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G A RY BU X TO N M B E
Executive Coach, Facilitator & NED
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OV E R V I E W

• What is coaching?

• Mentoring, Coaching and Counselling
• Fundamental skills of coaching
• Building rapport and relationships
• Different levels of listening
• Using intuition
• Giving constructive feedback
• Asking effective questions
• Coaching Model
• GROW Model
• Sample questions
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KÜBLER-ROSS CHANGE CURVE

Productivity & Energy

Denial
Disbelief,
looking for
evidence it
isn’t true

Integration
Inform

Changes Integrated;
a renewed individual

Involve
Frustration
Recognition that
things are different –
sometimes angry

Shock
Surprise or
shock at
event

Support

Decision
Learning how to work
with new situation;
more positive

Depression
Low mood, lacking in
energy

Direct
Experimentation
Initial Engagement with new
situation

Time

Elisabeth Kübler-Ross, 1969
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Present

Future

W H AT I T I S A N D W H AT I T I S N ’ T
Mentoring
To share experience and wisdom to support development of
mentee in their career and specialism.
Purpose: Career/specialism development
Coaching
To facilitate learning and self-awareness of the coachee to unlock
potential
Purpose: Personal development

Past

Counselling
To enable awareness and closure to help a client move on
Purpose: Improve mental health and wellbeing
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S P E C T R U M O F C OA C H I N G

Directive
Push

Telling

Non-Directive
Pull

Instructing

Giving Advice

Offering
Guidance

Solving someone’s problems for them

Giving
Feedback

Making
Suggestions

Asking
questions
that raise
awareness

Summarising

Paraphrasing

Reflecting

Listening to
understand

Helping someone to solve their own problems
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F U N DA M E N TA L S K I L L S O F C OA C H I N G
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F U N DA M E N TA L S K I L L S O F C OA C H I N G
Building
Rapport and
Relationships
Asking
Effective
Questions

Beliefs

Giving
Constructive
Feedback

Different
Levels of
Listening

Using
Intuition
Julie Starr - 2016
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BU I L D I N G R A P P O R T A N D R E L AT I O N S H I P S
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RAPPORT
Ask
questions

Show
empathy

Actively
listen

Ask and
use their
name

Find
common
ground
Follow
the lead

Rapport

Be
genuine
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ACTIVE LISTENING
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DIFFERENT LEVELS OF LISTENING

Listening for
the gist

Listening to
respond

Listening for
logic

Listening for
emotion

• Does what
they say fit
with my own
views?

• Listening for
long enough
until it hits a
trigger in me

• Why is this
logical for
them?

• What's
important to
them at an
emotional
level?

Exercise 1
• What level of listening do you think you employ most of the
time?
• What are the reasons/barriers to listening deeply?
• What opportunities might open up if you could deepen your
listening on some of these occasions?

Listening for
their point
of view
• I can
appreciate
their view of
the world

Active
Listening

www.garybuxton.co.uk/ACEVOwebinar
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DIFFERENT LEVELS OF LISTENING
Most likely level of listening

Listening for
the gist

Listening to
respond

Listening for
logic

Listening for
emotion

• Does what
they say fit
with my own
views?

• Listening for
long enough
until it hits a
trigger in me

• Why is this
logical for
them?

• What's
important to
them at an
emotional
level?

Listening for
their point
of view
• I can
appreciate
their view of
the world

Most likely to lead to change
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ACTIVE LISTENING TIPS
•
•
•
•
•
•
•
•

•
•
•
•
•
•

Correct environment / time of the day
Prep time prior to session
Shut down your internal dialogue
Make eye contact
Open and positive body language
Allow silence
Remember key points of the message being delivered
Reflect/clarify:
Ø So I heard you say….”
Ø “I understand that you felt…”
Ø “What did you mean by...?”
Ø “What would you consider as…?”
Ask open questions only
Observe nonverbal behaviour
Ask questions in a spirit of curiosity – not judgement
Do not prepare your reply while the other person speaks
Avoid abruptly changing the subject
Re-direct conversation (if needed)
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ACTIVE LISTENING BARRIERS

•
•
•
•
•
•
•
•
•
•

Offering unsolicited advice/opinions
Attention wandering
Stereotyping
Defensiveness
Interrupting/ talking
Fear of silence
Negative body language
Not being in the moment
Emotions
Distractions – mobile phones
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USING INTUITION
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W H AT I S I N T U I T I O N ?
Unconscious
Mind

Communicating

Conscious
Mind

Thoughts, feelings,
sensations,
imagery & sounds
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DELIVERING FEEDBACK
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DELIVERING FEEDBACK
•
•
•
•
•
•
•
•

Focus on the behaviour – Talk about the specific behaviour and not the person
Be specific- Provide tangible examples of the behaviour in question, not vague
Be timely - The closer feedback is tied to the behaviour in question the more powerful it will be.
Be clear - Why you are delivering the feedback? Pause and think about where the feedback is coming from and
how can you deliver it in a way that will be received positively
Provide feedback from a neutral place - A piece of information or observation you are sharing
Make it a two-way conversation - Engage the person and check for understanding
Follow up - Look for opportunities to “catch them doing it right.”
Reinforcement - Reinforce positive behaviour

Authority

Credibility

Trust
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METHODOLOGY FOR FEEDBACK
Evaluate
performance
improvement

Discover
issues

Self Discovery

Assisted
Discovery

Effective
feedback
cycle
Analyse
causes and
consequences

Commit to
action

Create options
and solutions
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AID MODEL FOR FEEDBACK

Do

Action

Impact
Max Landsberg, 1996
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C OA C H I N G M O D E L
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GROW MODEL

Where
are you
now?

What
could
you do?

W

Will

O

Options

What
do you
want?

R

Reality

Goal

G

What
will you
do?

Sir John Whitmore et al, 1980
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G OA L S E T T I N G
1. What is the aim of this discussion?
2. What would need to happen for you to walk away feeling that this time was well
spent?
3. If I could grant you a wish for this session, what would it be?
4. What would you like to happen that is not happening now, or what would you like
not to happen that is happening now?
5. What outcome would you like from this session/discussion/interaction?
6. Can we do that in the time we have available?
7. What do you want to achieve long term?
8. What does success look like?
9. How much personal control or influence do you have over your goal?
10. What would be a milestone on the way?
11. When do you want to achieve it by?
12. Is that realistic?
13. Is that positive, challenging, attainable?
14. Will that be of real value to you?
15. How will you measure it?
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REALITY
1. What is happening now? (what, where, when, who, how much, how often). Be
precise if possible.
2. How do you know that this is accurate?
3. How have you verified, or would you verify, that that is so?
4. What other factors are relevant?
5. Who is involved (directly and indirectly)?
6. What is their perception?
7. When things are going badly on this issue, what happens to you?
8. What happens to the others directly involved?
9. What is the effect on others?
10. What have you done about this so far?
11. What results did that produce?
12. What is missing in the situation?
13. What do you have that you’re not using?
14. What is holding you back?
15. What is really going on (intuition)?
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OPTIONS
1. What could you do to change the situation?
2. Tell me what possibilities for action you see. Do not worry about whether they are
realistic at this stage.
3. What approach/actions have you seen used, or used yourself, in similar
circumstances?
4. What else could you do?
5. What if…? (time, power, money, etc.)
6. Who might be able to help?
7. Would you like another suggestion from me?
8. Which options do you like the most?
9. What are the benefits and costs of each?
10. Which options are of interest to you?
11. Would you like to choose an option to act on?
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WILL
1. What option or options do you choose?
2. To what extent does this meet all your objectives?
3. What are your criteria and measurements for success?
4. When precisely are you going to start and finish each action step?
5. What could arise to hinder you in taking these steps?
6. What personal resistance do you have, if any, to taking these steps?
7. What will you do to eliminate these external and internal factors?
8. Who needs to know what your plans are?
9. What support do you need and from whom?
10. What will you do to obtain that support and when?
11. What could I do to support you?
12. What commitment on a 1-to-10 scale do you have to taking these agreed
actions?
13. What prevents this from being a 10?
14. What could you do or alter to raise this commitment closer to 10?
15. Is there anything else you want to talk about now or are we finished?
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What will you take from today?
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www.garybuxton.co.uk
07815 138 084
@GaryBuxtonMBE
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