one conversation will most likely produce 'shifts' in
parallel relationships. For example, a coachee who is finding it hard to talk about the future
to their coach may be a risk averse leader who talks rather than acts, which in turn is
limiting results. The essence of transformational coaching is to help the coachee bring
about change in the "here and now" in such a way that change at the furthest systems
boundary is more likely.

Noticing and working with these parallel processes that contain issues live in other .
relationships is what makes transformational coaching so potent. The shared atternpt to
make the connection between the issues being resolved live in the coaching relationship
and the parallel issues which need resolution in other relationships means that any
changes the coachee makes are more likely to affect all of his / her relationships in alf of
the systems they are part of.

This means that change in the room leads to change outside the room, noticeable "shifts"
in the "here and now" ensure that change is more likely to happen when the coachee
goes back to their life and the parallel change issues he / she faces.
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Hnderstanding the coachee s

behaviour
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c e coacnee s state of aWalehness

When preparing for a coaching session it is useful to consider the coachee's awareness

of his / her level of competence

Feedback

Environmental
changes

Qver

Practice &
Ongoing support




Understanding the coachee's
pehaviour
=Reaction to change

Reacticn to a new situation depends on where the individual is on the change curve,
1?ﬁsshom&therangeofeanonsanindhﬁdua!ﬁMﬁﬁ?ypmaHyexpeﬂencexwhenfaced
with change.

Change curve

Denial
B o # Adapting
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Time
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Seaction to change {(continued)
Daznizl

The stage when we grapple to accept the reality of the information, will this actually
happen, do | want it to happen, can | cope with it happening, perhaps | should pretend it is
not really happening
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As we continue to move on we may find ourselves feeling more and more of it's our fault -
of course it's not their fault, It's realty me - how dreadful, what an awful person | am etc.

fom ]

Blaming others

As we move from denial to acceptance it is easy to blame others for the pain / discomfort
we are starting to experience - it's all their fault
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The feeling most normally associated with 'acceptance' - often the most unnerving place
to be but the one that appears necessary hefore real change can start to happen.

A ; L.
Accspiance

Often a very low period when the full impact of change is acknowledged and we are in
the middle of our fears or frustrations at solving it.
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The stage where our problem solving skills have staried 0 work and in ‘acting' we begin
io move fowards the new situation. In acting the mood will become more positive.
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Understanding the coachee's

nehnaviour

Negative belief ¢

ycles

As a coach it is helpful to understand and explore how your coachee's underlying
perceptions, feelings and beliefs are influencing the way in which he/she engages with

others, and where appropriate to help unlock ne

potential.

gative behaviours which are limiting

SITUATION

\ ./f
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e ‘ /
Behaviour
External World T
L L
¥ Internal World %
How did you view - ) . What made you
the situation? T Perceptions/Assumptions - behave that way?
What feelings o . i Describe the
werg involved? Feelings feelings?
What drives you 1o L . What's fundamentally
repeat this pattern? : Motivations/Beliefs important for you here?
£ &
L
Engage and o ¥
take new risk Positive Negative Avoid
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Our behaviour is deiermined by

¢  Our perception of what will/won't work well with the particular people and situations
¢  QOur feelings about ourselves and the others we are communicating with

&  What is motivating us to speak and listen to these people in these particular

situations?

@ |f we are strongly motivated, feel positive about ourselves and others and perceive
with clarity what will work and not work, we are likely to behave in ways which
engage and exciie others.

e Negative belief cycles can disrupt our behaviour and impact

For example take a presentation situation - a source of fear for almost everyone. The
presenter starts from the belief that he is not good presenter and will therefore fail to get his
message across. Panic grips him as he stands up o speak. Any signs of boredom,
irritation or lack of atiention are taken as negative feedback and blind panic sets in
internally. His ability to present is severely diminished as he trembles and stutiers, his mind
goes blank and his voice assumes a Nervous and sometimes higher pitch. The
presentation goes badly and he confirms to himself what a useless presenter he is. From
now on he will be even more afraid of presentations and will try to avoid them.

However, negative beliefs can be reversed through understanding and uniocking the
negative beliefs which have creaied a block and working through strategies to deal

with them.
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Cosching Skills Questionnaire

This Questionnaire is designed to help you assess more fully your style as a coach. The
Questionnaire seeks to distinguish between the frequency with which you deliver a
particular type of behaviour and the quality with which you deliver it So for instance, whiist
you might rarely chalienge sormeone's thinking, when you do, you consider it to be a very
focused and incisive challenge, which succeeds in bringing about a change in that
person's behaviour (Low Frequency High Quality). Equally you may offer a iot of advice 1o
people but may also be aware that it is not always appropriate to do so, or that you
sometimes deliver it dogmaticaily (High Frequency: Medium Quality}.
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Piease base your answers on actual situations.

Frequency Scale

1 2 .3 4 5 6 7

Rarely Sometimes Often

Quality Scale

s s |

3 | 4 5 5 7

1! 2
Low Adequate . High

Other issues to consider in assessing the quality are: timing, appropriateness,
sensitivity, clarity of delivery. '

' 7t T_* MUY _ATY .. O t e TR
he Coaching Skills Scoring Sheet

i

Use the questions on the next pages and the Coaching Skills Scoring Sheet that follows to
record your scores. Place the number which best represents your views in the box
provided. In order o give yourself more useful data please use both ends of the scale and

avoid too many mid point scores.

vig
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| agree/check the purpose of a meeting at the beginning

| control meetings

| give advice

I explain the background to things

| challenge the coachee’s thinking

| ask guestions which encourage fresh thinking

| help the coachee to express their feelings

| make appreciative comments about the recipient

| jointly agree the agenda, and process at a meeting

| cope with ambiguity

I direct the coachee’s behaviour

| keep the coachee informed

| tackle difficult issues

I get the coachee to think for themselves

| empathise

I make people feel confident

| seek to understand how | could help the individual

| am aware of and and intervene in the “here and now” dynamics of a meeting
| tell the recipient what to do

| give my views on how | see things

| deliver negative feedback

| allow the coachee to find their own solutions

| am comfortable when the coachee expresses emotions
[ acknowiedge people’s efforts and good intentions

I seek clarification of my role at a meeting

I am able to make others feel relaxed

I follow through on the advice | give to ensure completion
| explain underlying principles

I identify and articulate what blocks the coachee’s progress

| encourage the recipient to generate options for themselves



Questions (continued)

31 | am aware of my own emotions

32 | praise people

33, | check expectations for a meeting

34 | am aware of my own impact

35. | give guidance

36. | help people view things ditferently as a result of my explanations

37 | make interventions which prevent the coachee from repeating the same
mistakes

38. | don't impose my own solutions 10 & problem

39 | deal with emotional resistance 1o change

40 | am unconditional in my acceptance of the coachee as a person

41 | am sensitive to the coachee’s concems at the start of a meeting

42. | have a positive presence

43 | clearly state what the recipient is to do or think

44 | use metaphors, analogies, anecdotes to heip the coachee understand
45. | don't tolerate poor performance

46. | listen and summarise

47. | encourage the coachee to articulate their fears about change

48. | am not embarrassed to show appreciation



Coaching Skills Scoring Sheet
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lassiiying your scores

Qi Agrees/Checks purpose of a meeting at the beginning
QS Jointly agrees agenda, and process at a meeting
Q17 Seeks to understand how they could help the individual
Q.23 Seeks clarification of my role at a meeting
33 Checks the expectations from a meeting
Q41 Is sensitive to the coachee’s concerns at the start of a meeting

Scale 1t Creating Learning Environments

Q.2 Controls meetings

Q.10 Copes with ambiguity

Q.18 Is aware of and intervenes in the 'here and now' dynamics of a meeting
Q.26 Is able to make others feel relaxed

Q.34 Is aware of their impact

Q42 Has a positive presence

Sczle 3: Prescriprive Interventions

Q3 Gives advice

Q.11 Directs the coachee's behaviour

Q.19 Tells the recipient what to do

Q.27 Foliows through on advice to ensure completion
Q.35 Gives guidance

Q43 Clearly states what the recipient is to do or think

Scale 4: Informative Interventions

Q.4 Explains the background to things

Q.12 Keeps the coachee informed

Q.20 Gives their views on how they see things

Q.28 ,  Explains the underlying principles

Q.36 Helps the coachee view things differently as a result of their explanations
Q44 Uses metaphors, analogies, anecdotes to help the coachee understand

H
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Seale 3: Confrenting Interventions

Challenges the coachee's thinking

Tackles difficult issues

Delivers negative feedback

ldentifies and articulates what blocks the coachee's progress

Makes interventions to prevent the cocachee from repeating the same mistakes
Doesn't tolerate poor performance

Seale 6: Catalytic Interventions

Q6

Q14
Q.22
Q.30
(.38
Q.46

Asks guestions which encourage fresh thinking

Gets the coachee to think for themselves

Allows the coachee to find their own solutions

Encourages the coachee to generate options for themselves
Doesn't impose their own solutions 1o & probiem

Listens and summarises

Helps the coachee 10 express their feelings

Empathises

ls comfortable when the coachee expresses emaotions

ls aware of their own emotions

Neals with emotional resistance to change

Encourages the coachee 10 articulate their fears about change

Sezle 8: Supportive Interventions

0.8

Q.16
0.24
032
Q.40
0 48

Makes appreciative comments about the recipient

Makes people feel confident

Acknowledges people's efforts and good intentions

Praises people :

is unconditional in their acceptance of the coachee as a person
Is not embarrassed to show appreciation .



interpreting the guestionnaire results

As a minimum, completing the guestionnaire should help you better understand how the
intervention styles differ from each other, and highlight a range of behaviours,

In a general sense, 'quality’ is more important than ‘frequency’, so reflect on your
strengths in this area; and what would increase your positive impact.

Your frequency scores will highlight the styles you most use, and those that perhaps you
avoid. Why is this? Does your choice reflect the real requirements of the situation, i.e.
What will most help your coachee, or are you avoiding certain approaches due to your
personal discomfort?

Contracting (Scale 1) is an essential part of the coaching process - so attention should
be given to this area at the beginning of the coaching relationship. If your frequency score
In the area is low, then an ‘agreement’ can still be discussed even if the coaching has

already started.

Creating Learning Environments (Scale 2): ‘quality’ and frequency’ needs to be high in
this area - providing a positive working climate throughout the coaching process.
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Prescriptive Interventions (Scaie 3)

Overuse. Coachee does not feel fully engaged/valued in the process. May become either
too dependant on coach, or counter-dependant, i.e. eventually rejecting their advice
Impact could be patronising if coachee does have relevant experience that is not

being drawn on.

Underuse. Coachee may not know how 1o proceed, 1.e. the situation/topic being explored is
autside of their experience. They would therefore value being given some directior

Informative Interventions (Scale 4)

Overuse: 1f the coach is over-talkative, the coachee may become passive. If there are too
many options presented - confusion may arise. The conversation could become {o
theoreticalfintellectual - avoiding action.

Underuse: It can be very heipful for the coachee to see a range of possibilities; and take
personal responsibility for deciding on the most appropriate way forward, so
this style can provide guidance io the coachee without being too dominant.

Confronting interventions (Scale 5)

Overuse: The coachee may feel too challenged, and not supported enough - creating
stress, and lack of disclosure. The overuse of this style could lead to a serious
lack of confidence.

Underuse: All coachees will have blind spots in their awareness, and personal blocks,
leading to creative avoidance. If the coach does not hold up the mirror to help
the coachee see these limitations, then the pattern will continue.

Catalytic Interventions (Scale 6)

Overuse: This could frustrate the coachee i they believe valuable experience on the part
of the coach is being withheld. |f someone really doesn't know how 10 proceed

this style would not be helpful.

Underuse: The coachee may become reliant on the coach always providing the answer
therefore leading to lack of responsibility and ownership by the participant.

[
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Cathartic Interventions (Scale 7)

Overuse:

Underuse:

Only feelings, not thoughts are dealt with The coachee will need to examine
both in pursuit of increased confidence, and competence This approach
could become intrusive if overused.

Feelings are aiways present in any situation - the extent 1o which they are
understood, and managed can provide a powerful source of insight and energy.
If feelings are left unexpressed they can block creative thought processes

Supportive Interventions (Scale 8)

Overuse:

Underuse:

This could lead to collusion with the coachee, I.e. supporting ineffective
behaviours, encouraging them to keep using the same approach, rather than
make personal changes.

it the coachee does not feel supported in a general sense, i.e. that the coach is
interested in them, and wanis to help, then the recipient will be less likety to
fully engage in the process. The coachee should be encouraged to learn from
what they do well: in addition to where they need to improve.

Views from others

It you have invited others to also complete a questionnaire, then please consider the

following:

@ Look at trends not absolute scores
¢ What are the key messages?

®  You should adapt your approach depending on the situation (from person to
person; from meeting to meeting). Is your style too rigid?

& If the 'quality’ scores are higher with some coachees, what could have influenced this?

e Personal reflection on the scores is useful, however an open discussion with the
coachee about the impact of your approach may help you better understand the data.
The guestionnaire results can therefore be used to prompt the conversation.

H

iy



More sources of help

Ly iy

‘Executive Coaching with Backbone and Heart' by Mary Beih O'Neill ISBN 0 -7879-5016-5
Highly recommended

The Complete Facilitators Handbook' by John Heron. ISBN 0-7494-2798-1
'Management Learning integrating Perspectives in Theory and Practice’ by Borgoyne
and Reynolds. ISBN 0-8038-7644-5 |

'Working with Emotional Intelligence' by Daniel Goleman. ISBN 0-7475-
4384-4 The Trusted Advisor' by David Maister. ISBN 0-7432-0776-9 'The
Magic of Dialogue’ by Daniel Yanhelovich. ISBN 1-85788-256-3 'Helping The
Client' by John Heron. ISBN 0-8039-8291-7

'Supervision in the Helping Professions' by Peter Hawkins and Robin
Shohet. ISBN 0-335-20117-2

A Manager's Guide to Self-Development' by Pedier, Burgoyle and
Boydell 1SBN 0 - 07 084924 -2

The Collected Papers of Roger Harrison' (Development Organisations
Series) ISBN 0-07-709090-X
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PRICEWATERHOUSE(COPERS

Epyaotipio Kaboonynong

To poviého GROW - Epoticaic/Hapadsiypata:
LTOXOI (GOALS)

« T Bu nBeieg ve cvinticovps;

o TiBa nbereg va KUTAPEPOVLE;

» T 0a fbereg vo karapépew; oe/und qut) ) oovévenor; f| T1 Ba 1Beieg vo. pdbeig und
QUTY TN CUVAVINGT; ZTHAVIIKEG TPOKAT|GEL.

« T Ba 1iBereg va aridlel pebyoviug amd quth T COVEVINGT;

» Tl UnopovUE VU GUVEPYUGTODLE Y1t VI KAVOULE Tr GUVEVINGT EROUCOSOLUITIKY;

» Ilowo eivon to arnotéieoia ov Bu nbelec;

« Ti6a oe éxove va aeBavBelc Toc 1 govavinorn aoth &&ile tov ypdvo cov;

o Av Bu pumopoldcu Vo TPAyHUTOTOWom it EVYN Yo GUTH T cuVavINGeT, ot fa fTuy;

« Av Bu HmopohGEg VUL KRTAPEPELG OTIONTOTE Grd aVTY 1) CVVAVITOT, Tt B Mty avtd;

« Ti0a uropodoe va yivel zov dgv yivetat topa, 1 Tt Be prmopodcEe va un yviver mov
yivetan Tdpo,

« Eivot eukrd;

» Mumopel va emizevyfel oo dwbéoipo ypdvo;

'« Oo NTov mpayHeTikd Ypoulo Yo ovey



IPATMATIKOTHTA (REALITY)

o TiovuPaiver dpw; 1t T mpaypaTikd mﬁﬁaivm;

o Tlwc ysipileotal my Tepodcn KUTEoTUoT;

o Timpayuatikd covéfnke; T1 dhho cuvéfre;

« [Toc Ba mEpEypreEs ToV EADTO GOV;

»  YmApée kbt Ghho o1 cuviviney wov og Edgviace;
o ot copPaiverl auto;

o TIlec uov Alyo neprocdtepo Yo outd .

o [ldg Egperg arg eiven oxpiféc;

o Iléze cupPaivey;

o Tléoo cuyvé copfaiver; Av propeis vir eloa axpifig
o TlemmTmosg £YEy

o Tlmc Eépeic mwg vrdpyer Tpofin o,

« Tloc 1o eEuxpiPoosg 1) Bu to ebuxpipioss;

« [lowot dAhot mpc’tyovﬁsg elvou oyeTiKol;

o Tlow dAha GTope §xoov oyéom;

o ITow 1 avtiinyn ToVE yueL T KATAGTAGT);

e TidAlo;

o Tt Bokipooeg péypt CTIYHNG;



EIIAOTEL (OPTIONS)

» TiBa propovoeg v KAVELK Y1 avTd;

» Tiovvénesg gyey;

« T pmopeic va xdvewg; Tr emihoyég éyai; Th EVRAAOKTIREG UTLGDYOVV;
+ Xs dva 1davikd k6o o, Twg Bo ftav S1upopeticd To Tpdy et

» Ti 8o propovoeg v kévere Siupopetixd;

» Tiypardleron va copfel and thpo kot 61o s

« Twg propeic va to mpuypetonomoee;

» [looo styovpog elom nwg Bu emiziysy

» Tudrho pmopeic va oxepreis . ..; ( oxéyov mBuvéc Mioei )

» Ileg pov m mbovég aviioelg oxéprecm; Mny e amusyoret av sfvor EPIKTEC GTO Tapdy

oTidio.
« Tietdeg va ypnowonoizar, 1 yprieporoinoeg o iSiog oe Tapdpotec KOTRGTOGELS;
o [Ilowg Ba pnopovee va Bondhoey;
»  Ou oovy avoyTig OE EWNYRCEL ard epéve;
o Tlow T0 TAEOVEKTILATE KOt TOLW TOL LELOVEKTTMOLTC TOV EMAOYDV AVTOV;
« Towg and aotég Gov upicovy replocdiepo;
» AmO 00Tég TIG EMAOYEG MOIES 08 EVOILPEPOVY TEPIGGOTEPOD;
+ Bolpordynee and to 1-10 ndoo TPOKTIKEG vcj;tiz’;ag TG EIVHL ADTE (‘)LWETELKD"{.éc;.

« OaNBelieg va Saréleg

L¥ ¥



OA KANQ - MEQOAOI NA NAME MIOPOLTA (WAY FORWARD)

« [low stvan to/to emdpevo/o Pripofte);

» Tlow elvan 1) exduevn kiviom nov ciyovpd Ju kvels;

o Tiyperleton vea KAVELS

o Amb 6heg Tig mbaveg emhoyic, TowS Bu UROPOVOES VL VAOTOW|GELS. . .}

. ITesg PmopoBpE Vi RETPAOOVHUE TNV ahhayTy;

e A@ol gipuote Kal 01 0O £30), TTEC HOV ouykekpiléve 71 Oo KAVELS;

o TIote Aoyupr@lels v To Kavew;

o T 6e propodoe va siven epmodio;

o Xpsdleosa va ypayeg ta fpate =ov da oKoAoUBRGELS 0T RHEPOADYIO GOV,
o Tigrhpiln yperdleoa;

o Tlwg won wote pmopet va yperwotelc m apiln;

o And 10 1-10 1660 SeouevAVOC £ical GTO Vi HKOAOVENCEL, QUTEg TIg KV GE?
« Tt oe sumodifer amo to va decuevteic oto 10;

o Tt Bu pmopodceg v KEVEIS Y10 Ve SECUEVTEIG 0TO 10;

o Ymitpyel wdm &hdo mov Bu f8eksg va cuincovpe, 1 £x0VLLE TEAEIDOEL



=

PRICEWVATERHOUSE( COPERS B

TO MONTEAO HERON

Hapaderypa 1

KaBodnyoipevog: “Exnpd ro 671 pov {mibnke va Sisvbive to mpdypappa
auth, ol moTedo ot Ba teipiale Kol UTEPE 0 pGRog aVTOC 6TO XpicTo .

MBavég amavrioslg arnd Tov kaBodnyn

Prescriptive (Aivel karedBuvon)

Informative (Aivel minpoodpnon) . . .

Coxnfronting (Avturapadson)

Cathartic (Ka®apon) . ..

Stipportive: (Hlapéyet vroothpien)




PRICEWATERHOUSE( COPERS @

TO MONTEAO HERON
HHapaderypa 2

Kafodrpyoduevog: “ Evag peydhog aplOpos Tov Tehat@v pov, AEel Tog
dev gipot apreTd Swbéopog”

MBaveg anavtiosig and Tov kabodnynty -

Prescriptive { Afver kaTevBuvon)

Informative (Aiver minpoedépnon ) -

"Coafronting { AvivwapaBeon) -~ -

Cathartic (K&Qapon ) 7 o0 oo

 Catalytic ( KoraXvrua) aipoosyyion ) 500

Supportive (@lapéyervrodtipitn) v R L s i




s

PRICEVATERHOUSH COPERS (B

TO MONTEAO HERON

Hapadsiypa 1

Kabodnyotuevog: “Exripd ro btt pov Inribnke va S1e08ive to npoYpapLa
@6, a)ia moTete 611 Oa Taiplals kaddTepa 0 polog oVTHC 6TO XpicTo .”

IBavic anavriosig ané rov kabodnyynri

Prescriptive (Aivel karedBuvor)

Exonyobpat vo avarafec tov pdho, 0tm kot £av ot popiler Miyo. @u eivar xoda sunaipia

Informative (Aiver mhnpogopnon) =

Thorevw £yeig aprerd Svvard stoysin nov Ba os Borefcovy ot oth 0 TPOYPOLLLLL.
Eniong, £xe1g xokd wtopucd pe térow mpoyphppata. Otav EX® VO QVTIHETONIC® Topdpoleg
KOTROTACEL, XPNCILOTOUD TIg Suvatdmec/spmeipieg the ouddag Kot tev ATOpOV Vi e
Bon@hcouvv.

Confronting (Aviuapafson) - - . o

Oa anoyontedoelg i v opada av Sev mdpeg ™y svkapia. Fioa o KaTeAinidtepog va
dLevfvvers 1o Tpdypappe avd.

Cathartic (K&Bapoy) .~

Agv givot tov yopaxtipe cov va Srotdlels ot tétoteg mepiotioeig. Th ot npofinuariley

Catalytic (KatehvTik mpooéyyion)-

T Ba propovoeg vo kAVEL; Yia Ve OVTIHETOTIGEL GvTove TOVG TPOPAnatioUong;

Supportive” (Hapéyét vrootapiEn) . -

Ou elpar kovid cov va oe opiie ot aspintoct nov e YPEWCTELC




&

PRICEAVATERHOUSE QOPERS

TO MONTEAO HERON
Tlopaderypo 2

KaBodnyobpevog: “ Evag peydhog apdpdg 1oV nelatdy [ov, LEEL TOXG
dev gipan apketd 6robioipoc”

[I0avéic anaviiosig and Tov kabodnyntn

Prescriptive ( Aiver karedBovon)

Eioryotpot vo kortdEovpte Tod Kat 7hg TEPVEG TOV Xpavo Gov — KaAUTep va
covavtnBodpe mpw to téhog g Poopddag va To culnrhcoviue

Informative (Aivet TAnpoeopisy )

Yruépyovv odhof Tpdmon e 10vg omoiovg Bo HIopobEES Vi aEpOGELG TEPIGGOTEPO YPOVO
GTove TEAATEC GOV, YOPIg v 60U amooToUY REYGAD HEPOG TOV GUVOALKOU ¥pOVOD GOV,

Confronting ( Avtimapafeon ) - - .

Datveton ToC amopsvyels kit Tt siven qotd;

‘Cathartic (K&Bapon) =

e vidhBeig yio ouTodg TOVG TEMITES,

Catalytic ( Kertahvru wpootyyior) )

T1 6o TpoBhnuata vrdpyovy; [Ide propadie va npoY@pTIGOvHE;

Sdpﬁortive (Hapéxai' Uﬁom}pléﬂ) v sl R emnl el el D I U e TR T

Or ehdase névtots Ba BEhovv meprocdtepa. Eivor Lie npdxinat va yewileoot tontdypova
TOGEC UMULTRGELS.




Amoteleopotic KaBodfynon — Hpaktiky eEdoknon
To eyyepidro Tov raparnpn)

Hepoxerd zapampnote mpooeykd my KaBOOMYNTIKY CUVEVTNOT KaL YPAWETE TIC oT) LEWDTELC
GUG Y1 VoL SGOETE ENOKOSOUN TIKG TyOMa aTov KaBodnym M.

No | Op | Zydha

‘Exave tov :
xoBoonyodpevo va -
‘aoBavlsi aveta.

Xpnotponoinee:
avoursic sportiosis

DTEOINGETO

Xpnom
' GRO

£

“AVEAOYIoROD L
Trngaviouse







Epyaotipio KaBodnymong
HOpooswmxd Hrdvo Apdong

Epyaoctipro KaBodfynong




Epruotiplo KabBodriynonc
Hpooswmrd idvo Apaong

BuBuoddynos tov eautéd gov and o 1-10 (1 to sddypoto kel 10 to péviato)
0 Bubud mov wohdvesal nog oképteout onpepa gov kabodnyntic:

Tkéyov T Bu Tty xaAd va kdvels via va fedadosic o Bubud cov:

Babuordyneoe tov equtd cov and o0 1-10 (1 1o eAdyioro kot 10 To pévioto)
670 TOG0 KOAOG/GVETOC Elotl 610 vo QupUdlels T1G Siioopeg TEYVIKEG To
povzéhov HERON ot i covivrnor kaBodiyynong:

Txéyov 11 Bo rav Kakd va kavelg v va Beltidosig o fubpd cou:

(B8]




Epyactipio KubBobdfiymong
Hpocomxdé Diave Apédorc

Bebpoddynoe tov eqvtd sov and 1o 1-10 (1 to ehdpcto kat 10 1o pénicto)
0T0 OGO EVEPYYN TIKAC akpouTh elowt:

Zxéwovu T O fiTav kehd va xéveg yia vo Pelnibosic to Babpéd cou:

‘Babpoioynce tov eavtd gov and to 1-10 (1 o ehdypoto ko 10 1o péyioto)
070 OHC0 AMOTEAECUATUKEG EIVUL O1 EPOTNCELG TOV KAVELS:

Lxéyou T o NTay Kedd va kivelg e ve feAnidosic to Bafpsd cov:

(¥




Epyectipio KaBodqymong
Ipocamxé Hidvo Apdong

Bafpohdéynoe tov xvtd cov axnd 16 1-10 (1 1o ehdyioto kat 10 1o péywto)
Y10 TY TREVGTITA GOV Vo Tposdopilels kul va e i cuverg8fpote Kutd Ty
Sidprete e kebodnynong:

Tréyou T Bu oy KaAd va kivels yw va Peknidoeg to fubud cov:

Badpokéynoe tov exvté cov umd 1o 1-10 (1 0 é?\dxwto ko 10 7o pé?,'u'sto)
510 1660 dveto meddvesal v xatenBivels T kabodnyn ikt covoptiie pe Baom ™
uefodoroyie oo GROW : "

Tréyon T Ou ey Kehd va kavels i va PEATdae o Bebud cou:




Epyaotipio Kebodiynons
Hpocwmniks Hidvo Apdore

Babnoroynoe tov eavtd cov and 1o 1-10 (1 o eAdyoto kar 10 1o péyioto)
OT0 OGO EVERYNTIKGC UKPOOTHS EloaL:

Zxéyon T Ba Tav kakd vu kGvew ywe va Belnidoeig o Pedud gov:

Bubpohdynoe tov guntd cov amd to 1-10 (1 to erdyioro xaur 10 10 péyioto)
010 TOCO an0TEREGLUTIKES £IVILL O1 EPWTHGELG TOV KEVELC:

xeyov T Ha fitay kaho va kdvels yw ve Beitidboeic to Babud cov:




Epractnpro Kubodnynong
Mposoruct Hidvo Aphone

Buuoidynoe tov eautd aov and to 1-10 (1 10 eddnoro ket 10 To péyiato)
Yo TV IKEVOTI T GOV Ve TPoGOIopiLEL Kat va pihéc vie cuvensBfuaTa Katd my
Sutpreia g kebodiynong:

Sicwon Tl B Ty KeAd vo Kavels yia va feEAndces 10 Bubud cou:

Bad pd?xémcs tov eavTé cov and 1o 1-10 (1 o ehdypoto xar 10 To péyiato)
510 THG0 Gvetog aloBhvecut va KaTenbivel m kafodnymricy covophia e faot
uefodoroyia Tov GROW

Téwov T B Arov kuAd va kévels yie vo Peknidagis o fabpd cou:




Epyactipio KabBodqynong
Hpocomkd Hiavo Apaocme

[Ipocomxéc orpeidoeig

L




