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Differing World Views
To start this journey let’s take a few minutes to reflect on what the fundamental differences are
between closed systems (a clock for example) and open systems (living things).

•

Closed Systems

Open Systems

(a clock or machine)

(people)

Cannot change or adapt itself

•

Have the capable to change and
adapt

•

Requires external “energy” to

•

Have the capacity to self “energise”

works
•

Does not have choice

•

Have the capacity for choice

•

Cannot communicate / interact

•

Have the capacity to
communicate / interact

•

Does not have the power of

•

Have the power of imagination

•

Have feeling and emotions

imagination
•

Does not have feelings or
emotions
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Open vs. Closed Systems
The Machine View

The Living System View

The world is a machine – a closed system.

The world is a living thing – an open system.

Closed systems do not exchange information

Open systems exchange information with the

with the environment and are not influenced

environment,

with

by the environment.

environment

and

other
are

systems

influenced

in

the

by

the

environment.
Closed systems are made up of separate

Open systems are interconnected in complex,

distinct parts.

non-linear ways.

“They exist because we can see, feel, smell,

They are both mind and matter.

hear or taste them.” They are matter.
Closed systems may be complicated - made

Open systems are complex – the “parts” are

up of many parts that are dependent and/or

interdependent of each other.

independent of each other.

Complexity – intricately

interconnected or

interwoven.
Closed systems are linear and predictable.

Open systems are non-linear and unpredictable.

Closed systems are a sum of their parts,

Open systems are “wholes” that are greater than

nothing more and nothing less. Things can be

their parts.

separate from each other.

o

Interdependence

o

“Interconnectedness”

o

“Oneness”

o

“Ubuntu”

No one thing is separate from the other.
Closed systems continue to function as long

Open systems are “self-making”. They are:

as energy is “pumped” into them. They

o

Self-organizing

require:

o

Self-replicating

o

Self-referencing

o

External organizing

o

External control

o

External reference
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Potential Mindsets
Although scientific management has been the basis for many
“successful” organizations it has led to the development of certain
“mindsets” in most of us.
Pathology

Pattern Blindness
Incapable of recognizing
patterns unless they fit our
paradigms of what a pattern
looks like i.e. a checkerboard –
predictable, repetitive etc.
Control is imposed
(checkerboard) where order
emerges from within (pick-up
sticks.)

Control Compulsion
The overwhelming desire to
control things. If something
goes wrong, put in a control /
policy /procedure to prevent it
happening again. The
organizational chart is a
classical example of pattern
blindness and control
compulsion.

Equilibrium Obsession
When we see the white water
approaching or find ourselves
in it, we want to go back to the
calmer waters that we have
“known”.
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Language of Blame vs.
Language of Responsibility
It’s easier to blame others
than it is to take responsibility
for one’s own

behaviour /

actions

Particle Bias
Unless we can use our five
senses to access it, it does not
exist. We focus on the hard
things that are visible to us, i.e.
processes, technology, money
etc and avoid the soft things,
i.e. feelings, emotions etc.

Persistent Dualism
We live in a world where things
are either/ or, i.e. right/wrong,
yes/no, black/white, win/lose
etc. We don’t see the both/and,
i.e. the third alternative, win/win
etc.
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Organizational Sustainability

Notes:
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Leadership and Emerging Culture

Culture from the Latin word “colere” which means to nourish or grow.
Organizational Culture is the collective consequences of how people behave / relate:
●

to themselves

●

to others (individuals, groups, teams)

●

to the organization

●

to the local environment

●

to the global environment
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Learning Cycle
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Error Correcting

Continuous Learning
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Levels of Consciousness

Notes:
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Person-centeredness
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Raising Consciousness
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The Concept of Rank
(From: Wikipedia, the free encyclopaedia)

Rankism – What it is
Rankism is a term coined by physicist, educationalist and citizen diplomat Robert W. Fuller. Fuller
has defined rankism as: "abusive, discriminatory, or exploitative behaviour towards people who
have less power because of their lower rank in a particular hierarchy"

Note this definition does

not mean that rankism is a form of social discrimination since it does not make a distinction
between:
•

rank assigned on the basis of class or category and

•

rank assigned on the basis of individual merit

Fuller claims that rankism also describes the abuse of the power inherent in superior rank, with the
view that rank-based abuse underlies many other phenomena such as bullying, racism, sexism,
and homophobia.

The term rankism first appeared in print in the Oberlin Alumni Magazine for fall of 1997 in an article
by Fuller. Fuller later wrote a book on the topic called Somebodies and Nobodies: Overcoming the
Abuse of Rank, which he began distributing on his web site as a free e-book in 2000. Somebodies
and Nobodies was published in 2003.
Fuller asserts that rankism involves:
•

exploiting one's position within a hierarchy to secure unwarranted advantages and benefits,
without regard to the deprivation of people deemed to be inferior;

•

illegitimate use of rank (e.g., abusive parent or priest, corrupt CEO, bully boss, prisoner
abuse, etc.);

•

treating rank as a shield that permits one person to insult or humiliate others with impunity;

•

using rank to perpetuate position long after it can be justified while quashing talented
people who might challenge that position;

•

exporting rank achieved in one sphere of activity to claim superior importance as a person;

•

use of rank illegitimately acquired or held (as in situations resting on specious distinctions
of social rank such as racism, sexism, etc.).

Fuller has also written that:
•

victims of rankists may find themselves publicly humiliated or ignored and treated as
invisible.
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•

society facilitates the rankist liberty to insult when whole groups are stereotyped as weak
and vulnerable.

•

the opponents of rankism believe that position and power should be used to serve the
group over which one holds authority.

Additional Thoughts
o

The fact that you make more doesn't mean you're worth more.

o

New "Ism": Rankism — behaviour of people who think they are superior.

o

Rankism. Once you know what it is, you see it everywhere.

o

once you see rankism in your daily world and understand how you perpetuate it, you can
change the way you behave and then allow others to change - thus creating a better world
for all of us.

o

Rankism erodes the will to learn, distorts personal relationships, taxes economic
productivity, and stokes ethnic hatred. It is the cause of dysfunctionality, and sometimes
even violence, in families, schools, and the workplace. Like racism and sexism, rankism
must be named and identified and then negotiated out of all our social institutions. (R. W.
Fuller, 2003, p. 3)

Those who need rank don’t deserve it, and those who deserve rank
probably don’t need it.
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Rankist Behaviour & Response Behaviour
Use power
Threaten
Collect

SOMEBODIES

Talk Louder
Impose/Increase controls

Have or Majority
Voice
* people with rank due

to:
- numbers
- power
- status
* a person’s dominant
inner voice

Demand loyalty
Demand respect
Pull Rank
Grant/withhold permission

No or Minority
Voice
Comply
Resist
Rebel
Protest

The voice that is not
heard externally or
internally

Withdraw
Collect/Group
Passive Resistance
Anger
Ask for permission
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NOBODIES
Worthless
Under-valued
Irrelevant
Empty
Angry
Exploited
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Non-Rankist Behaviour

Majority
Voice

ENGAGING
Minority
Voice
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Rankism -- The Mother of All Isms
by Robert W. Fuller
Published on Friday, October 6, 2000 by Pacific News Service
An executive pulls up to valet parking at a restaurant, late to a business lunch, and finds no one to
take his car keys. Anxious and fuming, he spots a teenager running toward him in the rear-view
mirror and yells, "Where the hell were you? I haven't got all day."

He tosses the keys in the kid's general direction and they fall to the pavement. Bending to pick
them up, the boy says, "Sorry, sir. About how long do you expect to be?"

The executive hollers over his shoulder, "You'll know when you see me, won't you?" The valet
winces, but holds his tongue. Postscript: the teenager goes home and bullies his kid brother.
It's easy to multiply examples like these: a customer demeans a waitress, a coach bullies a player,
a doctor disparages a nurse, a school principal insults a teacher, a teacher humiliates a student,
students ostracize other students, a parent belittles a child, an officer abuses a suspect, a
professor exploits a teaching assistant, a boss harasses an employee, a caretaker mistreats an
invalid.

Most such behaviours have nothing to do with racism or sexism. Yet the effect on the victims is no
different from how it felt to be Jewish, black, or gay until things began to change for those groups.
The perpetrators of these insults, like racists and sexists, select their targets with circumspection.
In each of these examples, what triggers unequal treatment is rank -- rank as measured on the
somebody-nobody scale.

"Somebodies" are sought after, given preference, lionized. "Nobodies" get insulted, dished,
exploited, ignored. Low rank, even when the ranking is clearly meretricious, functions exactly like
race and gender -- as an unjustifiable impediment to advancement.
All forms of abuse, prejudice, and discrimination are actually predicated upon differences in rank.
Rank-based discrimination deserves a name of its own to distinguish it from racism, sexism, and
bad manners. By analogy, we shall call it rankism. Once you have a name for it you see it
everywhere.

Our society no longer condones abuse based on race or gender, but inequity based on rank is, for
the most part, still overlooked. It might be supposed that if one overcomes tendencies to racism,
sexism, ageism and other narrowly defined forms of prejudice, one would be purged of rankism as
well. But rankism is not just another ism; it's the mother of them all. The familiar kinds of
discrimination are simply special cases of rankism. Colour, gender, etc. are excuses for exploiting
power differences, not the cause of the resulting injustices.
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Unlike race or gender, rank is mutable. You can be taken for a nobody one day and for a
somebody the next. You can be a nobody at home and a somebody at work, or vice versa.
"Nobody" is an epithet used to justify further denigration and inequity. "Nobody" is the N-word of
our time.

Much of what's labelled social pathology arises from rankism. The indignity suffered by nobodies
festers. It turns to indignation and sometimes erupts in violence. To "nobody" individuals, or a
people, is not only to do them an injustice, it is to plant a time bomb in our own midst.

The consequences range from school shootings to revanchism, even genocide. The 20th century
has seen many demagogues who have promised to restore the pride and dignity of a people that
felt "nobodied." Hitler enjoyed the support of Germans humiliated by punitive measures in the
aftermath of World War I. President Milosevic of Yugoslavia has traded on the wounded pride of
the Serbs. People will become apologists for crimes they would otherwise condemn to get even
with those they believe have nobodied them.

Attacking the familiar isms, one at a time, is like lopping heads off the Hydra of discrimination and
prejudice. Going after rankism, which underlies all forms of discrimination, would drive a stake
through the Hydra's heart.

In targeting rankism, it is vital to recognize that there is nothing wrong with rank per se; any more
than there is anything wrong with race or with gender. When it has been earned and signifies
excellence, rank is generally accepted.

But when rank is exercised beyond its appropriate domain, or when others are "nobodied," that's
rankism. The democratic process provides recourse to rankism in civic affairs, but in the workplace
and in education we must often knuckle under or risk our position.

Before the civil rights and women's movements, blatant forms of race and gender-based
discrimination were mostly condoned. Now, being labelled a "racist" or a "sexist," a "bigot" or a
homophobe," does not look good on your resume.

In contrast, rankism, in both its interpersonal and institutional guises, still enjoys wide tacit support.
Overcoming rankism -- in the family, the schools, health care and the workplace -- is democracy's
next step.

Robert W. Fuller taught physics at Columbia, created a program for high school dropouts in Seattle
and served as president of Oberlin. His book, "Rankism: Breaking Ranks in Pursuit of Individual
Dignity," can be accessed at www.breakingranks.net.
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The Ladder of Inference
I take Actions
based on my beliefs
I adopt Beliefs about the world
I draw Conclusions
I make Assumptions based on the meanings I added
I add Meanings (cultural and personal)
I select “Data” from what I observe

Observable “data” and experiences (as a video camera might capture
it and a videotape recorder might play it back)
Adapted from Chris Argyris
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The reflexive
loop - our
beliefs affect
what data we
select next time,
i.e. our bias is
reinforced
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Vicious Cycles

You need to understand why you think what you think and act in the way
that you do!
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Elements of Trust
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Types of Trust

Simple trust or Blind trust
Simple trust is unconsidered, unconscious trust, trust that is never questioned
because the possibility of betrayal is inconceivable.

Authentic trust
Trust that involves conscious evaluation and builds into the trust the possibility of
betrayal. Authentic trust is when one takes into account the capabilities and history
of the person being trusted, recognizes a risk, and makes the conscious choice to
trust anyway. Unlike simple trust, it survives and even thrives on consideration.
Unlike blind trust, it's not based on ignoring past experience, but rather based on
weighing past experience against the value inherent in trusting and the possibility
of change.

Page - 27

COACHING & FEEDBACK EXCELLENCE
Theory, Models & Concepts

25 Behaviours that contribute to creating mistrust within
your team:

1. You fail to keep your promises, agreements and commitments.
2. You serve your-self first and others only when it is convenient.
3. You micromanage and resist delegating.
4. You demonstrate an inconsistency between what you say and how you behave.
5. You fail to share critical information with your colleagues.
6. You choose to not tell the truth.
7. You resort to blaming and scape-goating others rather than own your mistakes.
8. You judge, and criticize rather than offer constructive feedback.
9. You betray confidences, gossip and talk about others behind their backs.
10. You choose to not allow others to contribute or make decisions.
11. You downplay others’ talents, knowledge and skills.
12. You refuse to support others with their professional development.
13. You resist creating shared values, expectations and intentions in favour of your own
agenda; you refuse to compromise and foster win-lose arguments.
14. You refuse to be held accountable by your colleagues.
15. You resist discussing your personal life, allowing your vulnerability, disclosing your
weaknesses and admitting your relationship challenges.
16. You rationalize sarcasm, put-down humour and off-putting remarks as "good for the
group".
17. You fail to admit you need support and don’t ask colleagues for help.
18. You take others’ suggestions and critiques as personal attacks.
19. You fail to speak up in team meetings and avoid contributing constructively.
20. You refuse to consider the idea of constructive conflict and avoid conflict at all costs.
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21. You consistently hijack team meetings and move them off topic.
22. You refuse to follow through on decisions agreed upon at team meetings.
23. You secretly engage in back-door negotiations with other team members to create your
own alliances.
24. You refuse to give others the benefit of the doubt and prefer to judge them without asking
them to explain their position or actions.
25. You refuse to apologize for mistakes, misunderstandings and inappropriate behaviour and
dig your heels in to defend yourself and protect your reputation.

Page - 29

COACHING & FEEDBACK EXCELLENCE
Theory, Models & Concepts

Page - 30

COACHING & FEEDBACK EXCELLENCE
Theory, Models & Concepts

Performance Leadership: Acceptable Performance /
Behaviour
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The CLEAR Interactive Skills
There are five basic categories of skills/behaviours present in any
effective interactive communication.

Clarifying
Listening and Responding
Exploring
Actioning
Reviewing
As shown in the diagram below, there is a dynamic relationship
between these skills/behaviours in any interaction. Each of these
communication skills has a specific purpose in an interaction and
can be divided into specific skills/behaviours. Over the next few
pages, we will explore each of these skill areas in detail.
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Clarifying
Clarifying is defined as:

Providing overall direction for an interaction and
developing a clear understanding of the topic, issue or
situation being discussed.
Effective skills and techniques are:

1. Asking questions
2. Explaining why / giving examples
3. Establishing purpose
4. Confirming commitment
5. Agreeing structure & process
6. Indicating transition
7. Making procedural suggestions
8. Checking understanding
9. Summarizing
10. Encouraging participation
1.

Asking questions

This

skill/behaviour

involves

asking

questions

to

elicit

information from others - establishing clarity in the mind of
the individual(s) / group by uncovering reasons, details, facts,
opinions, etc.
This is the best way to create an “initial condition” that has the
potential of establishing a climate of engagement.
In an individual-centred approach it is important to encourage the
individual(s)s to explore the meaning and context of the theory /
model(s) /

‘must know’

information (“essential

embedded

knowledge”) for themselves. By doing this we also recognize that
individuals have prior learning and life experiences. Asking
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questions also assists in the discovery/disclosure of new
information.
There are basically two types of questions. The first type of
question is usually quite easy to formulate and most commonly
has a yes or no answer (closed questions). The second type is
more difficult and could have many possible answers, some of
which may be better than others (open questions).

Open

questions require the individual to think more deeply about the
answer.
Whatever type of question you are using, prepare them ahead of
time and write them into your leader notes - you will be surprised
how blank you go if you try and think them up on the spur of the
moment.
Keep

your

unambiguous.

questions

simple

to

understand,

clear

and

Always give the individual(s) / group time to

respond and only restate the question if the individual(s) / group
are having trouble responding.

HOW TO POSE A QUESTION
The way you ask a question is just as important as the way that
you formulate it. A good process for posing a question is:
1.

Initially ask the question of the group as a whole.

2.

Allow a pause for the question to sink in and give each
individual time to think about the answer.

3.

Invite an individual to give his or her answer. Avoid putting
an individual on the spot!

4.

Ask open questions starting with:

What Where When Why Who How
(Sometimes referred to as the “5 Whiskeys and a Hotel”)
Using the Questioning Techniques to obtain participation
As we talked about earlier, questioning is an excellent way of
getting individuals to involve themselves in the subject that you are
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trying to put across. But what happens if you are not getting the
answers that you are wanting?
One way of overcoming this and to keep a discussion going is to
use one of the following:

Prompting:
Imagine you have asked a question, and the answer is halfhearted. By asking the individual to expand on his or her answer
you get them to think more deeply. Look at the following example.
Leader:

Why is question technique so important during
learning?

Individual:

It is a way of livening up the group.

Leader:

What impact could this have?

Individual:

It could encourage participation.

Prompting is especially important when you are going through a
difficult section and you must give a bit of guidance to the
individual to arrive at an appropriate answers.

Redirecting and distribution:
So often, especially when we are
pressed for time, we tend to pick
on the bright individuals, usually,
one or two in the group. They
know the right answers and
everything goes smoothly. What
about the rest of the group?
They could be completely lost! This in itself is a good reason to
spread your questions around the group. Many leaders tend to
ignore the people at the back and sides of a group. Look around
and maintain eye contact - then direct your question to those who
look as if they are not paying any attention. If one individual does
not answer correctly, direct to another; if the answer is still not
quite what you wanted, redirect once again but use a prompt this
time.
These techniques are a way of getting individuals to learn. Notice
that if you use them correctly, they become a way of getting the
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individual(s) / group to think, to respond to your engaging, to
discuss a point and to increase their consciousness of the subject.

Dealing with Questions
Many leaders do not like questions being asked of them. They
see it as threatening and worry that they will not know the answer.
However, it is an essential part of developing the learning
environment. You encourage your group to ask questions as part
of the learning process. The following strategy is a good one for
dealing with most questions:

1.

Ask for questions.

Encourage your group to ask

questions when they do not understand or need further
explanations. There are no “stupid” questions!
2.

Check for understanding. Rephrase the questions to
make sure that you understand exactly what the
questioner is asking (and to give yourself time to think).
If the question is emotionally charged, you can
rephrase it in more neutral language.

Ask if your

understanding of the question is correct.
3.

Keep your answer to the point.
responses brief.

Keep your

The individuals do not want an

"instant replay" of your presentation to that point.
Long, involved explanations often put you on the
defensive. You should also ask the rest of the group if
they would like to answer. If it is a “how” question,
about how to do something, you would normally direct
the question back to the individual – more about that
under “Coaching”.
4.

State your position.

When you cannot satisfy the

questioner and they want to get into a long debate,
you might offer to discuss the issue after the session.
If you do not know the answer to a question say so, if
appropriate ask the group. You can also indicate that
you will find out and get back to the questioner as
soon as possible.
Chart.
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2.

Explaining why / giving examples

This skill/behaviour involves providing relevant examples that
illustrate the points that you are making and providing the
rationale and reason for the ‘must know’ information. This
could include real life examples and hypothetical examples.
Examples should be relevant to the
individual(s) / group.
This skill / behaviour also puts into
context

and

demonstrates

the

relevance and practical application of
any theory / model(s) or must know
information

('essential

embedded

knowledge') to the individual’s or
group’s objectives.

Visual Illustration
This involves using appropriate visual evidence or aids to
support your presentation.

This is important, as 80% of the

input to the brain is through the eyes. Be careful not to over-do
your use of transparencies or “PowerPoint” slides!
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3.

Establishing purpose

This skill/behaviour involves establishing a clear understanding
of the purpose, in outcome terms of an interaction.
Having a clear purpose helps the individual(s)/group to focus. With
the possible exception of social interactions, all interactions have
an objective or purpose. In interaction we need to ensure that the
purpose supports the agreed outcomes. If we want to be effective
and efficient in our interacting, the purpose must be clear to all
those participating.

4.

Confirming commitment

This

skill/behaviour

involves

confirming

commitment

to

achieving the purpose. This includes summarizing the needs
and asking the individual(s) / group if they are committed to
achieving the purpose. Commitment is key to ensure participation.
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5.

Agreeing structure & process

This skill/behaviour involves agreeing on the most effective
structure / process for the interaction.

Agreeing a structure

and process enables you to maintain order and to keep the
discussion on track.
Agreeing is the key.

Involving the individual(s) / group in

structuring / designing the process to be followed is the most
effective way to obtain commitment to the structure / process.
An alternative, but not as effective, way is giving an overview of
the material that you are about to present and showing the
sequences in which you will be doing it,
and then asking for agreement. In this
case having your structure as a handout
or on a flipchart and walking the group
through it is an effective technique. Be
willing to change the structure / process
if

it

means

getting

individual

commitment.

6.

Indicating transition

This skill/behaviour involves confirm with the group when you
are moving on to a new topic or section and what it is you or
they will be doing next.
In this way you make sure that the group have a clear picture of
where they are and where they are going. Always confirm
willingness to move on.

Examples:
''Now that we have a clear understanding of what the current
situation is, should we move on to explore possible solutions?''
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7.

Making procedural suggestions

This skill/behaviour involves putting forward suggestions on the
manner or structure of conducting a discussion to achieve an
objective and to assist the group focus on the objective(s).
There will be times when the group strays off track, forgets the
agreed upon sequence, or otherwise needs to refocus on the task
at hand. This skill allows you to “control” the group process in a
way that maintains the self-esteem of the members.
This is how you can provide direction without being directive!
There are three parts to a procedural suggestion:
1.

The reason for making the suggestion

2.

The suggested action

3.

Agreement to the action

An effective procedural suggestion:
●

maintains a individual’s self-esteem by not blaming anyone for
distractions or implying that anyone is "goofing off"

●

shows that you respect the group members as responsible
people.

●

gives participants an opportunity to accept or reject the
suggestion. This will help them feel they have a measure of
control in the learning process.

Examples:
"It looks as if we’re going to have a time problem, so may I
suggest that....?"
"To save us some time in the morning could we…...?"
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8.

Checking understanding

This skill/behaviour involves asking questions to establish
whether a statement or earlier contribution has been
understood - checking to ensure that you understand the
meaning of something someone has said or implied.
This is another skill that can help you to ensure that the process is
kept on track and that everybody is with you. When ideas are
being explored in any environment, often several messages are
being heard at the same time. It is important that everyone has
the same understanding of exactly what is being discussed. This
can be a difficult task because people are usually more concerned
with their own ideas and thoughts than with listening to someone
else's message. By checking for understanding you can help to
ensure that everyone in the group receives the same message
and that the person conveying the message is saying what he or
she really means to say.
Checking for understanding is also a useful technique when you
want to confirm that participants clearly understand your message
or instructions. It provides an opportunity for participants to ask
questions or seek clarification whenever you have presented a lot
of new information or provided instructions.
Note:

Asking

“do

you

understand?”

is

NOT

checking

understanding.

Examples:
●

"Did I hear you say ...?"

●

"So, do we agree (disagree) that...?"

●

"Do I understand correctly that you're saying ...?"

●

“What do you understand by?”

●

“How would you explain?”
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9.

Summarizing

This skill/behaviour involves accurately restating in a compact
form the content of the material/information that has been
covered and / or the process that has been followed.
In structuring, summarizing should be used before indicating
transition.
Although a summary is very important at the end of a session, it is
a technique which can be used throughout the learning / group
process to keep things on track. To keep the pressure on the
individual(s) / group you may want to ask the group to summarize.
This also helps you to monitor the level of understanding of the
individual(s) / group.

10.

Encouraging participation

This skill/behaviour involves questions directed at a specific
individual to increase his or her opportunity to contribute or
directed at the group at large to encourage participation.
In a group interaction it is important to ensure that all those
involved are given an opportunity to contribute. Some individuals
need to be encouraged to put forward their points of view, ideas
etc. Avoid “picking” on individuals.
If an individual is preventing others from contributing you can use
encouraging participation as a way to allow others air time.
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Listening & Responding
Listening & Responding is defined as:

Showing that you are actively listening to and
understand the concerns and feelings of the
individual(s) / group.
These

skills

develop

understanding

and

interpersonal

relationships. People come into any environment with all sorts of
feelings and expectations. When these feelings are positive, you
have an opportunity to build on them to help create an enthusiastic
atmosphere. When an individual is feeling proud or happy
because he or she has successfully used a new behaviour or
achieved a good result, empathizing with that positive feeling lets
that person know you are really interested in their growth and
success.
What about negative feelings or concerns? Here, listening and
responding skills are essential. When people are apprehensive,
uncomfortable or otherwise concerned about something, those
feelings often inhibit learning. Responding with empathy doesn't
mean that you have to agree - it does mean that you are making
an effort to understand the needs of that
individual.
The ability to listen and understand is one
of the most important skills in effective
communication. Listening is probably the
most neglected of all the communication
skills.

We assume that listening is a

"natural"

skill

and

therefore

learned

automatically.
We should not confuse listening with
hearing. Hearing is a "passive" physical
experience, whereas listening is an active process of hearing,
absorbing, judging and actioning. If you only hear others, you
could miss out on valuable suggestions, important facts,
opportunities to learn etc. By listening effectively you will:
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●

Encourage others to open up

●

Add to your knowledge and understanding of the situation

●

Improve your interpersonal relationships and develop rapport

●

Improve your efficiency by reducing lost time caused by
misunderstandings

Key skills are:

1. Recognizing
2. Revealing
3. Disagreeing and handling objections
1.

Recognizing
This skill/behaviour involves recognizing and acknowledging
the attributes, contributions, or ideas of individuals or a
group, as well as expressing your empathy and support by
showing an understanding of their feelings, concerns, or
situation.
In this skill/behaviour, you recognize or acknowledge another
person’s value or worth and, most importantly, the needs of
others. The skill of Recognizing is particularly useful when dealing
with emotional or aggressive persons, because it can “calm them
down” and get them to concentrate on the issue, not the emotion.
This is an important objection and resistance handling skill.
This skill helps individuals or the group to feel good about
themselves by recognizing good ideas, expressing confidence in
their abilities and praising them for satisfactory or improved
performance.
Each person in your session is
an important member of the
group.

Using this skill, you

acknowledge the unique abilities
and previous job experiences
that he or she contributes to the
learning.
As the leader, you maintain self-esteem by pointing out
strengths, acknowledging efforts, and basically treating the
individuals as adults and competent individuals. There is much
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research to prove that people learn best from their successes. By
reinforcing the effective behaviours they use, you'll

help

participants to learn from their successes and feel good about their
participation in your session.
It's important to be both specific and sincere when recognizing.
Being specific about what behaviour - or part of the behaviour - is
effective, will help individuals understand exactly what they are
expected to do.
An effective, empathic response has two components: recognizing
how the person is feeling and understanding the facts that cause
him or her to feel that way. Saying, “I understand how you feel” to
an angry person reflects an understanding of neither his/her
feelings nor the causal facts. But if you say, “I can see that you
are angry (recognizing feelings) about the changes they made to
the plan without consulting with you first (recognizing facts),” you
demonstrate that you recognize how the agent feels about the
situation and what caused the problem in the first place. Once the
other person knows that you have truly “heard” the message (fact
and feeling) he or she can more readily focus on the issue.
An important point is that Recognizing does not mean that you
agree with the emotional person; it simply means that you
recognize the emotion.
Examples:
●

“I really like the idea of doing the survey. Thanks, Chris.”

●

“Thank you, Thandi, that was a really useful overview of the
system.”

●

“I like your thinking, Nosipho.”

●

“ Wow, that must have been very frustrating for you, being faced
with no other options.”

●

“Great idea, Juan.”

●

“That must be frightening... I would be scared, too.”
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2.

Revealing
This skill/behaviour involves expressing your inner feelings,
rationale, motives and sharing more personal experiences showing an openness that helps to develop rapport and
encourages others to open up.

As with Recognizing, this

skill/behaviour is a good one for diffusing emotional or aggressive
behaviour. This is an important objection and resistance handling
skill.
Examples:
●

“My concern with this approach is that....”

●

“I get very worried when I hear that....”

●

“I would feel very vulnerable if we went into the meeting without
getting the priest’s agreement beforehand.”

●

3.

“I’m really excited about the prospect of....”

Disagreeing
This

skill/behaviour

involves

a

clear

and

unambiguous

statement of disagreement or difference of opinion.
In day-to-day interactions disagreeing is essential if you want to
ensure that others clearly understand your position on an issue.
Disagreeing is about the issue and not the person. It enables you
to be hard on the issue and soft on the person.
However as leaders we should use this behaviour only when
absolutely essential. In general we should rather explore what our
understanding of a situation is and recognize that either of our
positions may be “incorrect”.
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Handling Objections
In some cases it is possible to anticipate that certain objections
may arise. This is particularly true if you have spoken about the
subject on previous occasions, as you will have a good idea of the
most likely objections to be raised. If this is the case, you may
choose to ‘pre-handle’ them.
e.g. "One of the objections to this proposal which has been raised
in the past is... and we can overcome that particular problem by...”
This can be a useful way of overcoming one or two crucial
objections that you are almost sure will arise. However, it is a
technique to use sparingly as there is always the danger that you
will draw the group's attention to something that they hadn't
thought of.
Handling objections that you have not anticipated is a little more
difficult, but there are some important DO'S AND DON’TS that can
help you.

Don't
●

Don't jump in and kill the objection. The objector may feel put down
and you might make the group reluctant to raise important doubts.
You may have an easier time with the rest of your session, but you
may not get the commitment you need.

●

Don't try to bluff your way out. This seldom works and the rest of
your case may lose credibility.

Do
●

Listen carefully and politely.

●

Test your understanding of what has been said.

o

e.g. "Are you saying...?" or "Are you objecting to the
whole point I have made or just...?"

o
●

This will clarify what the person is objecting to.

Take time to think about your reply. If you feel that you cannot
answer, say so.
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●

Be honest in the reply you give. In most instances you are likely to
have a long-term relationship with some of the people in the group,
if you are not honest they will find out in time and this will undermine
your relationship.

●

It can also be useful to check out objections with the rest of the
group and also to seek out their ideas of how the objection raised
could be overcome.
o

e.g. "has anyone else experienced the same problem?"
and "Has anyone found a better way to this than I have
just outlined?". "How would someone else do that?".
"What do the others think

●

Explore the reasons for the objection (even if it is coming from just
one person) in order to surface the wisdom it contains.

●

In many instances other members of the group will answer the
objections for you and this can often be more persuasive than doing
it yourself. This technique of referring points back to the total group
can also be very useful if you are having to deal with just one
difficult person who is continually raising questions or objections.
Often you will find that they have little group support. In some
cases when they find they have little support from the rest of the
group this will be enough to keep them quiet. If you find that there
is a minority voice, offer to discuss the points with them later.

Handling Conflict
It is important to realize that disagreement may lead to conflict,
disagreement is not conflict.
Now and then you may find a conflict situation arising, either
between two group members or between you and one or two
members of the group. A view is:

Conflict is the consequence of unacceptable behaviour
between parties whose needs / interests differ.
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Types of Conflict
Using this definition of conflict as a base, it is possible for us to
"define" four different types of conflict.

Open Conflict
Open Conflict occurs when there is unacceptable behaviour
between parties whose needs / interests differ.

False Conflict
False Conflict occurs when there is unacceptable behaviour
between parties who share common needs / interests.
False conflict can very easily escalate into open conflict when the
unacceptable behaviour introduces or causes differing interests.
For example in a "friendly" argument it is quite possible for one or
more of the parties to develop a personal need / interest of "face
saving".

Latent Conflict
Latent Conflict occurs when there is acceptable behaviour
between parties whose needs / interests differ.
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Where there is latent conflict parties must work hard at behaving in
an acceptable manner.

Any unacceptable behaviour can very

easily escalate the situation into open conflict. A negotiation, by
definition, is a latent conflict situation.

No Conflict
No Conflict occurs when there is acceptable behaviour
between parties who share common needs / interests.

By focusing on applying the engaging skills you can avoid
disagreements becoming open conflict

We also need to create an atmosphere that encourages people to
listen actively and participate freely. People also listen more
actively to someone who is enthusiastic about their topic. You can
do this in a number of ways:
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Using non-verbals
This skill/behaviour involves using
facial expressions, postures and
gestures to give emphasis to
points made. Care must be taken
not to over-exaggerate.
Sitting while engaging reinforces
the fact that you are part of the
group and also an “individual”.

Appropriate humour
This skill/behaviour involves using
relevant jokes and asides to
release tension, give variety or to
raise the attention level of the
group.

Use

only

appropriate

humour and only use if you are
comfortable with it. Don’t tell jokes
to keep the group entertained.
Remember that nearly all jokes are
told at the expense of a group / individual so the best strategy is to
avoid them. Humour will tend to emerge from the group.

Pauses / Voice variation
This skill/behaviour involves varying the pitch, pace or intensity
of your voice to switch on your group to the fact that you are
making an important point. Using pauses also gives emphasis
and allows people time to think about what you have said.
Remember that your voice is not the only one in the room.

Linking content points
This involves linking back to content already covered and/or
points raised by the learners. Linking content points indicates to
individuals and groups that you have been listening to them.
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Exercise #3: How Well Do You Listen?
Read the statements below and rate yourself using the following scale:
Always = 4

Almost always = 3

Seldom = 2

Never = 1

Don’t know = 0

1.

I allow the other person to express himself or herself
without interrupting.

4

3

2

1

0

2.

I actively try to develop my ability to remember important
facts.

4

3

2

1

0

3.

I make notes of the most important details when listening
to someone.

4

3

2

1

0

4.

I read between the lines when interacting with someone
who uses hidden meanings.

4

3

2

1

0

5.

When making notes, I focus on recording the major facts
and key phrases.

4

3

2

1

0

6.

I ask questions to check that I have a clear understanding
of what the other person is saying.

4

3

2

1

0

7.

At the end of a discussion, I use my notes to summarize
what has been said and/or agreed upon.

4

3

2

1

0

8.

I avoid becoming negative or aggressive when the other
person’s views differ from my own.

4

3

2

1

0

9.

I ignore distractions when listening to others.

4

3

2

1

0

10.

I show interest in what the other person has to say.

4

3

2

1

0

Total Score: _______
Interpreting Your Score
32 - 40

You are an excellent listener.

27 - 31

You are an above average listener.

22 – 26

You are an average listener and need to consciously practice listening.

0 - 21

You really need to work on reducing the “seldom” and “never” responses.
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RECOGNISING SKILL EXERCISE
Read the following statements and determine if they reflect the effective or ineffective use of the
Recognizing skill/behaviour. Of those that you believe to be effective, circle the fact and the
feeling in the statement.
1.

“I know exactly how you must be feeling about this.”
Effective

2.

“Sorry that happened, but I am sure that you will be able to get back on track soon.”
Effective

3.

Ineffective

Ineffective

“You seem to be very disappointed that HO decided to go ahead with the new reporting
schedule.”
Effective

4.

Ineffective

“I gather your irritation with what is going on at the moment stems from the way the
Director of Marketing responded to your question this morning during the meeting.”
Effective

5.

Ineffective

“You sound very pleased with the results you are getting from the new sales drive and the
new review process you have instituted with your sales people.”
Effective

6.

Ineffective

“I can understand your disappointment with some of the decisions that have been made
lately about the budget for the first quarter.”
Effective

7.

“Your frustration is understandable, but it is time to move on.”
Effective

8.

Ineffective

Ineffective

“I know I feel equally frustrated by the Corrosive Products account decision.”
Effective

Ineffective

Page - 55

COACHING & FEEDBACK EXCELLENCE
CLEAR - Communicating for Results

Exploring
Generate ideas and suggestions on what and how to go
about something.
The best solutions to a problem are seldom the first ones thought
about. Exploring helps us to generate a number of possible ideas
/ alternatives and to look at various possible solutions before
agreeing on the most appropriate solution. In addition, exploring
ensures that we focus on the issue and not the individual.
Key skills are:

1. Inviting Proposals
2. Presenting Proposals
3. Developing Proposals

1.

Inviting Proposals
This skill/behaviour involves asking others to put forward their
ideas and suggestions on a possible course of action. Inviting
proposals is critical in the process of generating the maximum
number of ideas/alternatives and in looking at a range of possible
solutions. In addition, you place the responsibility / pressure for
action on the individual/group.
Every time you invite proposals, you involve the individual/group in
the process of deciding on their own action plan. This has several
benefits:
•

Since the individual is closer to the problem, very often he or
she has the best ideas for solutions.

•

The individual is more likely to commit to plans in which he or
she has had a part in developing. Just as you like to be
involved in decisions that affect you, the individual has a stake
in decisions that affect him or her.

•

Inviting proposals also enhances the individual’s self-esteem.
In terms of influence, this strategy is likely to elicit cooperation
and subsequent commitment to action plans.
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Examples:
●

“How should we go about implementing a more youth-focused
programme within the parish?”

●

“What ideas do you have to deal with the inconsistent attendance at
our project meetings?”

●

“So, what would you do about this problem?”

●

“I certainly have some ideas, but I’d like to hear from you first. What
would you do?”

2.

Presenting Proposals
Presenting proposals involves putting forward your own ideas
and suggestions on a possible course of action. Few of us
have a problem with presenting proposals! Remember that when
you present proposals you are not helping the individual!

Examples:
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3.

Developing Proposals
Developing proposals involves asking appropriate questions /
inviting

proposals which

encourage the modifying

or

extending of a proposal / option which has been put forward
by the individual. In this way we can avoid the possibility of
putting forward our own proposals or suggestions. Putting forward
our own proposals or suggestions may limit the individual’s desire
to think of proposals / options and may also be seen as rejecting
the proposal(s) of the individual.

Example:
“ How would you like to deal with this situation?”
“I think I need to have a meeting with Jack to discuss the
issues”
“ Ok .. How will you approach the subject?”

Page - 58

COACHING & FEEDBACK EXCELLENCE
CLEAR - Communicating for Results

Actioning
Reaching agreement on the best solution and tying
down the details.
Many a discussion is wasted because no action is taken.
Key skills are:

1. Evaluating options
2. Agreeing actions

1.

Evaluating options
Evaluating options involves considering all available options
and

having

the

individual

consider

the

viability

and

appropriateness of the option(s).
Asking “What if…?” (exploring consequence) questions encourage
the individual to think through the impact and appropriateness of
each option.

Examples:

2.

Agreeing action
Agreeing on action involves agreeing on the “what”, “how” and
“when” of the agreed upon solution. You must ensure that all
the details are tied down and that everyone is committed to the
action. Have the individual (s) / group summarise the actions.
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Reviewing
Reviewing the interaction and establishing follow-up.

1. Summarizing
2. Setting follow-up
3. Following-up
1.

Summarizing
This skill/behaviour involves restating in a compact form the
agreed upon action plan to ensure that there is no
misunderstanding about what, how, who or when.
Remember to have the individual / group summarize.

2.

Setting follow-up dates
This skill/behaviour involves agreeing on follow-up dates.
Follow-up dates indicate a shared commitment to implementation.
Adequate time must be given to ensure implementation success.
Examples:
“When should we review progress?” (Inviting Proposals)
“How about in one month’s time, say, on the 15th?” (Presenting
Proposals)
“That’s fine, but let’s update each other on a weekly basis.”

3.

Following - up
This

skill/behaviour

involves

actively

following

up

on

discussions at formally agreed to times / dates, and informal
follow up. Informal reviewing or follow-up shows interest and
commitment.

Informal follow-ups also provide opportunities to

coach for success.
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CLEAR Skills & the Learning Cycle
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Skills Recognition Exercise
Read the statements below and decide which category or categories of skill/behaviour best fits.
Then put a checkmark next to your selection(s).
1.

I can see that you’re very frustrated by the way that you have been treated.

Clarifying
Actioning
Reviewing
Listening and responding
2.

Let me check that I understand... are you saying that the whole deal could fall
through?

Actioning
Clarifying
Reviewing
Exploring

3.

Now that we have a shared view of the issue can I suggest that we move on to
exploring possible solutions? Are you happy to do that?

Reviewing
Clarifying
Actioning
Exploring

4.

And if we do what you suggest, what else could we include in the section?

Actioning
Clarifying
Exploring
Reviewing
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5.

You haven’t said anything, John. What are your thoughts on this matter?

Clarifying
Actioning
Exploring
Listening and responding

6.

I’m confused and not sure what the purpose is of our meeting. Can some one help
me?

Listening and responding
Actioning
Clarifying
Reviewing

7.

What do you think we can do about it?

Exploring
Actioning
Listening & Responding
Clarifying

8.

We have agreed that the first meeting of the project team will be at 9 a.m. on the
27th. I will chair the first meeting, and each department will decide on one
representative.

Reviewing
Clarifying
Exploring
Actioning
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9.

What could happen if the order system failed?

Exploring
Reviewing
Clarifying
Actioning

10.

What impact could it have on your relationship if you approached Sam in that way?

Listening and responding
Clarifying
Actioning
Reviewing

11.

Well, that wouldn’t be in line with our policy, so I don’t think that I can go along with
it.

Listening and responding
Clarifying
Reviewing
Actioning

12.

What is the current state of unemployment in your area?

Clarifying
Exploring
Actioning
Reviewing
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Answers: Skills Recognizing Exercise
1.

Listening and responding - Recognizing This statement clearly recognizes the feelings and
facts of an individual’s “emotions”.

2.

Clarifying – Checking understanding “Let me check that I understand” indicates the
skill/behaviour about to be used. “Are you saying that....” checks to ensure that what has been
said is understood.

3.

Clarifying – Making a procedural suggestion This statement provides a reason, suggestion
and seeks agreement on how a meeting could continue.

4.

Exploring – Developing a proposal This questions is aimed at developing an initial
proposal.

5.

Clarifying – Encouraging participation This statement asks a particular person, who has not
been taking part in the discussion, to give his opinion. It is designed to encourage participation

6.

Listening and responding – Revealing This statement indicates how the person is feeling
and does not blame anyone for the lack of purpose.

7.

Exploring – Inviting proposals This statement asks others to contribute their ideas.

8.

Reviewing - Summarising This statement summarizes the key points of agreement.

9.

Clarifying – Asking appropriate questions This statement asks for clarity on a situation.

10. Actioning – Evaluating options This statement encourages the other person to reflect on
the possible consequences of a proposed solution / action.
11. Listening & Responding – Disagreeing This statement states the reason for the
disagreement first.
12. Clarifying – Asking appropriate questions This is an open question to establish clarification.
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CLARIFYING
•
•
•
•
•
•
•
•
•
•

Asking questions
Explaining why / giving examples
Establishing purpose
Confirming commitment
Agreeing structure & process
Indicating transition
Making procedural suggestions
Checking understanding
Summarizing
Encouraging participation

LISTENING & RESPONDING

REVIEWING

•
•
•

•
•
•

Recognizing
Revealing
Disagreeing

Summarizing
Setting follow-up
Following up

EXPLORING

ACTIONING

•
•
•

•
•

Inviting proposals
Developing proposals
Presenting proposals

Evaluating options
Agreeing action
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The CLEAR Core Process
The CLEAR core process is a five-stage plan for conducting
discussions. These stages are:

For most of us 65% to 85% percent of our time is spent interacting
with others. No doubt your monthly calendar is full of meetings
with individuals and groups.

One thing is very clear - these

interactions and discussions, whether formal or informal, planned
or ad hoc, individual or group, form the basis of your job.
In these discussions, you must serve not only as the essential link
between strategy and action - what you plan to do and what you
actually accomplish - but also as a catalyst to:
•

Moving

individuals/team

members

toward

achieving

expectations.
•

Successfully launching new products and initiatives.

•

Providing quality and service to internal and external
customers.

•

Leading performance in a “non-authority” environment.
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•

Coaching and developing the skills of individuals/team
members so that they can act independently and assume
ownership of their role.

Your effectiveness depends on the successful outcomes of all
your interactions - no easy task by any stretch of the imagination!!
Since much of your work centres around work-related discussions,
learning to be a more effective discussion leader in a “nonauthority” environment is a crucial skill. The CLEAR core
process can help you understand your objectives in the discussion
and can be used to contribute to the successful outcome for the
planned interaction.
Entries to your calendar don’t “just happen” - you plan them. You
set up meetings with individuals/team members or groups with a
particular goal in mind. That basic planning principle should apply
to your discussions as well. When you decide to meet with an
individual/team member, you need to ask, “What is my objective
for this discussion and what do I want the outcome to be?” If you
don’t have a clearly stated objective for the discussion, then you
will never know if you have achieved what you wanted to achieve
in the first place!
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1.

Clarifying the situation

Have you ever come away from an individual/team
interaction knowing that from the inception it did not go
well? You can eliminate these questions and doubts and
set the stage for a productive interaction by ensuring that
you clarify what the “real” issues are upfront, getting “buyin” for the need for solutions/change and agreeing very
clearly the desired purpose. Clarifying the purpose with an
individual/team effectively identifies the focus of the
discussion.
During this stage all the relevant facts about the current
situation/issue are explored, thus laying the foundation
for developing action plans and solutions to the problem.
Asking appropriate open questions is key to establishing a
clear understanding of the current situation.
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2.

Listen & responding

Every interaction we have is an opportunity to build rapport and
trust in our teams. Proactive listening is about asking questions,
checking understanding and responding appropriately. Using the
behaviours of Recognising and Revealing helps to reduce the
potential impact of “rank”.
If an individual approaches you for advice/help they may be
concerned that they are demonstrating a lack of competence.
Revealing your own similar experiences and recognising their
concerns will assist in reducing this concern and encourage them
to seek advice/assistance in future.
Remember that every interaction is an opportunity for all to learn
so we need to create an initial condition which encourages
learning.
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3.

Explore and develop options

During the crucial Exploring stage, Inviting Proposals and
Developing Proposals are very effective strategies for making
decisions and for getting commitment to the proposed action plan.
These two skills/behaviours “force” the individual/team member to
think about the problems and possible solutions, thus playing a
crucial role in keeping the action where it belongs - with the
individual/team member.
If you elect not to use these skills and instead propose solutions,
you risk falling into the “presenting proposals trap” where the ideas
are yours and not the individual/team members. The consequence
of this skill/behavioural strategy is that the individual /team
member can quite justifiably refer to “your plan.” If it backfires for
some reason, a quick individual/team member’s response could
be “but you told me to do it that way!”
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4.

Agreeing action & next steps

Have you ever walked out of an interaction thinking that the
individuals/team members homed in on a solution too quickly
without really considering other proposals on the table? That is
the focus of this stage. During this stage you and the individual
/team members test all possible approaches to a problem against
your individual and group experience in order to arrive at the best
solution. You can do this by evaluating options.
You need to ensure that all angles are considered prior to making
a decision. Draw on individual/ team experiences and your own
insights as to what works before a final decision is made. If there
is only one solution on the table, ask yourself, “Is this strategically
sound?”
We sometimes assume that decisions will get implemented
without exploring how the implementation should be done. We
need to get clarify and confirm who is going to do what and how
they are going to go about it (Develop proposals). Remember
that the individuals should state what actions are going to be
taken. It is no use you stating what actions they are going to take!
(Agreeing action)
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5.

Review & close

The Reviewing stage involves the effective closure of the
interaction.

It also provides a golden opportunity to recognize

individuals and to underscore your individual’s/team’s sense of
partnership. To help build relationships, express confidence and
support in the individual/team member’s ability to carry out the
plans/agreements.
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CLEAR Process – Interactive Guidelines
My objective for the discussion is to:

Appropriate approach to this interaction:

Clarify the situation

Listen and respond

Explore and develop options

Agree on actions and next steps

Review and close

•

Set the climate for the interaction.

•

Actively listen to others.

•

Explore solutions with group

•

Evaluate options

•

Summarize the main points.

•

Confirm commitment / desire for

•

Recognize concerns.

•

Encourage creativity. The more

•

Explore consequences to develop

•

Set follow-up dates if appropriate.

a solution.

•

Generate interest.

ideas we can generate and more

value-add for solution(s).

•

Show your appreciation of the

Agree on an “agenda” or process

•

Link to experiences.

creative we can be in find the most

that will be followed during the

•

Explore current/potential

•

interaction.
•

problems.

•

•

•

•

•

Summarize benefits of possible

group’s support and commitment to

solution.

action.

Ask for commitment for action.

solutions jointly for commitment.

Have the coachee state what

Present solutions which link to

action will be taken.
•

Tie down details. Many an

Evaluate options focusing on

agreement fails during

benefits.

implementation because these

understanding of situation.

•

Avoid features & advantages.

details are not confirmed.

Confirm understanding of current

•

Describe benefits and emphasize

If appropriate state your

situation.
•

Explore options to develop

confirmed needs.

Check your understanding of the
situation.

•

appropriate solution.
•

Ask questions to understand
situation.

•

•

Confirm monitoring process.

value-add.

Ensure that all involved understand
the purpose of the interaction.

Agreeing agenda / process
Asking appropriate questions
Checking understanding
Summarizing
Making procedural suggestions
Explaining why/giving examples
Confirming commitment

Asking appropriate questions
Checking understanding
Summarizing
Indicate transition
Explaining why/giving examples
Establishing purpose

Inviting proposals
Presenting proposals
Developing proposals
Asking appropriate questions
Checking understanding
Summarizing
Indicate transition
Making procedural suggestions

Evaluating options
Agreeing action
Summarizing
Checking understanding
Developing proposals
Making procedural suggestions

Summarizing
Setting follow-up dates

Use appropriately throughout: Recognizing & Revealing
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Preparation for an Interaction
Clarify the situation
What is the title of the meeting / stated issue?

What open question do I need to ask to establish the context for the meeting or clarify the “real”
issue?

If appropriate, what examples can I provide to establish the context for the meeting?

If you have asked for the meeting what is the likely purpose of the interaction in outcomes terms?

What is a likely “agenda” or process to be followed during the interaction?

How much time will we have?

How will I clarify what my role will be during this interaction?
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Listen and respond
What concerns could the other person(s) (feelings and facts) have?

What common ground do we have here?

What are the likely needs/interests of the other person?

Explore and develop options
How will I encourage the other person or group to come up with their own ideas / solutions? How
will I avoid pushing my own solutions / ideas?

If appropriate, what solution(s) / proposal(s) will I present?

Are there any solutions that should be avoided?
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Interaction Review
Date:

_______________

Situation:

__________________________________________________________

Clarify the situation

YES

NO

YES

NO

YES

NO

Set the climate for the interaction.
Ensured that all involved understood the purpose of the interaction.
Agreed on an “agenda” or process to be followed during the interaction.
Confirmed that I would be asking questions.
Asked appropriate (open) questions to understand the current situation.
Checked my understanding of the situation and or others contribution.
Confirmed understanding of current situation.
Summarised key points.

Listen and respond
Actively listened.
Recognized the concerns of other person(s) (feelings and facts)
Asked questions to uncover the needs/interests of the other person / group.
Confirmed desire to achieve agreed purpose

Explore and develop options
Invited proposals from the other person / group.
Explored solutions with the other person / group
Avoided presenting solutions.
Encouraged creativity and generated more than one alternative.
Asked appropriate questions to develop proposals.
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Agree on actions and next steps

YES

NO

YES

NO

Evaluated options by exploring consequences.
Summarized benefits of solution.
Asked for commitment to implementation or next step action.
Tied down the details. Had the individual(s) state their intended actions.
Confirmed monitoring process.

Review and close
Summarized the main points.
Set follow-up dates.
Expressed my appreciation of the other person’s / group’s support and
commitment to action.

Which of the CLEAR skills & behaviours did I use most effectively, and why?
Clarifying

Listening & Responding

Exploring

Actioning

Review
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Personal Reflections
Strengths

Opportunities
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Introduction to Coaching
As leaders and facilitators
individuals who ask for
our help and guidance on
how to handle a new or
difficult task or situation
often approach us. When
this occurs, many of us feel flattered and use the opportunity to
impress the person with our skill and experience by offering an
immediate solution to the situation.
This response to a request for help does nothing else than stroke
our own ego (see how clever I am!) and bruises the other person's
ego (and you are not!). By giving the other person your solution,
you have lost the opportunity of helping and guiding them to
finding their own solution to the situation.

It makes people

dependent upon us and robs them of the chance to find their own
solutions, thereby learning and growing.
What people want when they ask for advice is someone who will
listen, and then help them to think through what they can do and
how to go about it and finally to confirm that the actions they are
planning to take do make sense. What they are looking for is a
"coach".
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Coaching Defined
Coach

n Private tutor; instructor of athletic team etc. v.
Tutor, Train, (pupil for examination, crew for race);
give hints to, prime with facts.
(The Concise Oxford Dictionary)

Coaching

the process of encouraging the individual to
improve both job skills and knowledge.
(Training and Development Handbook)

Coaching
Assisting individuals or a team in their development as
they work towards achieving agreed outcomes. It
involves providing guidance and direction, and working
with them on how they can go about achieving certain
objective or developing a skill.

Coaching is a high involvement
process that can change according
to the individual’s experience and
skill levels.

Some individuals may

need only minimal guidance and
checking for their understanding of
the objectives; others may need a lot of support and instruction
from you until they have gained confidence.

Coaching is unlocking people’s potential to
maximize their own performance.
Timothy Gallwey
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Mentoring vs. Coaching
Mentoring
● Sounding board
●

Advisor / guide

●

Inspirer / visionary

●

Developer

●

Role model

●

Knowledge broker

●

Sponsor

●

Communicator

●

Host / friend / sharer

●

Challenger

●

Advocate

It’s about
●

Management

●

Producing above average results through the use and
application resources, systems and processes

●

It’s within company wisdom

Nature of relationship
●

Experiential power (Rank)

●

Power difference is:
•

Expert to learner

•

“Senior” to “junior”

Quality of relationship
●

Developed through expert guidance – what to do, where to go
etc.

●

Can be one to one or one to many

●

Is documented

Focus is on
●
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●

Organisational history and stories

●

Internal “politics”

●

Environmental knowledge

Coaching
Personal growth and development through insights, improved
personal mastery and self correction.
It’s about
●

Leadership

●

Producing above average results through envisioning the
future and inspiring people to get there

Nature of relationship
●

No real power (Rank) difference

●

Provides more questions than answers

Quality of relationship
●

Self development through insights, best practice and self
awareness/mastery

●

Normally one to one

●

Confidential

Focus is on
●

Enabling new distinctions and interpretations

●

Self correcting capacity

●

Self generating solutions

●

Long term performance / continuous learning
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Levels of Coaching

Position

LEVEL

PERSONAL MASTERY

External

Executive Coach

High

External

Life Coach

High

Non-line
Mentor
Internal Consultant / Facilitator

Manager
Team Leader
Peer

Notes:

]
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Medium / High
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The Effective Coach
Think of an effective coach that you
have worked with.
have

been

He or she may

your

sports

coach,

manager or a colleague at work who
helped you to work through a difficult
problem.

What

qualities

/

characteristics did this coach have?
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The Characteristics of the Effective Coach
Characteristics of the effective Coach include:
Supportive and encouraging - Provides ongoing support
and recognition of the efforts of individuals and teams.
Encourages them to use their initiative.
Empathetic listener - Actively listens to and shows
understanding for other peoples’ feelings. Remember that
listening is active while hearing is passive!
Action/goal orientated - Focuses on the problem in a
joint problem-solving
manner.

Relates

required actions and
results

back

to

agreed expectations.
Knowledgeable

-

Has a sound understanding of the methods and
procedures required by individuals to perform effectively.
Uses this knowledge to help them to develop their own
knowledge base. This does not mean that the coach must
have an in-depth understanding of the issue that requires
coaching!
Patient - Willing to spend the necessary time with
individuals to ensure that they have a clear understanding
of what must be done and that they have a clear action
plan.
Strives for clarity - Asks appropriate questions to assist
individuals to gain a clear understanding of the issue and
possible courses of action.
Role Model - Effectively models the skills and behaviours
expected of individuals.
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Rate Yourself
Using the following scale rate yourself:
(1) Show little or none of this characteristic

(5) Show this characteristic at all times

Supportive and Encouraging
1

2

3

4

5

2

3

4

5

2

3

4

5

1

2

3

4

5

1

2

3

4

5

2

3

4

5

Empathetic Listener
1

Action/Goal Orientated
1

Knowledgeable

Patient

Role Model
1
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Benefits of Coaching
Benefits for the Coach
■

Ensures that the individual has success experiences

■

Keeps individuals on track in a non-threatening way

■

Individuals learn to come to you with possible solutions and
not problems

■

Responsibility of task/action (- the monkey ) remains with the
individual

■

Builds good interpersonal relationships

■

Saves time in the long run

■

Improves quality

Benefits for the Individual
■

Ensures a success experience

■

Builds on strengths and develops new skills and knowledge

■

Increases confidence to handle difficult issues and tasks

■

Develops the skills required to perform at higher levels in an
organization
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■
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Coaching Opportunities
When do we Coach

Be constantly alert for opportunities to coach and develop people,
as individuals may not always approach you. A key skill for a
facilitator is the effective coaching of individuals and groups in the
learning

environment,

committees/task teams.

on

the

job,

on

projects

and

in

In the space below draw up a list of

possible coaching opportunities you could encounter in your dayto-day interactions.
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There are two main opportunities for
coaching:

Proactive Coaching
■

Proactive coaching is what you do
before the individual attempts a
task or assignment, so that you can guide the individual to be
successful. This would include someone who comes to you of
his or her own accord prior to starting a new task or
assignment. As a facilitator this would include coaching
individuals prior to a skill practice or task.

■

Coaching that you do prior to a person attempting an
assignment shows that you care about the person and want
them to succeed. It helps allay anxiety and points the person
in the right direction from the very beginning. Because you
have coached the person before they face a new challenge,
you have provided them with an experience that builds their
confidence and capacity for effective action.

■

Proactive coaching also includes coaching after an experience
to achieve continuous learning and form a basis for similar
tasks and future assignments. Proactive coaching may follow
instances of reactive coaching!

Reactive Coaching
■

Reactive coaching is what takes
place

after

individuals

have

attempted tasks or assignments
that have not gone as well as they
or you would have liked or where
they have got stuck, so they can
overcome the challenges being experienced and improve their
performance the next time.
■

Reactive coaching can also be initiated by you as part of your
day-to-day function of ensuring that people are performing at
acceptable levels.
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Below are listed some of the situations in which you could have an
opportunity to coach. Study the list. Do you agree that they all
represent coaching opportunities? If no, why? Are there any other
situations that you can think of?

●

Setting work expectations

●

Reviewing progress

●

Giving advice

●

Giving feedback

●

Maintaining / exceeding acceptable performance

●

Following up on previous discussions

●

Formal disciplinary action

●

Delegating

Coaching focuses on future possibilities, not
past mistakes
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Coaching Skills – CLEAR Application
Establish purpose
In coaching it is important to confirm that there is the need / desire
to explore possible actions/solutions. It is also important to ensure
that there is a clear and shared understanding of what the real
issue(s) is before confirming the purpose. The purpose should
be outcomes based – what specific outcome is required from the
coaching session?

Agreeing structure / process
Agreeing a simple process for the coaching session helps you to:
●

Ensure that you have adequate time for the interaction.

●

Position your role as assisting the coachee to come up with
his or her own solutions and not to expect to get solutions
from you.

●

Ensure that there is clarity with regards the real issue before
exploring solutions.

●

Keep the discussion on track.

Inviting Proposals vs. Presenting Proposals
Few of us have a problem with presenting proposals! Remember
that when you present proposals you are not helping the
individual! Also remember not to agree with the first solution no
matter how it fits with your idea of a solution.

It may be harder to give up instructing/telling than
it is to learn to coach!

Evaluating options
Asking “What if…?” (Exploring consequence) questions encourage
the individual to think through the impact and appropriateness of
each option. This is where your experience can help. You may see
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possible “problems” with a suggested solution. Evaluating options
helps the coachee recognise these “problems” for themselves.

Agreeing action
You must ensure that all the details are tied down and that
everyone is committed to the action. The agreed actions should
come from the coachee. You can simply ask -”So what actions
are you going to be taking?”

Setting follow-up dates
Setting a follow-up dates indicates a shared commitment to
implementation. The follow-up interaction is an opportunity for the
coachee to provide feedback on the implementation of the agreed
actions and for additional coaching if necessary. Adequate time
must be given to ensure implementation success.
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Example Questions

Clarify the situation
Current Reality
When did this situation start?
Why do you think this happens?
What changes were there at that time?
Can you give me a specific example?
Can you be more specific?
Describe a recent situation when this happened:
•

What was the situation?

•

How did the individual behave?

•

What was the outcome?

What is happening at the moment?
How do you know that this is accurate?
When does this happen?
How often does this happen? Be precise if possible,
What effect does this have?
What other factors are relevant?
Who else is relevant?
What is their perception of the situation?
What have you tried so far?
You say that you have tried. What specifically have you tried?

Establishing Purpose
What is it you would like to discuss?
What would you like to achieve?
What would you like from (to achieve in) this session?
What would need to happen for you to walk away feeling that this time was well spent?
What would you like to do differently when you leave this session?
What would you like to happen that is not happening now or what would you like not to happen that
is happening now?
What outcome would you like from this session/discussion/ interaction?
Can we do that in the time we have available?
Will that be of real value to you?
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Explore and develop options
Inviting proposals
How can you address this issue?
What suggestions do you have?
What other suggestions do you have?
What could you do to change the situation?
What alternatives are there to that approach?
Tell me what possibilities for action you see.
What approach/actions have you seen used: or used yourself, in similar circumstances?
Who might be able to help?

Developing Proposals
When you meet with him how will you raise the issue?
When will you meet with them?
How will you deal with………. Should it happen?
How will you monitor your progress?

Evaluating options
How do you think he/she/they would react to that approach?
What would the consequences be if you did that?
Which options do you like the most?
What are the benefits and pitfalls of these options?
Which options are of interest to you?
How will that positively impact on the situation?
What might get in the way?

Agree actions and next steps
Agreeing action
What actions will you be taking?
Please summarise you next step actions.
What are the needed steps?
Precisely when will you take them?
What is the first thing you are going to do?

Review and close
Reviewing
When would be a good time for us to meet and review your progress?
Can you suggest a good time to meet to review progress?
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Additional Notes - CLEAR Skills - Coaching for Success
Clarifying

Listening & Responding

Exploring

Actioning

Reviewing
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CLEAR Skills and Continuous Learning
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CLEAR process – Coaching for Success
My objective for the discussion is to:

Appropriate approach to this interaction:

Clarify the situation

Listen and respond

Explore and develop options

Agree on actions and next steps

•

Set the climate for the interaction.

•

Actively listen to others.

•

Invite proposals from the coachee

•

Agree on an “agenda” or process

•

Recognize concerns.

•

Avoid presenting proposals

that will be followed during the

•

Reveal as appropriate

•

Encourage creativity by

•

Ask for commitment for action.

interaction.

•

Link to experiences.

developing proposals. The more

•

Tie down details. Many an

Establish your role during this

•

Confirm desire for a solution.

ideas we can generate and more

agreement fails during

interaction

•

Summarize your understanding of

creative we can be in find the most

implementation because these

•
•

Ask questions to understand
situation.

•

appropriate solution.

the situation.
•

Re-confirm the purpose.

•

Avoid presenting proposals

Evaluate options using “what if..

•

Summarize the main points.

“consequence questions.

•

Set follow-up dates if appropriate.

details are not confirmed.
•

Have coachee summarise their
agreed actions

Check your understanding of the
•

situation.
•

•

Review and close

Confirm monitoring process.

Confirm understanding of current
situation.

•

Establish with the coachee what
they want the purpose to be.

Agreeing agenda / process
Asking appropriate questions
Checking understanding
Summarizing
Making procedural suggestions
Establishing purpose

Asking appropriate questions
Checking understanding
Summarizing
Confirming commitment
Indicate transition
Explaining why/giving examples

Inviting proposals
Presenting proposals
Developing proposals
Asking appropriate questions
Checking understanding
Summarizing
Indicate transition

Evaluating options
Agreeing action
Summarizing
Making procedural suggestions
Checking understanding

Summarizing
Setting follow-up dates

Use appropriately throughout: Recognizing & Revealing
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Preparation for an Interaction
Clarify the situation
What is the title of the meeting / stated issue?

What open question do I need to ask to establish the context for the meeting or clarify the “real”
issue?

If appropriate, what examples can I provide to establish the context for the meeting?

If you have asked for the meeting what is the likely purpose of the interaction in outcomes terms?

What is a likely “agenda” or process to be followed during the interaction?

How much time will we have?

How will I clarify what my role will be during this interaction?
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Listen and respond
What concerns could the other person(s) (feelings and facts) have?

What common ground do we have here?

What are the likely needs/interests of the other person?

Explore and develop options
How will I encourage the other person or group to come up with their own ideas / solutions? How
will I avoid pushing my own solutions / ideas?

If appropriate, what solution(s) / proposal(s) will I present?

Are there any solutions that should be avoided?
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Interaction Review
Date:

_______________

Situation:

__________________________________________________________

Clarify the situation

YES

NO

YES

NO

YES

NO

Set the climate for the interaction.
Ensured that all involved understood the purpose of the interaction.
Agreed on an “agenda” or process to be followed during the interaction.
Confirmed that I would be asking questions.
Asked appropriate (open) questions to understand the current situation.
Checked my understanding of the situation and or others contribution.
Confirmed understanding of current situation.
Summarised key points.

Listen and respond
Actively listened.
Recognized the concerns of other person(s) (feelings and facts)
Asked questions to uncover the needs/interests of the other person / group.
Confirmed desire to achieve agreed purpose

Explore and develop options
Invited proposals from the other person / group.
Explored solutions with the other person / group
Avoided presenting solutions.
Encouraged creativity and generated more than one alternative.
Asked appropriate questions to develop proposals.
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Agree on actions and next steps

YES

NO

YES

NO

Evaluated options by exploring consequences.
Summarized benefits of solution.
Asked for commitment to implementation or next step action.
Tied down the details. Had the individual(s) state their intended actions.
Confirmed monitoring process.

Review and close
Summarized the main points.
Set follow-up dates.
Expressed my appreciation of the other person’s / group’s support and
commitment to action.

Which of the CLEAR skills & behaviours did I use most effectively, and why?
Clarifying

Listening & Responding

Exploring

Actioning

Review
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Personal Reflections
Strengths

Opportunities
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RESOURCE GUIDE

FEEDBACK FOR GROWTH

COACHING & FEEDBACK EXCELLENCE
Feedback for Growth

Giving Feedback Defined
Feedback

Modification or control of a process or system by

its results or effects, esp. by difference between desired and
actual results. (The Concise Oxford Dictionary)

Feedback

~

process

by

which

you

communicate to a person how she/he is doing
against

specific

objectives

and

performance

standards (including acceptable behaviour).

Effective feedback answers the question that most individuals
want answered - "How am I doing?” When you provide feedback
to individuals, you tell them either that they are performing
effectively or that they need to improve.

You provide specific

examples that illustrate what they did well, or not so well, and why.
You base your feedback on specific behavioural examples that will
support your feedback. If you don't have concrete information and
examples, don't give feedback!

Remember
The purpose of the feedback is developmental.

It tells

individuals what they should be focusing on doing or not doing. It
allows people to change course and correct themselves before it is
too late.

The result should be continuous improvement.

Feedback is not punitive and you should be doing everything in
your power to ensure that the individual does not perceive it as
such.

We need to create a feedback culture in which
feedback is not seen as either “positive” nor
“negative” but as developmental!
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Effective Feedback
Developmental Feedback

Ineffective Feedback

•

Focuses on improvements and builds trust,

•

Blames and creates defensiveness

relationship and co-operation

•

De-motivates and does not improve skill

•

Improves skill

•

Undermines confidence and self-esteem

•

Improves confidence in ability and potential

•

Leaves the person guessing

•

Clarifies where the person stands, the effect

•

Leaves the person feeling judged

of what they are doing and why this effect
matters and what they need to do about it
•

Leaves the person feeling empowered to
act

Effective feedback is:

•

Based on agreed and understood expectations/
criteria

•

Specific

•

Accurate

•

Relevant

•

Balanced

•

Explores/gives alternatives

•

Timely

Based on agreed and understood expectations / criteria
To handle feedback effectively,
base the discussion on agreed
performance (what has to be
achieved) and behaviour (how it
has to be achieved). Feedback
is

most

useful

when

seen

against a previous discussion
where these criteria were agreed upon - for example a task
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expectation discussion or agreed actions Clear goals and activities
are essential to good feedback discussions.

Examples:

Specific Feedback
Look at the following common feedback examples:
-

"This is great Moses, keep it up"

-

"You need to put some more work into this"

-

"A good solution, Mary, well done!"

What is wrong with them? While examples one and three may go
part of the way towards maintaining and/or enhancing the self
esteem of the individuals, effective
feedback

must

be

specific

in

describing what the individual did and
why

it

was

effective/ineffective,

acceptable/unacceptable. Think of an
example of specific feedback you need
to give to someone, recording it below:
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Accurate Feedback
Before giving feedback, ensure that it is accurate. This means
checking your sources and ensuring that they are unbiased and
based on fact, not hearsay.

It is no good giving very specific

feedback "All of your variances are outside the limits", when only
two of the variances are outside the limits. List some negative
consequences of inaccurate feedback:

Relevant Feedback
Keep your feedback focused on the agreed performance and
behaviour areas.

For feedback to have any meaningful and

developmental use it must be relevant to the way that the
individual should be doing and/or how the individual should be
doing it. Giving feedback to individuals about the way they dress, if
this has nothing to do with agreed standards of performance
and/or behaviour, is an example of irrelevant feedback.
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Balanced Feedback
What would happen if you were only given “negative” feedback or
only told when you were doing things wrong? Most of us would
get discouraged very quickly if this happened. We would get the
feeling that nothing we did was
ever good enough, and what
does this do to morale and
ultimately performance?
Whenever possible, mix “positive”
and

encouraging

feedback

throughout your feedback session. Too much “negative” feedback
can make people defensive and unwilling to listen to you, or tell
you about their problems.
If you give all the "good news" first and keep your “negatives” until
last, individuals may feel that you have just been setting them up
for the fall.

They are left with feelings of disappointment and

failure.
If you give all the "bad news" first, and save the “positive”
feedback until last, individuals may be so disheartened by all the
“negatives” that they do not even hear the “positive” feedback.

Explore / Give Alternatives

It

is

not

individuals

enough
what

to

they

tell
have

done wrong. Often they will not
know what to do to improve
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their performance. If someone has not performed, there needs to
be some kind of action plan for what they could do to improve; an
alternative course of action that they could try out.
The most powerful plan is one drawn from the person themselves,
but sometimes individuals really won't know what to do to improve
and will need suggestions/ideas from you. Remember, coaching
is an alternative to giving an opinion.

Timely
You need to provide feedback as soon after an event as possible.
Feedback given today on something that happened today has
much more relevance and power than feedback given tomorrow or
the next day. Feedback is most useful when the information/event
that you are referring to is still fresh in the individual’s mind.
Where it is impossible to give the feedback straight away you need
to keep a written record of the facts. This will help you to recall the
details that you need to provide.
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EXERCISE – EFFECTIVE FEEDBACK?

Situation 1:
Jack. You did very well on your assignment this time. It is much
improved over the last one.
EFFECTIVE?_______________
INEFFECTIVE?______________
WHY?

Situation 2:
Jill, the assignment for decision-making was not effectively done.
You were supposed to write up a decision each day, showing how
you used the five steps.

I see that you only wrote up two

decisions in full and another one where you only wrote down the
objective and your decision.

It is very important for this

programme that you complete all the assignments in full so that I
can see that you are applying your skills. What happened? What
do you think you can do now to catch up?
EFFECTIVE?_______________
INEFFECTIVE?______________
WHY?
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Situation 3:
Tom, the problem that you have chosen for your assignment on
problem solving really is not the right one. I don't think that it is
important or difficult enough to work with. You obviously have not
given this enough thought; maybe you did not understand the
trainer?

I think that you should go away and think about this

carefully and come back again when you have a problem that is
suitable.
EFFECTIVE?_______________
INEFFECTIVE?______________
WHY?

Situation 4:
Jerry, this assignment is going really well, I can see that you are
putting a lot of effort into it. You have filled in lots of information
about your employees and it looks very neat indeed. I like the way
that you have written a whole page on each of your people. It
shows that you are doing it properly. Keep up the good work and
come and see me when you have finished them all.
EFFECTIVE?_______________
INEFFECTIVE?______________
WHY?
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CLEAR Skills – Feedback for Growth
Clarifying

Listening & Responding

Exploring

Actioning

Reviewing
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CLEAR process – Feedback for Growth
My objective for the discussion is to:

Appropriate approach to this interaction:

Clarify the situation

Listen and respond

Explore and develop options

•

Set the climate for the interaction.

•

Actively listen to others.

•

Ensure that all involved understand

•

Recognize concerns.

the purpose of the interaction.

•

Reveal as appropriate

Encourage creativity by

•

Ask for commitment for action.

Agree on an “agenda” or process

•

Link to experiences.

developing proposals. The more

•

Tie down details. Many an

that will be followed during the

•

Confirm desire for a solution.

ideas we can generate and more

agreement fails during

interaction.

•

Summarize your understanding of

creative we can be in find the most

implementation because these

•

•

Establish your role during this
interaction

•

•

Agree on actions and next steps

Re-confirm the purpose.

•

person
•

appropriate solution.

the situation.
•

Invite proposals from other

•

Avoid presenting proposals

Review and close

Evaluate options using “what if..

•

Summarize the main points.

“consequence questions.

•

Set follow-up dates if appropriate.

details are not confirmed.
•

Confirm monitoring process.

Ask questions to understand
situation.

•

Check your understanding of the
situation.

•

Confirm understanding of current
situation.

Agreeing agenda / process
Asking appropriate questions
Checking understanding
Summarizing
Making procedural suggestions
Establishing purpose

Asking appropriate questions
Checking understanding
Summarizing
Confirming commitment
Indicate transition
Explaining why/giving examples

Inviting proposals
Presenting proposals
Developing proposals
Asking appropriate questions
Checking understanding
Summarizing
Indicate transition

Evaluating options
Agreeing action
Summarizing
Making procedural suggestions
Checking understanding

Summarizing
Setting follow-up dates

Use appropriately throughout: Recognizing & Revealing
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Personal Reflections
Strengths

Opportunities

Page - 137

PERFORMANCE LEADERSHIP
Feedback for Growth

Page - 138

CLEAR Interactive Skills

Module: ____________________________________________

Name: ______________________________________________ Date: ___________________ Time: __________________

Clarifying
asking questions
establishing purpose
agreeing structure/process
confirming commitment
making procedural suggestions
indicating / confirming transition
explaining why/giving examples
summarizing
checking understanding
encouraging participation

Listening & Responding
recognizing
revealing
disagreeing

Exploring
inviting proposals
developing proposals
presenting proposals

Actioning
evaluating options
agreeing action

Reviewing
summarizing
setting follow-up
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DEVELOPMENT CONTRACTS
Name:_______________________ Location:________________________________

My Development Area
The specific area I want to develop:

My Objective
My broad objective / what I would like to achieve:

My Milestones
My milestones / specific targets by which I will measure my improvement:

My Problems
Possible barriers, resistance etc. I may encounter:

My Solutions
My solutions to avoid or deal with these problems:
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My Activities

My list of sequenced steps to bring about the desired change:

By when
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My Resources Requirements
People, time, materials, equipment, money etc. I will need:

My Benefits
This is the added value I will achieve:

My Commitment
This is my personal commitment to myself that I will carry out this Action Plan. I will modify the plan as
may be needed
Signed:__________________________
Dated: __________________________

Process Reviews

Dates:
1._______________

2.________________

3._______________

4.________________
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