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Program Overview 
Objectives 
At the completion of this coaching program you will be able to: 

! Describe, in some detail, your goals in relation to Standards 6.3.4, 6.4.4, 7.1.4, and 
7.2.4; 

! Describe, based on evidence, your current reality in relation to your goals and their 
achievement; 

! Reflect on the meaning of the evidence in relation to your goals; 
! Explain the options available and apply a method to choosing the most appropriate 

option for your circumstances; and 
! Give details of your plan through which to achieve your goals for Standards 6.3.4, 

6.4.4, 7.1.4, and 7.2.4. 
! Demonstrate the completion of 18 hours of accredited professional development. 

Coaching Focus 

The focus of this program is teachers in leadership roles seeking to implement: 

Standard 6.3.4: Implement professional dialogue within the school or professional learning 
networks that is informed by feedback, analysis of current research and practice to improve 
educational outcomes for students.  

Standard 6.4.4: Advocate for, participate in and lead strategies to support high-quality 
professional learning opportunities for colleagues that focus on improving student learning;  

Standard 7.1.4: Model exemplary ethical behaviour and exercise informed judgements in all 
professional dealings with students, colleagues and the community; and  

Standard 7.2.4: Initiate, develop and implement relevant policies and processes to support 
colleagues’ compliance with and understanding of existing and new legislation, administrative, 
organisational and professional responsibilities. 

What is Coaching for Teachers 

The Australia Standard for Coaching in Organisations (2011) defines coaching as follows:  
 
Coaching is as a collaborative endeavour between a coach and a coachee (an individual or 
group) for the purpose of enhancing the life experience, skills, performance, capacities or 
wellbeing of the coachee. This is achieved through the systematic application of theory and 
practice to facilitate the attainment of the coachee‘s goals in the coachee‘s context.  

Coaching for teachers is a process that helps the participant (here called the coachee) to more 
effectively achieve the Standard Descriptors as set out in the Australian Professional 
Standards for Teachers.  

The coach uses dialogue and discussion to assist, support and encourage the coachee to 
access answers to key questions that will reveal deeper insights and lead to professional and 
personal growth, especially in regard to the capabilities required to achieve the target 
Standard Descriptors. 

Because of its general applicability, the coaching process will enable a coachee at any career 
stage to achieve any of the Standards. 

This coaching approach is based on the programs of the Institute of Executive Coaching and 
Leadership, Positive Psychology and Solution Focused Coaching. It also draws on 
understandings from the fields of Cognitive Behaviour Therapy and Neuro-linguistic 
Programming. 

 



Duncan Sutherland Pty Ltd 
 

 
Executive Coaching Manual  

8 

The coach uses tools and techniques to reach four broad outcomes: 

1. Improvement in the coachee’s self-awareness;  

2. Reflection by the coachee based on this increased self-awareness; 

3. Insights that arise for the coachee as a result of this reflection process; and 

4. Actions by the coachee to give life to these insights. 

Central to the role of Lead Teacher is leadership effectiveness. Research by Anderson has 
demonstrated that leadership effectiveness is enhanced through relating, self-awareness, 
authenticity, systems awareness, and achieving behaviours. Conversely, leadership 
effectiveness will be derailed by complying, protecting and controlling behaviours. (Anderson, 
2013).  This coaching program seeks to enhance the coachee’s leadership effectiveness by 
strengthening the enhancers and reducing the impact of the (Covey, 1995) derailers. 

Pre-program Activities 

The coachee is asked to undertake the following on-line surveys prior to the commencement 
of the coaching program: 

! VIA Survey of Character Strengths at www.authentichappiness.com  
! Big 5 Personality Assessment at http://www.personalitytest.net/ipip/ipipneo300.htm 

Also view the following on-line material: 

! Sinek S (2009) How Great Leaders Inspire Action TED Talks 
http://www.ted.com/talks/simon_sinek_how_great_leaders_inspire_action.html 
 

The coachee will also be asked to undertake the following self-assessments: 
! DISC Analysis 
! Brain Wiring Test 
! Information Receptor Preferences 

Recommended reading 
The following readings are suggested during the coaching program: 

! Carnegie D (1981) How to Win Friends and Influence People Simon and Schuster 
! Cialdini R (2001) Influence: The Psychology of Persuasion HarperBusiness. 
! Covey S (1995) The Seven Habits of Highly Effective People The Free Press. 
! Rock D (2009) Your Brain at Work HarperBusiness New York 

 
For a wider range of readings see References. 

Further Analyses 

The Implicit Association Test (IAT) can test for unconscious bias on a range of social issues 
such as gender, race, sexual preference, Aboriginality, height, weight.  

! www.implicit.harvard.edu  

Contact Details 
Duncan Sutherland JP 
Mobile: 0431 452 862 
Fax: 8211 5238 
Email: Duncan@duncansutherland.com.au  
Website: www.duncansutherland.com.au  
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Coaching Theoretical Framework and Approach 
Duncan Sutherland's focus is on leadership and developmental coaching. His coaching 
process can be summarised by the ARIA model described by David Rock (Rock, 2009) in 
Your Brain at Work. The four stages of this model are: Awareness, Reflection, Insight, and 
Action. These four processes form the organisers and reference points for coach and 
coachee. See the mind map for an overview. More detail about each of these stages is 
provided below. 
 
Duncan’s coaching also uses the OAR/BED model to bring understandings of proactivity 
(creativity) and reactivity as factors in the coachee’s readiness for change. See below. 
In addition, the Steps to Solution Model (Grant & Cavanagh, 2012) provides structure for 
individual coaching conversations that fits closely with the ARIA framework.  
 
Underpinning this coaching approach is a strong adherence to the International Coaching 
Federation Code of Ethics (ICF, 2008).  

Awareness	
Awareness is a better appreciation of what is going on for the coachee in their situation. It 
involves becoming better informed about the issue being addressed, what others are 
observing, what the data show, and what self-assessment and self-awareness reveal of the 
coachee’s strengths, preferences and motivations. The following tools and techniques can 
give the coachee the information and data to increase their self-awareness: 

1. Life narrative to identify formative events, values, beliefs, self story, and personal vision 
or aspirations; 

2. Role clarification including capability framework, position description, policies and 
procedures, and supervisor’s expectations;  

3. Evidence of current performance including boss’s feedback, 360º feedback, site visits, 
observations, work samples, case studies, and self-disclosure by the coachee; 

4. Leadership style preferences using the DISC analysis; 
5. Personality preferences as described using the OCEAN Big Five personality analysis 

(designed by Dr John Johnson and described in Gosling, 2008); 
6. Value preferences as described by the VIA Signature Strengths analysis (Seligman, 

2002). 
7. Inventory of concerns. This technique, based on that described as Mineral Rights by 

Susan Scott, (Scott, 2002) invites the coachee to itemize their current concerns or 
issues, and attach an emotion and intensity of feeling to each. Typically 8 to 10 work 
and personal concerns will be listed, and labeled with feelings such as “happiness”, 
“anger”, “sadness”, or “fear”. The coachee is then invited to “park” each of the issues 
for later discussion, and to select the issue of greatest potency to move the situation 
forward. Similar to the “circle of influence and circle of concern” tool, this technique 
allows the coachee to free their mind of side issues that may be causing some 
emotional arousal, so that they can focus attention on one issue. 

Reflection	
Reflection involves thinking things over based on new information, perspectives, models and 
ideas. Reflection is a subconscious process that is enabled when the mind is relaxed and 
relatively unfocussed. Gallwey (2000) describes reflection as the state where the noisy inner 
“telling” voice is made to quieten through relaxation and mindfulness, allowing the more 
mindful and purposeful “doing” voice to address an envisioned desired outcome.  
 
Reflection can be enhanced by a variety of techniques including meditation, considering other 
perspectives, and a range of Neuro Linguistic Programming (NLP) techniques described by 
Joseph O’Connor (O’Connor and Seymour, 1990) such as envisioning, positive self-talk, and 
“breaking state” when stuck or emotionally aroused.  
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Reflection can also be stimulated by taking new perspectives on an issue, or by re-considering 
the situation based on research finding, case studies, success stories, and psychological 
models. Such models can include Kegan’s stages of adult development (Garvey-Berger 2012), 
neuro-plasticity as described by Doidge (2007), change models by Kotter (1996) and 
Prochaska (1997), or limbic brain/cortex brain functioning as described variously by Rock 
(2009), Mowat et al (2009) or Sinek (2009). Other models that help to understand and interpret 
behaviour include the OAR/BED model (detailed below), and Margerison and McCann’s Team 
Management Profile (2010), which describes the 8 essential roles of a high functioning team. 
Coachees use the information provided by these models to re-set their thinking about an 
issue, encouraging new and unimagined possibilities to arise in their mind. 

Insight	
Increased awareness and the opportunity to think things over almost always leads the 
coachee to gain an understanding of what it all means. Insights arise through the reflection 
process as potential creative solutions. Grant’s Steps to Solution process is particularly 
efficacious in stimulating insights. (Grant and Cavanagh 2012) 
 
Frequently, insights arise as a result of the subconscious mind processing new information, 
different perspectives, and connection with the coachee’s vision, beliefs and values. The 
subconscious mind can be accessed routinely using mindfulness, meditation, day-dreams and 
self-talk. NLP techniques can also increase access to the subconscious mind allowing insights 
to surface.  
 
An important element of insight formation is the need to capture ideas and write them down at 
the moment that they surface.  

Action		
The essential Action step is what to do about the insights that are identified. This may involve 
the development of a Professional Development Plan (see the template at Sutherland 2011), 
or a less formal undertaking, but always includes the need for the coachee to commit to action. 
This commitment enables the coachee to be held accountable for their actions.  
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The	OAR/BED	Model	
A frequently recurring theme in coaching engagements is reactive behaviour that reduces the 
coachee’s interpersonal or leadership effectiveness. Such reactive behaviour, involving the 
arousal of emotions such as fear, sadness and anger, often results in reflex responses 
associated with keeping safe, while also obstructing creative thinking. During such reactive 
behaviour, the limbic brain is stimulated and automatic responses are observable, as 
described by Ekman (2007), Rock (2009), Mowat (2009) and Sinek (2009). Anderson (2011) 
codified such reactive behaviour as complying, protecting or controlling. Under the OAR/BED 
model, these reactive behaviours include blaming, excuses and denial, and are called below-
the-line behaviours. Coachees who experience derailing reactive behaviours also frequently 
recognize that the locus of control of their responses is external, in the expectations and 
constraints of others. 
 
An alternative approach, involving the engagement of the cerebral cortex, sees the use of 
creative (Anderson, 2011) or proactive (Covey, 1995) responses to leadership or interpersonal 
challenges. By developing an internal locus of control, centred on values and personal vision, 
the coachee is able to respond in reference to their own internal moral compass. Under the 
OAR/BED model, ownership, accountability and responsibility are features of this above-the-
line behaviour. Anderson (ibid) describes leadership effectiveness being enhanced through the 
strengthening of relationships, self-awareness, authenticity, systems awareness, and 
achieving. 

One technique that coachees frequently find effective is to over-ride their reactive behaviour 
by engaging the cerebral cortex through the reciting of a personal mantra or motto. This self-
talk focuses the attention on the coachee’s own values and vision, mobilizing above-the-line 
behaviour. 

Steps	to	Solution	Model	
This is a structured 9-step approach to finding solutions designed by Tony Grant (Grant and 
Cavanagh 2012). Designed in the school of positive psychology, this solution-focused tool 
channels thinking towards workable actions without ignoring the uncertainties, complexities 
and anxieties that are an inevitable feature of a coachee who is “stuck”.  

The 9 steps are: 

1. Present the problem without getting bogged down in detail; 
2. Reframe: look at the problem from other perspectives; 
3. Desired outcome: Link to vision and values; 
4. Scaling: Check current progress and the commitment to change; 
5. Compliment: celebrate previous successful attempts; 
6. Exceptions: identify times when the problem was not present; 
7. Strengths and resources: who and what is available to help; 
8. Possibilities: generate many options; and 
9. Small action steps using SMART goal setting. 

Evaluation	of	Models	
The ARIA, OAR/BED and Steps to Solution models have been proven to be highly effective in 
giving the coachee an understanding of the coaching approach without prescribing the 
agenda. They help the coachee to build a case for change by stretching the boundaries of 
their thinking about possibilities.  

Most coachees get stuck in the complexity of a problem because they have yet to make sense 
of their situation or to identify and work through possible options. The introduction of models 
such as the leadership effectiveness model, stages of adult development, changes models, 
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and brain plasticity introduce the coachee to other ways of seeing their situation and to simplify 
their analysis of what best to do.  

The other big advantage of ARIA, OAR/BED, Steps to Solution and these other models is that 
the coachee easily and quickly identifies with them because the models help to explain some 
of the most common leadership and interpersonal challenges faced by the coachee.  They 
also provide the coachee with thinking frameworks that can be re-used after the coaching 
engagement is completed. The coachee is therefore set up for sustainable change, as well as 
having tools that can be used with others, such as their subordinates. 

The weakness in this approach is that it has the potential to invest too much meaning in the 
test results and models. This problem is best managed by the coach explaining the limitations 
of models and test data, and positioning the coachee as a unique and complex individual 
unlikely to be validly or adequately described by the simplicity of a tool or model. This allows 
the opportunity for the coachee to see themselves as an exception, guided by the model rather 
than defined by it. 

Another potential problem is that too many models could confuse the situation for the coachee 
rather than bringing clarity. This problem is managed by keeping the detailed coaching 
process outside the coaching conversation and relying on the coach’s immersion in the wide 
range of ideas and approaches to allow a particular approach to emerge intuitively for each 
individual coachee. In this way the choice of tools, approaches, models and emphasis will vary 
from coachee to coachee. The coachee thereby remains oblivious of the meta-processes, only 
engaging with the detail if deeper explanation is called for. 

Evaluating a Coaching Engagement 
The effectiveness of coaching can be evaluated at a number of levels, using the principles 
detailed by Kirkpatrick (2006). Further details of how to design a coaching program evaluation 
are provided by Standards Australia (2011, p80): 

1. What was the coachee’s reaction to the engagement? Was it satisfying and personally 
rewarding? 

2. Did the engagement result in any new learning or insights applicable to the coachee’s 
approach to life or work? 

3. Has the coachee made any changes to their behaviour as a result of these insights? 

4. Can a value be put on these resulting changes in terms of return on investment or 
other business enhancements? 

In a typical coaching engagement it is possible to seek feedback from the coachee and others 
who are close to them to identify qualitative and quantitative changes that have resulted from 
coaching. Attribution is difficult because there is often not a direct link either in process or time 
between a coaching engagement and a change in behaviour or business results. 

This process of evaluation can be made sharper in engagements where the coachee’s 
supervisor has a role in the setting of the coaching goals and scope.  

Despite these challenges, coaching programs are routinely evaluated against all four of the 
above levels using surveys or interviews. A common survey tool is Survey Monkey. Sponsors, 
clients and coaches generally make a contribution to the design of any such survey. 

It is also standard practice for the coach to make informal evaluative inquires throughout the 
coaching engagement to ensure that the scope, goals and methodology are on track. 

The audiences for coaching program evaluations are sponsors, clients, coachees and 
coaches. 
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Quality Assurance and Continuous Improvement 
The Australian Standard for Coaching in Organisations recommends that executive coaches 
engage in ongoing professional development in the form of reflective practice. The Standard 
recommends that this professional development takes the form of formal and informal 
learning, professional supervision, development of coach training materials, and reading and 
networking.  
 
Duncan Sutherland is giving attention to all four elements as follows: 

1. Formal learning: Currently enrolled in Masters in Organizational Coaching and 
Leadership with CSU; 

2. Professional supervision: monthly sessions with trained coaching supervisor; 
3. Developing coaching training materials: maintains a website in which all training 

materials are published. See www.duncansutherland.com.au  
4. Reading and networking: Currently reading a wide variety of materials. Regular 

participant in the IECL Alumni monthly seminars series. 

Ethical and Legislative Compliance Policies 
Duncan Sutherland adheres to the International Coaching Federation Code of Ethics in 
relation to professional conduct, confidentiality and conflicts of interest. 

He is committed to legislative compliance in relation to work health and safety, discrimination 
& harassment, and protection of confidential information in the workplace is as described in 
the Public Service Commission Personnel Handbook Sections 5.4, 8.5, and 8.7. 

Record Keeping 
Confidential records of all coaching engagements are kept in both hard copy and electronic 
format, and held for 10 years. Hard copy notes of coaching sessions record the coachee’s 
name, date and Standard Descriptor being addressed as well as issues discussed and actions 
committed to by the coachee.  
 
The electronic record is stored on the coach’s personal computer, as well as being backed up 
to a removable hard drive, and to Dropbox. The electronic record includes the coachee’s 
name, contact details, session dates, and Standard Descriptors addressed. 
 
The coach’s computer is password protected. The hard copy and electronic are held in the 
coach’s private residence. The records are available to the coachee on request, and are 
accessible to the coach and the company Secretary only. 
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The Coaching Process 
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The First Coaching Session 
The first meeting includes the following: 

• The nature of the coaching encounter including the philosophy, methods and tools that 
may be used; 

• The commitment to change and action on part of the coaching counterpart, including tasks 
assigned between sessions; 

• The coach’s commitment to the process and their professionalism; 
• The professional ethics of the coaching encounter (respect, confidentiality about content, 

coach feedback, transparency, reporting procedures, the nature of the relationship as a 
guiding and learning relationship); 

• The structure of the coaching engagement: the time available (e.g. seven x one hour 
sessions or equivalent 90 minute sessions) over what period, and final wrap-up; 

• Pacing of sessions (e.g. three sessions a fortnight apart, followed by a review, any pauses 
that may be necessary and possibly more time between sessions in the second half of the 
engagement); 

• Locations for coaching sessions (a private space out of the coaching counterpart’s usual 
environment is preferable);  

• Discussion of the counterpart’s coaching goals, selected from amongst Standard 
Descriptors 6.1.4, 6.2.4, 6.3.4, and 6.4.4; 

• Discussion of a coaching journal and using the coaching manual; and 
• Discussion and reflection on the revelations of the pre-coaching self-assessments.  

Where applicable, the coachee will be invited to nominate other staff who can provide 360° 
feedback in regard to the coachee’s performance in relation to the target Standard Descriptors 

Subsequent Early Coaching Sessions 

Subsequent early sessions address the following: 
• The coaching counterpart’s coaching goals, their origins and priority in relation to their role 

as Lead Teacher; 
• The counterpart’s current reality in relation to the goal, including information from the 

assessment tools, third party feedback and their own reflections and self awareness. One 
particular feedback tool is the Signature Strengths analysis, which provides the 
counterpart with information about the key aspects of their character and personality that, 
when enabled, will result in enhanced life satisfaction. (Peterson and Seligman 2004); 

• Reflection by the coachee on the meaning and importance of the feedback and self-
awareness for the achievement of their goal. Frequently the goal will be clarified, modified 
or superceded based on these reflections; 

• Options that can be explored in relation to the achievement of the goal, in terms of their 
feasibility, timeliness and sustainability; 

• Commitment to an action plan to implement the preferred option, including indicators of 
actual achievement, and strategies to engage people and resources to ensure that the 
goal is sustainably achieved. The plan will include actions to be reported back to the 
coach at a subsequent session. 

Later Coaching Sessions 
Later coaching sessions may include: 
• Discussion of progress in the achievement of the goal, re-directing effort and actions as 

appropriate and developing actions to sustain the gains over the longer term; 
• Development of consequential goals. It is usually possible to address between 2 and 4 

goals during one coaching program. This allows the opportunity to address both work-
related and personal goals. 

Final Coaching Session 
The final coaching session focuses on consolidation, review and actions to ensure 
sustainability. In particular, the use of the Signature Strengths in seeking fulfillment and 
satisfaction in life and work is emphasized. 
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Activity: What are key issues for consideration in the coaching program?  
 
Coaching Issues Mind Map 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Lao	Tzu	
To lead people walk beside them…As for the best leaders, the people do not notice their 
existence. The next best, the people honour and praise. The next, the people fear; and the 
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next, the people hate…When the best leader’s work is done the people say, “We did it 
ourselves…” From the Book of the Way 
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Coaching Program Sessions 
 
Session Focus and Content Descriptor Professional Development Activities 
Pre-coaching 
3 hours 

Focus question: How do a leader’s thinking preferences 
and personality influence interpersonal effectiveness? 

6.3.4, 
6.4.4, 
7.1.4,  
7.2.4 

Complete self assessments: 
! Personality assessment 
! VIA Signature Strengths analysis 
! DISC Analysis 
! Brain Wiring Analysis 
! Information Receptor Preference 
Video: Sinek S (2009) How Great Leaders Inspire Action  
Reference: Covey, S (1995) The Seven Habits of Highly Effective People Franklin Covey 
 Rock D (2009) Your Brain at Work HarperBusiness New York 
 Carnegie, D (1981) How to Win Friends and Influence People. Simon & Schuster 

Coaching 
Session 1 
1.5 hours 

Introduction to the ARIA coaching process. 
Interpretation and debrief on self-assessment results. 
Personality and preferences strongly shape a leader’s 
style and behaviour. Leadership style must be adapted 
to suit the situation.  
Apply these insights to implement professional dialogue 
within the school or professional learning networks that 
is informed by feedback, analysis of current research 
and practice to improve educational outcomes for 
students. 

6.3.4 Coaching discussion:  
Which preferences work as strengths, and which are potential derailers? How is this 
information helpful for others who are working with the leader? 
How can these insights by applied in relation to professional dialogue while leading the 
development of policy or teaching programs.  
Identify a scenario in which personal strengths can be used to enhance the effectiveness of 
the development of a teaching program through professional dialogue. What behaviours are 
potential derailers? How can these insights be used in professional dialogue within the school 
or professional learning networks to improve educational outcomes for students? 
Devise such a scenario and obtain commitment to implement it 

Between 
sessions 1 & 2 
reflection & 
action. 
1.5 hours 

Embed understanding of the link between personality 
and leadership preferences and interpersonal 
effectiveness. Reflect on potential derailers and how to 
override them when appropriate 

6.3.4 Action learning: Coachee completes coaching journal on outcomes and reflections on the 
application of personality and leadership preferences to professional dialogue in a teaching 
program development activity. What behaviours did the leader modify? What was the 
observed impact of the changed behaviour in influencing staff to engage with discussion about 
an effective teaching program? 

Coaching 
Session 2 
1.5 hours 

Coaching skills for leaders and managers. These 
include rapport building, listening, questioning, giving 
and receiving feedback, influencing skills. ARIA model 
of coaching. How do such skills enhance the leader’s 
capacity to initiate collaborative relationships to expand 
professional learning opportunities for teachers? 
Apply these skills to situations in which you advocate 
for, participate in and lead strategies to support high-
quality professional learning opportunities for 
colleagues that focus on improving student learning 
 

6.4.4 Review reflections on activities since last session. Identify key learning regarding adaptive 
leadership and changed behaviour for inclusion in the professional development plan. 
Model and discuss rapport building, listening, questioning, giving and receiving feedback 
based on ARIA model of coaching. Consider asking/telling balance. Review Cialdini’s 
influencing techniques. 
Devise a scenario in which you use coaching skills to advocate for, participate in and lead a 
strategy to support high-quality professional learning opportunities for colleagues that focus on 
improving student learning. 
Obtain commitment to implement the scenario. 
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Session Focus and Content Descriptor Professional Development Activities 
Between 
sessions 2 & 3 
reflection and 
action. 
1.5 hours 

How reasonable is the assumption that teachers should 
have strong rapport building, listening, questioning, 
feedback and influencing skills? 
Which of these coaching skills are most useful in 
advocating for, leading and participating in a 
professional learning strategy? 

6.4.4 View “The Science of Persuasion” at https://www.youtube.com/watch?v=cFdCzN7RYbw. 
Action learning: Coachee completes coaching journal on outcomes and reflections on the use 
of the ARIA model to advocate for, participate in and lead a strategy to support high-quality 
professional learning. What worked? How can coaching and influencing skills be used to 
enhance the leader’s effectiveness in coaching others? Obtain commitment to implement the 
scenario. 

Coaching 
Session 3 
1.5 hours 

Difficult conversations. How can the leader prepare and 
deliver a difficult conversation with a work colleague to 
enable the successful resolution of a disagreement? 
Apply these models when dealing with an issue of 
exemplary ethical behaviour or the exercise of informed 
judgements in professional dealings with students, 
colleagues or the community. 

7.1.4 Review reflections on activities since last session. Identify professional development goals. 
Review Scott’s templates for preparation for a difficult conversation. Coaching discussion and 
modeling to prepare and deliver a difficult conversation.  
Link the coachee’s coaching skills and leadership style preferences to undertaking difficult 
conversations. What behaviour is working, and what needs further development or change?  
Develop a scenario in which a difficult conversation will be held with a member of staff to 
address ethical behaviour or the exercise of informed judgements in professional dealings with 
students, colleagues or the community 

Between 
sessions 3 & 4 
reflection and 
action. 
1.5 hours 

Practice difficult conversations. Implementation of 3 
types of difficult conversations using the template 
approach described by Susan Scott.  
 

7.1.4 Prepare and undertake a difficult conversation based on Scott’s template “Mineral Rights”. 
Record reflections using questions: 
What was I seeking to achieve? What worked well? What didn’t work well? What did I learn 
about myself? What did my counterpart learn? How can I do this better next time? 
Coach a staff member in how to seek help using Scott’s Template “Presenting an Issue”. 
Reflection questions as above. Also: How can I use this template to seek help from senior 
management? 
Prepare and undertake a difficult conversation based on Scott’s template “Confrontation 
Model”. Reflection questions as above. Also: When is this approach most useful? 

Coaching 
Session 4 
1.5 hours 

Use coaching skills to initiate a planning process: 
Initiate, develop and implement relevant policies and 
processes to support colleagues’ compliance with and 
understanding of existing and new legislation, 
administrative, organisational and professional 
responsibilities. 

7.2.4 Review reflections on activities since last session. Identify professional development goals. 
Discuss the strategic planning process, including a vision, mission and priorities for the school. 
Link these to existing and new legislation, administrative, organisational and professional 
responsibilities to develop an action plan. Use Covey’s concepts of being proactive, 
developing a sustainable vision, and establishing defensible priorities based on importance. 
Devise a scenario in which an action plan is developed with a staff member using coaching 
skills to address compliance with a professional responsibility such as a review of the school 
assessment policy.  
Obtain commitment to implement the scenario. 

Between 
sessions 4 & 5 
reflection and 
action. 
1.5 hours 

Practice coaching skills in the context of a planning 
process. 

7.2.4 Coach a staff member to develop an action plan to review the school’s compliance with a 
professional responsibility such as the school assessment policy. Use coaching skills to 
manage the staff member’s engagement with the process using questioning and listening 
ONLY. What resources will they need? What quality of outcome is expected? How can you 
guide without taking over?  
Record reflections. 
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Session Focus and Content Descriptor Professional Development Activities 
Coaching 
Session 4 
1.5 hours 

Prepare a professional development plan for self and 
another staff member. Link professional development 
goals to the roles, responsibilities and capabilities 
relevant to the coachee’s position. 

6.3.4, 
6.4.4, 
7.1.4,  
7.2.4 

Review reflections on activities since last session. Identify professional development goals. 
Review priorities for your own professional development, and with a direct report. Populate the 
professional development planning template with at least three goals for yourself, and with the 
direct report. 
Engage in discussion, seek feedback, and obtain commitment, with your supervisor to 
implement your plan, including resources. Establish monitoring mechanism to ensure the plan 
is followed. 
Negotiate give feedback, and commit to the implementation of the direct report’s plan, 
including resources. Establish monitoring mechanism to ensure the plan is followed. 
Review ARIA coaching model, fierce conversations templates, listening, questioning and 
feedback skills. 

Post sessions 
reflection and 
action. 
1.5 hours 

Implementation of the professional development plan 6.3.4, 
6.4.4, 
7.1.4,  
7.2.4 

Implement professional development plan monitoring mechanism to ensure the plan is 
followed. 
Seek feedback from peers, direct reports and supervisor on progress on the plan. 
Use reflective journal to record insights arising from the coaching process, especially in regard 
to emotional intelligence and its link to leadership effectiveness. 
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The DISC Analysis of Your Preferred Interpersonal Style 

1. Directive 
2. Influencing 
3. Supportive 
4. Contemplative 

 
These are four quadrants when personal and leadership styles are mapped onto 
assertiveness and responsiveness scales. 
 
Assertiveness is the way in which you express yourself to others. It is on a scale from 
Dominant to Easy Going. 

Responsiveness is the way that you deal with the ways others express themselves to you. It is 
on a scale from Spontaneous to Controlled 

The DISC Analysis assesses your interpersonal style either at work or at home. It uses a 4-
page questionnaire to place you on to intersecting continuums. Score yourself for each of the 
propositions on each page of the questionnaire. Select the answer that immediately comes to 
mind. Choose your preference at work (or at home) rather than what you are required to be 
like. Most people have a different result for work compared to home. 

Total each page and divide by 10. Transfer the page scores to the DISC Results chart and 
refer to the attached tables for interpretation. 

These are four quadrants when personal styles are mapped onto assertiveness and 
responsiveness scales. 

Directive (Page 4 result) 

Influencing (Page 1 result) 

Supportive (Page 2 result) 

Contemplative (Page 3 result) 

Complete the DISC Analysis questionnaire then analyse your DISC results 
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DISC Leadership Styles 
 

1. I need to know that others understand how I feel 
Always Usually Often Sometimes Seldom Never 

10 8 6 4 2 0 
 

2. I am proud of setting personal goals and reaching them 
Always Usually Often Sometimes Seldom Never 

10 8 6 4 2 0 
 

3. I trust decisions made on gut and heart 
Always Usually Often Sometimes Seldom Never 

10 8 6 4 2 0 
 

4. I tend to be disorganised 
Always Usually Often Sometimes Seldom Never 

10 8 6 4 2 0 
 

5. I’m most interested in the big picture 
Always Usually Often Sometimes Seldom Never 

10 8 6 4 2 0 
 

6. I get excited about big challenges 
Always Usually Often Sometimes Seldom Never 

10 8 6 4 2 0 
 

7. I enjoy persuading others 
Always Usually Often Sometimes Seldom Never 

10 8 6 4 2 0 
 

8. I have a visibly high level of energy 
Always Usually Often Sometimes Seldom Never 

10 8 6 4 2 0 
 

9. I enjoy tough competition and enjoy winning 
Always Usually Often Sometimes Seldom Never 

10 8 6 4 2 0 
 

10. I take things too personally 
Always Usually Often Sometimes Seldom Never 

10 8 6 4 2 0 
 

Subtotal 
      

 
Total for Page 1 divided by 10= 
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1. I need to get to know people I trust first 

Always Usually Often Sometimes Seldom Never 
10 8 6 4 2 0 

 
2. I am very forgiving when people make mistakes 

Always Usually Often Sometimes Seldom Never 
10 8 6 4 2 0 

 
3. I believe that people are at least as important as business objectives 

Always Usually Often Sometimes Seldom Never 
10 8 6 4 2 0 

 
4. I tend to avoid saying things that will lead to conflict 

Always Usually Often Sometimes Seldom Never 
10 8 6 4 2 0 

 
5. I think small talk is an important part of doing business 

Always Usually Often Sometimes Seldom Never 
10 8 6 4 2 0 

 
6. I like people and people like me 

Always Usually Often Sometimes Seldom Never 
10 8 6 4 2 0 

 
7. I frame my questions so that people will not be hurt 

Always Usually Often Sometimes Seldom Never 
10 8 6 4 2 0 

 
8. I’m supportive of others 

Always Usually Often Sometimes Seldom Never 
10 8 6 4 2 0 

 
9. I want to be given plenty of time to make up my mind 

Always Usually Often Sometimes Seldom Never 
10 8 6 4 2 0 

 
10. I enjoy a relaxed environment 

Always Usually Often Sometimes Seldom Never 
10 8 6 4 2 0 

 
Subtotal 

      
 
Total for Page 2 divided by 10= 
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1. I need to know how something works before I act upon it 

Always Usually Often Sometimes Seldom Never 
10 8 6 4 2 0 

 
2. I need to know that people’s preparation has been thorough 

Always Usually Often Sometimes Seldom Never 
10 8 6 4 2 0 

 
3. I won’t make decisions until I fully understand the detail 

Always Usually Often Sometimes Seldom Never 
10 8 6 4 2 0 

 
4. I get annoyed when I hear a “sweeping” statement 

Always Usually Often Sometimes Seldom Never 
10 8 6 4 2 0 

 
5. I need to measure detailed information against existing data 

Always Usually Often Sometimes Seldom Never 
10 8 6 4 2 0 

 
6. I ask detailed questions to check if others understand the subject 

Always Usually Often Sometimes Seldom Never 
10 8 6 4 2 0 

 
7. I need to understand the criteria involved in making a decision 

Always Usually Often Sometimes Seldom Never 
10 8 6 4 2 0 

 
8. I need a logical progression of ideas 

Always Usually Often Sometimes Seldom Never 
10 8 6 4 2 0 

 
9. I need to see support and back-up material 

Always Usually Often Sometimes Seldom Never 
10 8 6 4 2 0 

 
10. I like to bury myself in the detail of a tough problem 

Always Usually Often Sometimes Seldom Never 
10 8 6 4 2 0 

 
Subtotals 

      
 

Total for Page 3 divided by 10= 
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1. I get impatient when people go into details 

Always Usually Often Sometimes Seldom Never 
10 8 6 4 2 0 

 
2. I just want to hear the bottom line 

Always Usually Often Sometimes Seldom Never 
10 8 6 4 2 0 

 
3. I sharply challenge others on key points 

Always Usually Often Sometimes Seldom Never 
10 8 6 4 2 0 

 
4. I respond quickly and concisely 

Always Usually Often Sometimes Seldom Never 
10 8 6 4 2 0 

 
5. I tend to intimidate others 

Always Usually Often Sometimes Seldom Never 
10 8 6 4 2 0 

 
6. I dislike talk that is not focussed on the objective 

Always Usually Often Sometimes Seldom Never 
10 8 6 4 2 0 

 
7. I’m very direct 

Always Usually Often Sometimes Seldom Never 
10 8 6 4 2 0 

 
8. I show impatience quickly 

Always Usually Often Sometimes Seldom Never 
10 8 6 4 2 0 

 
9. I’m quick to cut someone off if I feel my time us being wasted 

Always Usually Often Sometimes Seldom Never 
10 8 6 4 2 0 

 
10. I make decisions very quickly 

Always Usually Often Sometimes Seldom Never 
10 8 6 4 2 0 

 
Subtotals 

      
 
Total  for Page 4 divided by 10= 
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DISC Chart 

 
Responsiveness 

 
Spontaneous 

Influencing  Supportive 
 

10                   10 
 9                 9  
  8   Page 1     Page 2   8   
   7             7    
    6           6     
     5         5      
      4       4       
       3     3        
        2   2         
         1 1          
         1 1          
        2   2         
       3     3        
      4       4       
     5         5      
    6           6     
   7             7    
  8   Page 4     Page 3   8   
 9                 9  

  

A
ss

er
tiv

en
es

s 

  

D
om

in
an

t 

10                   10 

    

E
asy G

oing 

 
Controlled 

 
Directing  Contemplative 
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Influencing Style 

Characteristics Positive Qualities Negative Qualities Needs Fears 

! Obvious 
! Big ego 
! Entrepreneurial 
! Big picture view 
! Decisions on gut feel and heart 
! Seems time poor 
! Large hand gestures 
! Informal 
! Likes to ask “who, what, what 

if…” 
! Likes stories and jokes 

! Outgoing 
! Sociable 
! Sympathetic 
! Promotes change 
! Quick decisions 

 

! Over-commits and 
under-delivers 

! Disorganised 
! Inattentive to detail 
! Impulsive 
! Can take offence 

easily 
! Rule breaker 
! May develop attention 

seeking behaviour 

! Change 
! Recognition 
! Acknowledgement 
! New friends and 

ideas 

! Rejection 
! Disapproval 
! Stagnation 
! Detailed work 
! Boredom 

 

 

Supportive/Stabilising Style 

Characteristics Positive Qualities Negative Qualities Needs Fears 

! Friendly 
! Wants everyone to get along 
! Slow decision-maker 
! Decisions on consensus 
! Seems time rich 
! People focussed 
! Likes to ask “how will this 

impact on people?” 
! Prefers steady change 

! Introspective 
! Team player 
! Easy going 
! Accommodates to 

others 
! Maintains status quo 
! Conflict averse 

 

! Safety seeking 
! Holds grudges 
! Resists change 
! Withdraws when hurt 
! May become approval 

seeking or a “yes” 
person. 
 

! Security 
! Approval 
! Acceptance 
! Teamwork 

! Isolation 
! Standing out as better 

or worse 
! Unplanned change or 

events 
! Competition 
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Contemplative/ Conscientious Style 

Characteristics Positive Qualities Negative Qualities Needs Fears 

! Slow decision maker 
! Decisions based on detail  
! Likes facts and data 
! Likes analysis 
! Like to follow the process 
! Prefers guidelines and 

procedures 
! Asks why and how things 

happen 
! Small gestures 
! Formal 
! Reserved 
! Accepts change only when 

properly explained/planned 

! Introspective 
! Conscientious 
! Systematic 
! Attention to detail 
! Focus on immediate 

task  
! Follows the rules  
! Mis-matcher 

 

! Fault finding 
! Over-critical 
! Defensive 
! May become 

perfectionist or a nit-
picker 

! High standards 
! Appreciative 
! Quality work 
! Specific information 
! Accuracy 
! Correctness 

! Criticism of work or 
ideas 

! Imperfection 
! Not having things 

adequately explained 
 

 

Directing Style 

Characteristics Positive Qualities Negative Qualities Needs Fears 

! Outcomes and results 
focussed 

! Quick decisions based on data 
! Big ego 
! Seems time poor 
! Bottom line oriented 
! Asks “What, when, how 

much…?” 
! Answers questions with “yep” 

alot 

! Direct 
! Outgoing 
! Competitive 
! Action oriented 

! Prefers conflict 
! Abrupt 
! Impatient 
! Win/lose style 
! Resists authority from 

others 
! May become 

aggressive or 
domineering 

! Results 
! Authority 
! Challenges 
! Recognition 

! Challenges to own 
authority 

! Lack of results from 
self, others or situation 

! Sloppy results from 
others 
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Reflection: What does the DISC Analysis tell you about how to improve your 
interpersonal relationships? 

______________________________________________________________

______________________________________________________________

______________________________________________________________

______________________________________________________________

______________________________________________________________

______________________________________________________________

______________________________________________________________

______________________________________________________________

______________________________________________________________

______________________________________________________________

______________________________________________________________

What actions might you take based on the DISC analysis results? 
______________________________________________________________

______________________________________________________________

______________________________________________________________

______________________________________________________________

______________________________________________________________

______________________________________________________________

______________________________________________________________

______________________________________________________________

______________________________________________________________

______________________________________________________________

______________________________________________________________

______________________________________________________________

______________________________________________________________

______________________________________________________________

______________________________________________________________

______________________________________________________________

______________________________________________________________

______________________________________________________________

______________________________________________________________ 
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Personality Assessment 
Imaginative and Independent ↔ Down to Earth and Conforming 

Openness  
Imagination  
Artistic Interests  
Emotionality  
Adventurousness  
Intellect  

O
pe

nn
es

s 

Liberalism  

Organised and Self disciplined ↔ Disorganised and Weak Willed 
Conscientiousness  
Self-Efficacy  
Orderliness  
Dutifulness  
Achievement-Striving  
Self-Discipline  C

on
sc

ie
nt

io
us

ne
ss

 

Cautiousness	  

Sociable and Fun loving ↔ Retiring and Reserved 
Extroversion  
Friendliness  
Gregariousness  
Assertiveness  
Activity Level  
Excitement-Seeking  

Ex
tr

ov
er

si
on

 

Cheerfulness  

Trusting and Helpful ↔ Suspicious and Uncooperative 
Agreeableness  
Trust  
Morality  
Altruism  
Cooperation  
Modesty  A

gr
ee

ab
le

ne
ss

 

Sympathy  

Worried and Insecure ↔ Secure and Calm 
Neuroticism  
Anxiety  
Anger  
Depression  
Self-Consciousness  
Immoderation  

N
eu

ro
tic

is
m

 

Vulnerability  
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Reflection: Identify all the sub-traits that were rated as high or low. How do 
your personality traits and sub-traits impact on your ability to relate to others? 
 
______________________________________________________________

______________________________________________________________ 

______________________________________________________________

______________________________________________________________

______________________________________________________________

______________________________________________________________

______________________________________________________________

______________________________________________________________

______________________________________________________________

______________________________________________________________

______________________________________________________________

______________________________________________________________

______________________________________________________________

______________________________________________________________

______________________________________________________________

______________________________________________________________

______________________________________________________________

______________________________________________________________

______________________________________________________________

______________________________________________________________

______________________________________________________________

______________________________________________________________

______________________________________________________________

______________________________________________________________

______________________________________________________________

______________________________________________________________

______________________________________________________________

______________________________________________________________

______________________________________________________________

______________________________________________________________

______________________________________________________________ 
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Signature Strengths 
The Positive Psychology movement has developed a list of 24 traits of personality 
and character along with a diagnostic tool to identify which of these traits are most 
prominent for an individual. 
 
The top 5 are called the signature strengths. For the participant to find authentic 
happiness in their work, personal life, parenting and wider social engagement they 
need to actively use these top 5 strengths. In choosing a job and shaping that job to 
suit them, they need to ensure that it provides for their top 5 strengths. For example, 
a top strength may be Self Control and Self Regulation. This means that their job 
should give them opportunities to regulate yourself (rather than be regulated by 
others). Such people will feel happiest in a role where they have independence but 
where they are ensuring that things are being done just right.  
 
Each strength has a down-side risk. For example Self Control and Self Regulation 
can be overdone, leading to being too strict on yourself and others and missing out 
on adventitious and more risky opportunities.  
 
The Signature Strengths designers have grouped each of the 24 strengths into 6 
virtues.  Positive psychology suggests that individuals can find authentic happiness 
by increasing opportunities to live their virtues. These virtues are the qualities that we 
value on others and ourselves. 
 
The strengths #23 and #24 describe qualities that you exhibit much less. 
 
Activity: Identify your top 5 Signature Strengths.  
 
 
1. 
 
 
2. 
 
 
3. 
 
 
4. 
 
 
5. 
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Finding Authentic Happiness 
Positive psychology, as described by Seligman (2006), suggests that authentic 
happiness is available through pleasure, engagement and meaning making. 
Sustainable long-term fulfilling happiness comes through finding and living your life’s 
purpose. 
 

1. Pleasure or hedonism is short-lived and must be repeated and increased to 
derive the same result. Pleasure can be attenuated by good timing, sharing, 
keeping mental images, clearly describing the pleasures, collecting souvenirs, 
and mindfulness. 

 
2. Engagement in an activity can give happiness if the engagement is so 

absorbing and intense that “time stands still” and “you get lost in the 
moment/music”. People who are very skilled at something and immerse 
themselves in the experience are “in the flow”. This kind of happiness is very 
sustainable and can be experienced alone. Aristotle called this eudaimonia. 
In this state our critical inner voice is silent. 

 
3. Meaning making is attaching yourself to something larger than yourself, 

aligned with your signature strengths and addressing your life’s purpose. The 
larger the thing to which you credibly attach yourself the more meaning your 
life has. 

 
Frankl (1992) notes that meaning in life comes from one or more of three sources:  

! having a sense of a mission yet to be fulfilled,  
! experiencing love, or  
! experiencing struggle, challenge or suffering.  

 
For many people, all three of these drivers as aspects of their search for meaning.  

 
As Kashdan (2010) describes it, purpose is a particular type of meaning making. It is 
the mission in life or philosophy of life that we abide by. We can find purpose in our 
lives by learning from others, through life altering events (such as those suffered by 
Frankl), or by intentional challenging experiences.  
 
The tolerance of risk and uncertainty is a key coping capability in seeking purpose 
and meaning. Tolerance of uncertainty is remaining curiously open to what your mind 
has to say, while continuing in the direction of your core values and interests. 
According to Kashdan, curiosity is the essence of the tolerance to uncertainty. 
Clarification of our core values is fundamental to speaking with authenticity, and 
managing uncertainty without fear.  
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Brain Wiring Test 
This test is designed to indicate the masculinity or femininity of brain patterns. There 
are no right or wrong answers - the result is simply an indication of the probable level 
of male hormone your brain did, or did not, receive around 6 to 8 weeks after your 
conception. This is reflected in your preference of values, behaviours, -style, 
orientations and choices. 
 
Most males will score between 0 - 180 and most females, 150 - 300. Brains that are 
‘wired’ for mainly masculine thinking usually score below 150.  
 
The closer to 0 they are, the more masculine they are, and the higher their 
testosterone level is likely to be. These people demonstrate strong logical, analytical 
and verbal skills and tend to be disciplined and well organised. The closer to 0 they 
score, the better they are at projecting costs and planning outcomes for statistical 
data, with their emotions hardly influencing them at all.   Scores in the minus range 
are high masculine scores. These scores show that large amounts of testosterone 
were present in the early stages of the foetal development.  
 
Brains that are wired for mainly feminine thinking will score higher than 180. The 
higher the number, the more feminine the brain will be, and the more likely the 
person is to demonstrate significant creative, artistic and musical talents. They will 
make more of their decisions on intuition or gut feeling, and are good at recognising 
problems using minimal data. They are also good at solving problems using creativity 
and insight.    
 
Males who score below 0 and women who score above 300 have brains that are 
wired so oppositely that the only thing they are likely to have in common is that they 
live on the same planet! 
 
Scores between 150 - 180 show compatibility of thought for both sexes. These 
people do not show a bias for either male or female thinking and usually demonstrate 
flexibility in thinking that can be a significant advantage to any group who are going 
through a problem-solving process. They have the predisposition to make friends 
with both men and women. 



Duncan Sutherland Pty Ltd 
 

Executive Coaching Manual  36 

Brain-Wiring Test Questionnaire 
This test is designed to indicate the masculinity or femininity of your brain patterns. There are 
no right or wrong answers - the result is simply an indication of the probable level of male 
hormone your brain did, or did not, receive around six to eights weeks after your conception. 
This is reflected in your preference of values, behaviours, style orientations and choices. 
 
Circle the statement that is most likely to be true for you most of the time. 

1. When it comes to reading a map or street directory you: 
a) have difficulty and often ask for help 
b) turn it round to face the direction you're going 
c) have no difficulty reading maps or street directories 

 
2. You're cooking a complicated meal with the radio playing and a friend phones. Do 

you: 
a) leave the radio on and continue cooking while talking on the phone 
b) turn the radio off, talk and keep cooking 
c) say you'll call them back as soon as you've finished cooking 

 
3. Friends are coming to visit and ask for directions to your new house. Do you: 

a) draw a map with clear directions and send it to them or get someone else to 
explain how to get there 

b) ask what landmarks they know then try to explain to them how to get there 
c) explain verbally how to get there: "take the M3 to Newcastle, turn off, turn 

left, and go to the second traffic lights....." 
 

4. When explaining an idea or concept, are you more likely to: 
a) use a pencil, paper and body language gestures 
b) explain it verbally using body language and gestures 
c) explain it verbally, being clear and concise 

 
5. When coming home from a great movie, you prefer to: 

a) picture scenes from the movie in your mind 
b) talk about the scenes and what was said 
c) quote mainly what was said in the movie 

 
6. In a cinema, you usually prefer to sit: 

a) on the right side 
b) anywhere 
c) on the left side 

 
7. A friend has something mechanical that won't work. You would: 

a) sympathise, discuss how they feel about it 
b) recommend someone reliable who can fix it 
c) figure out how it works and attempt to fix it for them 

 
8. You're in an unfamiliar place and someone asks you where North is. You: 

a) confess you don't know 
b) guess where it is, after a bit of thought 
c) point towards North without difficulty 

 
9. You've found a parking space but it's tight and you must reverse into it. You would: 

a) rather try to find another space 
b) carefully attempt to back into it 
c) reverse into it without any difficulty 

 
10. You are watching TV when the telephone rings. Would you: 

a) answer the phone with the TV on 
b) turn the TV down and then answer 
c) turn the TV off, tell others to be quiet and then answer 
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11. You've just heard a new song by your favourite artist. Usually you: 
a) can sing some of the song afterwards without difficulty 
b) can sing some of it afterwards if ifs a really simple song 
c) find it hard to remember how the song sounded but you might recall some of 

the song words 
 

12. You are best at predicting outcomes by: 
a) using intuition 
b) making a decision based on both the available information and 'gut feeling' 
c) using facts, statistics and data 

 
13. You've misplaced your keys, would you: 

a) do something else until the answer comes to you 
b) do something else, but keep trying to remember where you put them 
c) mentally retrace your steps until you remembered where you left them 

 
14. You're in a hotel room and you hear the distant sound of a siren. You: 

a) couldn't identify where it's coming from 
b) could probably point to it if you concentrate 
c) could point straight to where its coming from 

 
15. You go to a social meeting and are introduced to seven or eight new people. Next 

day you: 
a) can easily picture their faces 
b) would remember a few of their faces 
c) would be more likely to remember their names 

 
16. You want to go to the country for your holiday but your partner wants to go to a beach 

resort. To convince them your idea is better, you: 
a) tell them sweetly how you feel: you love the country side and the kids and 

family always have fun there 
b) tell them if they go to the country you'll be grateful and will be happy to go to 

the beach next time 
c) use the facts: the country resort is closer, cheaper, and well organized for 

sporting and leisure activities 
 

17. When planning your day's activities, you usually: 
a) write a list so you can see what needs to be done 
b) think of the things you need to do 
c) picture in your mind the people you will see, places you will visit and things 

you'll be doing. 
 

18. A friend has a personal problem and has come to discuss it with you. You: 
a) are sympathetic and understanding 
b) say that problems are never as bad as they seem and explain why 
c) give suggestions or rational advice on how to solve the problem 

 
19. Two friends from different marriages are having a secret affair. How likely are you to 

spot it? 
a) you could spot it very early 
b) you'd pick up on it half of the time 
c) you'd probably miss it 

 
20. What is life all about, as you see it? 

a) having friends and living in harmony with those around you 
b) being friendly to others while maintaining personal independence 
c) achieving worthwhile goals, earning others' respect and winning prestige and 

advancement. 
 

21. Given the choice, you would prefer to work: 
a) in a team where people are compatible 
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b) around others but maintaining your own space 
c) by yourself 

 
22. The books you prefer to read are: 

a) novels and fictions 
b) magazines and newspapers 
c) non-fiction, autobiographies 

 
23. When you go shopping you tend to: 

a) often buy on impuise, particularly the specials 
b) have a general plan but take it as it comes 
c) read the labels and compare costs 

 
24. You prefer to go to bed, wake up and eat meals: 

a) whenever you feel like it 
b) on a basic schedule but you are flexible 
c) at about the same time each day 

 
25. You've started a new job and met lots of new people on the staff. One of them 

phones you when you are at home. You would: 
a) find it easy to recognise their voice 
b) recognise it about half the time 
c) have difficulty identifying the voice 

 
26. What upsets you most when arguing with someone? 

a) their silence or lack of response 
b) when they won't see your point of view 
c) their probing or challenging questions and comments 

 
27. In school how did you feel about spelling tests and writing essays? 

a) you found them both fairly easy 
b) you were generally OK with one but not the other 
c) you weren't very good at either 

 
28. When it comes to dancing or jazz routines, you: 

a) can 'feel' the music once you've learnt the steps 
b) can do some exercises or dances, but get lost with others 
c) have difficulty keeping time or rhythm 

 
29. How good are you at identifying and mimicking animal sounds? 

a) not very good 
b) reasonable 
c) very good 

 
30. at the end of a long day, you usually prefer to: 

a) talk to friends or family about your day 
b) listen to others talk about their day 
c) read a paper, watch TV and not talk 

Calculate how many A's, B's and C's you got: 

A B C 
   

 
For Males 
Number of A's x 10 = ____ 
Number of B's x 5 =  ____ 
Number of C's x - 5 = ____ 

For Females 
Number of A's x 15 = ___ 
Number of B's x 5 =  ___ 
Number of C's x -5 =  ___ 

Total: _______ Total: _______ 
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For any questions where the answers didn't accurately reflect your life or you left them blank, 
award yourself 5 points. 
 
 
Information Receptor Preference 
People have preferences for the sensory channels through which they prefer to 
receive information. The main channels are visual, auditory, and kinesthetic. 
Teachers are able to select teaching strategies that give emphasis to one or other of 
these channels. For example, visual learners prefer to learn by reading, seeing 
pictures, visually observing. Auditory learners prefer to listen. Kinesthetic learners 
prefer to learn by handling objects and by moving themselves and other things. 

It is possible to quickly develop rapport with an individual by giving emphasis to the 
language associated with their information receptor preference. For example, when 
engaging with a visual learner, use visual words such as see, appears, seems, looks 
like. Auditory learners engage better when words like listen, sounds, hear. 
Kinesthetic learners prefer words like feels, get a grip, hold, handle. 

Tick (✔) each item that is true for you. Don’t think about each questions for too long. 

1  On an evening when I don’t have much to do I like to watch TV 

2  I use visual images to remember names 

3  I like to read books, magazines and papers 

4  I prefer to get written instructions rather than oral ones 

5  I write lists to myself of things I have to do 

6  I follow recipes closely when I am cooking 

7  I can easily assemble things if I have written instructions to follow 

8  When playing games I prefer word games like “Scrabble” 

9  I am very concerned about the way I look 

10  I like to go to art exhibitions and museums 

11  I keep a written diary or written record of what I am doing 

12  I often admire the photos and artworks used in advertisements 

13  I review for tests by writing down a summary of all the pertinent points 

14  I can find my way around a new city easily f I have a map 

15  I like to keep my house very neat looking 

16  I watch two or more movies a month 

17  I think less highly of someone who does not dress well 

18  I like to watch people wherever I go 

19  I quickly repair scratches or dents in my car’s finish 

20  I think flowers really brighten a home or office 

21  On an evening when I don’t have anything to do I like to listen to music 

22  To remember someone’s name I repeat it over and over again 

23  I enjoy long conversations 

24  I prefer my boss to explain things to me orally rather than in writing or email 

25  I like talk shows or interview shows on radio or TV 

26  I use rhyming words to help me to remember things 
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27  I am a good listener 

28  I prefer to keep up with the news by listening to the radio rather than reading 

29  I talk to myself a lot 

30  I prefer to listen to a recording of some material rather than read it 

31  I feel bad when my car sounds funny (pings, knocks) 

32  I can tell much about a person by the sound of his or her voice 

33  I buy lots of music 

34  I review for tests by reading my notes aloud or by talking to other people 

35  I would rather give a talk than write a paper on the same topic 

36  I enjoy attending concerts and music events 

37  People sometimes accuse me of talking too much 

38  When I am in a strange city I like to stop at a petrol station to get directions 

39  I talk to my dog or cat 

40  I talk aloud to myself when solving a problem 

41  I like to exercise 

42  When I am blindfolded I can distinguish objects by touch 

43  When the music is on I can’t help tapping my feet 

44  I am an outdoors person 

45  I am well coordinated 

46  I have a tendency to gain weight 

47  I buy some clothing because of the way the material feels 

48  I like to pet animals 

49  I touch people when I talk to them 

50  When I was learning to type I learned the touch system quickly 

51  I was held and touched a great deal when I was a child 

52  I enjoy playing sports more than watching them 

53  I really like taking a hot bath at a day’s end 

54  I really enjoy getting massages 

55  I am a good dancer 

56  I belong to a gym, health club or spa 

57  I like to get up and stretch frequently 

58  I can tell a great deal about someone by the way he or she shakes hands 

59  If I’ve had a bad day my body gets very tense 

60  I enjoy crafts, handworks and building things 
 
Answer Key 

Step 1 Calculate the number of selections in Questions 1-20 =  A 

Step 2 Calculate the number of selections in Questions 21-40 =  B 

Step 3 Calculate the number of selections in Questions 41-60 =  C 

Step 4 Calculate the sum of Step 1 + Step 2 + Step 3 =  D 
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Step 5 Divide A by D and multiply by 100 (your Visual percentage) =  % 

Step 6 Divide B by D and multiply by 100 (your Auditory percentage) =  % 

Step 7 Divide C by D and multiply by 100 (your Kinesthetic percentage) =  % 

The	Inner	Game		
Timothy Gallwey was a successful tennis professional and author of The Inner Game 
of Work. For Gallwey, the secret to successful performance has to do with the kinds 
of messages we give ourselves through our self-talk. Gallwey distinguishes between 
a “telling” self and a “doing” self. The telling voice is that noisy and annoying voice 
which we often hear when we are trying to perform a skill or do something difficult. 
This voice admonishes us with statements like “you are not yet ready…smarten 
up…don’t try too hard…” This is the telling self at work. It is the self-talk that 
criticizes, judges, corrects, provides commentary and offers reminders and advice to 
us on our behaviour. 

The doing self, on the other hand, is the quiet and mindful self-talk that allows us to 
get on with the action using the wisdom, skill and know-how embodied in the brain, 
body and memory. While this self-talk is built through experience and practice 
(10,000 hours to gain mastery) it is largely beyond the reach of conscious 
awareness. Gallwey suggests that the doing self cannot function until the telling self 
is made quiet.  

To achieve this state, quietly and non-judgmentally observe your performance of the 
action, create a mental picture of a good outcome and then trust your doing self to 
perform the action. If you fail to get the result you want, calmly observe what is 
happening, re-imagine the desired result, and again allow yourself to make it happen. 

Learning-Centred Leadership 
Emphasis on joint meaning-making about contentious problems 
Relational orientation required 
Consider problem at two levels: 

1. High level: current realities, preferred future and harnessing energy for deep-
reaching change 

2. Close-up level: immediate actions and interventions taken relationally by 
individuals 

Conditions of Learning-Centred Leadership 

1. This style is most suitable for contentious problems 
2. Assumptions, values and beliefs shape perceptions of the problem. These 

are usually hidden below the waterline of the iceberg. 
3. The best solution is found when assumptions, values and beliefs are made 

explicit 
4. The wider the range of people contributing to the problem the more likely that 

a sustainable and acceptable solution will be found 
5. Process of joint thinking is given precedence over task achievement 
6. Participants are receptive to other people’s points of view 
7. Most participants will modify their conceptions of the problem 
8. Speaking relationally means expressing a point of view without implying 

certainty, allowing the possibility that your opinion may be wrong, and putting 
it forward in a way that helps others to express other points of view. The 
emphasis is on preserving the relationship while venturing a point of view and 
being prepared to learn 
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Activity: Consider the following contentious problem: 

A key issue at work is getting the right balance between implementing the 
rules, and the rights of staff members. A meeting is called to explore this 
matter. 

 
Write down 3 statements or questions that you could use that would help to 
establish the current reality and preferred future for the situation. Use words in 
your statement or question that leave open the possibility that others may 
have different but equally valid points of view. 
 
 
1. ___________________________________________________________

___________________________________________________________ 

2. ___________________________________________________________

___________________________________________________________ 

3. ___________________________________________________________

___________________________________________________________ 

 

 

Leadership Effectiveness 
Leadership effectiveness depends on the strengthening of five attrubutes that make 
a positive contribution to leadership effectiveness, while also reducing three 
behaviours that erode it. The five leadership effectiveness enhancers are 
relationships, self-awareness, authenticity, systems awareness and achievement of 
results. Behaviours that have been proven to reduce leadership effectiveness include 
complying, protecting, and controlling. 

It is possible to assess an individual’s level of leadership effectiveness against these 
8 groups of attributes using a 360 multi-rater assessment tool called The Leadership 
Circle Profile (TLCP). The detailed profile resulting from this assessment provides 
clearly defined goals an immediate pathway for professional development 
interventions that will result in improved leadership effectiveness. 

The link below is the best way to experience the power and elegance of the world's 
most advanced 360-degree assessment.  

• Experience the entire Test Drive (28 minutes) 
• Select from any of 10 Test Drive episodes (about 3 minutes each) 
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Strategies for Developing Leadership for New Leaders 
Corporate Leadership Council Learning and Development Roundtable 2005 
CLC research showed that the greatest changes to a person’s leadership capabilities 
occurred at the transition into a frontline management role. 
 
This transition can be mitigated by the following strategies: 
 
Significant impact strategies: 

• Coordinating between the individual's previous manager and new manager 
during the transition 

• Providing detailed guidance to managers on how to effectively allocate their 
time in their new role 

• Helping new-to-role leaders find the appropriate balance between 
development and performance 
 

Moderate impact strategies: 
• Creating individualised plans for managers making lateral 
• transitions within the agency 
• Assessing the readiness of each candidate for potential managerial 

positions 
• Providing experienced executive coaches for leaders making transitions 

within the agency 
• Providing structured opportunities for new-to-role managers to build peer 

networks and learn from their colleagues 
 

Modest impact strategies: 
• Creating individualised plans for managers making vertical transitions with 

the agency 
• Holding managers of new-to-role leaders accountable for the success of the 

transition 
• Giving corrective feedback to new-to-role managers before potential 

problems become entrenched 
• Providing 'duty-free' transition periods 

Learning Organisations 
Peter Senge’s (1990) concept of a learning organization is characterized by system 
thinking, personal mastery, mental models, building shared vision, and team 
learning.  
 
Central to the learning organization model is dialogue in which team members 
suspend assumptions and enter into thinking together.  
 
Personal mastery is the discipline of continually clarifying and deepening our 
personal vision, of focusing our energies, of developing patience, and of seeing 
reality objectively. 
 
It is also beneficial to train the team members in the skills of dialogue and discussion. 
Senge states that team learning involves mastery of two distinct processes: dialogue 
and discussion. Dialogue is described as the free and creative exploration of 
complex and subtle issues, using deep listening, and suspending one’s own views. 
By contrast, during discussion, different views are presented and defended and there 
is a search for the best view to support decisions being made. 
 
How similar is your unit to a learning organization? The test below can help you to 
identify your unit’s strengths and areas for further growth. 
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Learning Organisation Assessment	
Instructions: Consider each statement as it describes your personal 
experience. Score each statement 1-5. Total each column and 
calculate your total score. A
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	 Score 5 4 3 2 1 

1	 Creative problem finding and solving are used routinely      

2	 Critical thinking is encouraged	 	 	 	 	 	

3 Reflection and "generative learning," which involves a 
capacity to create the vision the organization holds are 
enabled 

     

4 Trust between all team members is strong      

5 There is open communication at all levels      

6 Risk taking is encouraged      

7 Creative conflict exists around work-related issues rather than 
personality and emotions 

     

8 Accountability and self-responsibility are encouraged      

9 Staff members are recognized as "units of free will" who 
are responsible for their own learning 

     

10 Continuous enquiry is encouraged      

11 Appreciation is expressed of the Unit’s own and its 
members' strengths 

     

12 Individuals are enabled to act according to their own values 
and to align these with corporate values rather than 
imposing corporate values 

     

13 The Unit is a model of diversity in its composition and 
points of view 

     

14 The unit has a collective, communicated vision and 
objectives 

     

15 Teamwork is a strong feature of working in the unit      

16 Reflection is encouraged that is non-judgmental and 
encourages different perspectives and paradigms 

     

17 Intuition and emotional learning are enabled.      

Column totals      

Grand total  

	
Score interpretation:  
60-85 Strongly developed features of a learning organization 
40-59 Many features with potential to develop further 
17-39 Few or weakly established features.  
 
Business Unit: __________________________________ Date of Assessment  __/__/__ 
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Team Leadership Effectiveness 
Instructions: This questionnaire contains questions about your team and the leadership 
within this team. Indicate whether you feel each statement is true or not true of your team. 
Use the following scale: 

Key:    1 = False       2 = More false than true 3 = More true than false  4 = True 

1.  There is a clearly defined need—a goal to be achieved or a purpose to be 
served—that justifies the existence of our team, (team: clear, elevating goal) 

1   2   3   4 

2. We have an established method for monitoring individual performance and 
providing feedback, (team: results-driven structure) 

1   2   3   4 

3. Team members possess the essential skills and abilities to accomplish the 
team's objectives, (team: competent team members) 

1   2   3   4 

4. Achieving our team goal is a higher priority than any individual objective, (team: 
unified commitment) 

1   2   3   4 

5. We trust each other sufficiently to accurately share information, perceptions, 
and feedback, (team: collaborative climate) 

1   2   3   4 

6. Our team exerts pressure on itself to improve performance. (team: standards of 
excellence) 

1   2   3   4 

7. Our team is given the resources it needs to get the job done (team: external 
support and recognition) 

1   2   3   4 

8. If it's necessary to adjust the team's goal, our team leader makes sure we 
understand why. (leadership: focus on the goal) 

1   2   3   4 

9. Our team leader creates a safe climate for team members to openly and 
supportively discuss any issue related to the team's success, (leadership: 
ensure a collaborative climate) 

1   2   3   4 

10. Our team leader looks for and acknowledges contributions by team members, 
(leadership: build confidence) 

1   2   3   4 

11. Our team leader understands the technical issues we must face in achieving our 
goal, (leadership: demonstrate sufficient technical know-how) 

1   2   3   4 

12. Our team leader does not dilute our team's effort with too many priorities, 
(leadership: set priorities) 

1   2   3   4 

13. Our team leader is willing to confront and resolve issues associated with 
inadequate performance by team members, (leadership: manage performance) 

1   2   3   4 

Scoring Interpretation 

The questions assess the criteria of team excellence. Question scores of 1-3 are indicators of 
priority areas for action, especially when they appear in more than 25% of results. The results 
allow team members to identify issues such as strengths and weaknesses of the team and its 
leadership, necessary changes, problematic norms, or issues that need to be addressed. The 
survey is given to team members and the team leader, and all are involved in the diagnosis and 
the resulting action planning.  
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Assessments Using the NSW Public Sector Capabilities Framework 

Assessment	of	the	essential	requirements	of	a	Public	Sector	Role	
The NSW Public Sector Capability Framework is used to assess the essential 
requirements of a particular role so that recruitment processes can ensure that the role is 
filled by a person capable of meeting the expectations of the role. 

When the essential requirements of a role are determined, the incumbent can benchmark 
themselves and plan their own professional development to improve in their performance 
in the role;  

When the essential requirements of a role are determined, aspirants to the role can 
benchmark themselves and plan their own professional development in preparation to take 
up the role. 

The steps involved in assessing the essential requirement of a role are as follows: 

1. Ensure that the government, corporate and strategic requirements of the role are 
known; 

2. Refer to the PSC Performance Management Framework for mandatory requirements if 
the role has financial or people management responsibilities; 

3. Next, refer to the NSW Public Sector Capability Framework. It is divided into 6 
capability groupings:  

a. Personal Attributes,  
b. Relationships,  
c. Results,  
d. Business Enablers, and  
e. People Management 
f. Role specific capabilities. 

Within each of these groupings there are 4 capabilities, making a total of 20 capabilities in 
all.  

4. Each capability is described at 5 levels of performance:  
a. Foundational (generally the level required for front-line roles) 
b. Intermediate (generally the level required for team leaders) 
c. Adept (generally the level required for managers) 
d. Advanced (generally the level required for executives) 
e. Highly advanced (generally the level required for senior executives) 

A particular role may require performances from across the 5 levels, but the 5-6 core 
capabilities will generally be at the highest required level for the role. It is therefore 
appropriate to set aside capabilities for a particular role that are at lower levels of expected 
performance, as they are unlikely to be core requirements for that role. 

5. In consideration of the role being assessed, select the 5-6 capabilities that are 
essential for the role to be performed effectively. You may choose more than one 
capability from within a capability group, and may overlook a capability group if 
appropriate. This selection process requires careful judgment, as the temptation is to 
want to select most of the capabilities. Just go for those 5-6 capabilities that are central 
to the role. If the role has financial or people management responsibilities, it is 
essential to select capabilities relevant to these responsibilities; 

6. Use the 5 levels of performance to identify the behaviours expected of the person 
performing this role at this level; and 

7. Use the template to note the selected capability groupings, capabilities and typical 
behavioural indicators expected for the role. (see examples attached) 
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Examples of Assessing the Essential Requirements of a Role 
Example 1. CEO of an NFP NGO  
The CEO in this example is undertaking an extensive restructure of the business based on a significant government reform agenda for the sector. The business, 
providing services in the NSW welfare sector is 70% government funded, has a staff of 45 and an annual budget of $1.8m. The CEO has 4 direct reports. 

Capability	Group	 Capability	 Typical	Behavioural	Indicators	 Required	Level	

Personal	Attributes	 Display	Resilience	and	
Courage:	Be	open	and	honest,	
prepared	to	express	your	
views,	and	willing	to	accept	and	
commit	to	change	

• Give frank, honest advice in the face of strong, contrary views  
• Welcome new challenges and persist in raising and working through novel and difficult issues  
• Develop	effective	strategies	and	show	decisiveness	in	dealing	with	emotionally	charged	situations,	
difficult	and	controversial	issues	

• Create a climate which encourages and supports openness, persistence and genuine debate 
around critical issues  

• Provide sound exposition and argument for agreed positions while remaining open to valid 
suggestions for change  

• Raise critical issues and make tough decisions  
• Respond to significant, complex and novel challenges with a high level of resilience and 

persistence  

Advanced	to	Highly	
Advanced	

Relationships	 Influence	and	Negotiate:	Gain	
consensus	and	commitment	
from	others	and	resolve	issues	
and	conflicts	

• Engage in a range of approaches to generate solutions, seeking expert inputs and advice to inform 
negotiating strategy  
• Use sound arguments, strong evidence, and expert opinion to influence outcomes  
• Establish a clear negotiation position based on research, a firm grasp of key issues, likely 

arguments, points of difference and areas for compromise  
• Represent the organisation in critical negotiations, including those that are cross-jurisdictional, 

achieving effective solutions in challenging relationships, ambiguous and conflicting positions  
• Pre-empt and avoid conflict across organisations and with senior internal and external stakeholders  
• Identify	contentious	issues,	direct	discussion	and	debate,	and	steer	parties	towards	an	effective	
resolution	

Highly	Advanced	

Results	 Deliver	Results:	Achieve	
results	through	efficient	use	of	
resources	and	a	commitment	to	
quality	outcomes	

• Investigate and create opportunities to enhance the achievement of organisational objectives  
• Make sure others understand that on-time and on-budget results are required and how overall 

success is defined  
• Control output of business unit to ensure government outcomes are achieved within budget  
• Create a culture of achievement, fostering on-time and on-budget quality outcomes in the 

organisation  
• Identify, recognise and celebrate success  
• Identify and remove potential barriers or hurdles to ongoing and long term achievement of outcomes  
• Initiate and communicate high level priorities for the organisation to achieve government outcomes  
• Use own professional knowledge and expertise of others to drive organisational and government 

objectives forward 

Advanced	to	Highly	
Advanced	
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Capability	Group	 Capability	 Typical	Behavioural	Indicators	 Required	Level	

Business	Enablers	 Finance:	Understand	and	apply	
financial	processes	to	achieve	
value	for	money	and	minimize	
financial	risk	

• Understand core financial terminology, policies and processes, and display a knowledge of relevant 
recurrent and capital financial measures  
• Understand impacts of funding allocations on business planning and budgets, including value for 

money, choice between direct provision and purchase of services, and financial implications of 
decisions  
• Understand and apply financial audit, reporting and compliance obligations  
• Identify discrepancies or variances in financial and budget reports, and take corrective action where 

appropriate  
• Make decisions and prepare business cases paying due regard to financial considerations 
• Involve specialist financial advice in review and evaluation of systems and processes used to 

identify opportunities for improvement 
• Define organisational directions and set priorities and business plans with reference to key financial 

indicators  
• Ensure	that	the	organisation	informs	strategic	decisions	with	appropriate	advice	from	finance	
professionals	

Adept	to	Advanced	

People	Management	 Manage	and	Develop	People:	
Engage	and	motivate	staff	and	
develop	capability	and	
potential	in	others	

• Develop team capability and recognise and develop potential in people 
• Negotiate clear performance standards and monitor progress 
• Refine roles and responsibilities over time to achieve better business outcomes  
• Recognise talent, develop team capability and undertake succession planning  
• Provide timely, constructive and objective feedback to staff  
• Address and resolve team and individual performance issues, including serious unsatisfactory 

performance, in a timely and effective way  
• Monitor	and	report	on	performance	of	team	in	line	with	established	performance	development	
frameworks	
• Model	and	encourage	a	culture	of	continuous	learning	and	leadership,	which	values	high	levels	of	
constructive	feedback,	and	exposure	to	new	experiences	

Adept	

	 Optimise Business 
Outcomes: Manage 
resources effectively and 
apply sound workforce 
planning principles  

• Identify cultural barriers to change and implement strategies to address these  
• Clarify purpose and benefits of continuous improvement for staff and provide coaching and 

leadership in times of uncertainty  
• Assist others to address emerging challenges and risks and generate support for change initiatives  
• Translate	change	initiatives	into	practical	strategies	and	explain	these	to	staff	and	their	role	in	
implementing	them	
• Build	staff	support	and	commitment	to	announced	change,	and	plan	and	prepare	for	long-term	
organisational	change,	with	a	focus	on	the	wider	political,	social	and	environmental	context	

Advanced	
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Example 2: Manager of a Training and Development Business Unit 
The manager provides training and development programs to internal customers in a mid-level NSW government agency. The manager has 4 direct reports, a staff of 23 
and an annual budget of $2.3m. 
Capability	Group	 Capability	 Typical	Behavioural	Indicators	 Required	Level	

Personal	Attributes	 Manage Self: Show drive and 
motivation, a measured 
approach and a commitment 
to learning. 

• Promote and model the value of self-improvement and be proactive in seeking opportunities 
for growth  
• Actively seek, reflect and integrate feedback to enhance own performance, showing a 

strong capacity and willingness to modify own behaviours  
• Manage challenging, ambiguous and complex issues calmly and logically  
• Model initiative and decisiveness 

Highly	Advanced	

Relationships	 Commit to Customer 
Service:  
Provide	customer	centric	
services	in	line	with	public	
service	and	organisational	
objectives	

• Find opportunities to co-operate with internal and external parties to improve outcomes for 
customers  

• Maintain relationships with key customers in area of expertise  
• Promote a culture of quality customer service in the organisation  
• Liaise with senior stakeholders on key issues and provide expert and influential advice  
• Identify and incorporate the interests and needs of customers in business process design  
• Ensure that the organisation’s systems, processes, policies and programs respond to 

customer needs 

Adept	to	Advanced	

Results	 Deliver	Results:	Achieve	
results	through	efficient	use	of	
resources	and	a	commitment	to	
quality	outcomes	

• Take responsibility for delivering on intended outcomes  
• Make sure team/unit staff understand expected goals and acknowledge success  
• Identify resource needs and ensure goals are achieved within budget and deadlines  
• Identify changed priorities and ensure allocation of resources meets new business needs  
• Ensure financial implications of changed priorities are explicit and budgeted for  
• Use own expertise and seek others’ expertise to achieve work outcomes 

Adept	

Business	Enablers	 Project Management: 
Understand and apply 
effective planning, 
coordination and control 
methods 

• Prepare accurate estimates of costs and resources required for more complex projects  
• Communicate the project strategy and its expected benefits to others  
• Monitor the completion of project milestones against goals and amend where necessary  
• Access key subject-matter experts’ knowledge to inform project plans and directions  
• Monitor the completion of projects and implement effective and rigorous project evaluation 

methodologies to inform future planning  
• Develop effective strategies to remedy variances from project plans, and minimise impacts  
• Obtain the commitment of key stakeholders to major project strategies, including cross-

organisational initiatives, and ensure ongoing communication 

Adept	to	Advanced	

People	Management	 Manage	and	Develop	People:		

Engage	and	motivate	staff	and	
develop	capability	and	
potential	in	others	

• Define and clearly communicate roles and responsibilities to achieve team/unit outcomes  
• Negotiate clear performance standards and monitor progress  
• Develop team/unit plans that take into account team capability, strengths and opportunities 

for development  
• Provide regular constructive feedback to build on strengths and achieve results  
• Address and resolve team and individual performance issues, including unsatisfactory 

performance in a timely and effective way  
• Monitor and report on performance of team using performance development frameworks 

Adept	
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Self	Assessment	using	the	NSW	Public	Sector	Capabilities	Framework	
To undertake a self-assessment using the capabilities, follow these steps: 
1. Ensure that you know the government, corporate and strategic requirements of 

your role; 
2. Refer to the PSC Performance Management Framework for mandatory 

requirements if your role has financial or people management responsibilities; 
3. Next, refer to the NSW Public Sector Capabilities Framework. It is divided into 6 

capability groupings:  
a. Personal Attributes,  
b. Relationships,  
c. Results,  
d. Business Enablers,  
e. People Management, and 
f. Role specific capabilities. 

Within each of these groupings there are 4 capabilities, making a total of 20 
capabilities in all.  

4. Each capability is described at 5 levels of performance:  
a. Foundational (generally the level required for front-line roles) 
b. Intermediate (generally the level required for team leaders) 
c. Adept (generally the level required for managers) 
d. Advanced (generally the level required for executives) 
e. Highly advanced (generally the level required for senior executives) 

A particular role may require performances from across the 5 levels, but the 5-6 core 
capabilities will generally be at the highest required level for the role. It is therefore 
appropriate to set aside capabilities for a particular role that are at lower levels of 
expected performance, as they are unlikely to be core requirements for that role. 

8. In consideration of your role or your current level of competencies, select the 5-6 
capabilities that are essential for you to effectively do your job, or which are your 
core competencies or signature capabilities. You may choose more than one 
capability from within a capability group, and may overlook a capability group if 
appropriate. This selection process requires careful judgment, as the temptation 
is to want to select a large number of capabilities. Just go for those 5-6 
capabilities that are central to the role, or your core competencies. If the role has 
financial or people management responsibilities, it is essential to select 
capabilities relevant to these responsibilities. 

9. For each chosen capability (of your 5-6), carefully read the descriptions of the 5 
levels of performance. Note the highest level description of the level of 
performance that describes your role or performance most of the time. 

10. Use the template to note the selected capability groupings, capabilities and 
typical behavioural indicators you are currently achieving; 

11. Note the level of performance that you aspire to. (see examples attached) 
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Examples of Self-Assessing Using the Public Sector Capabilities 
Example 3. CEO of an NFP NGO  
The incumbent in the above role used the position capabilities to undertake a self-assessment, and to identify priorities for self-development. 

Capability	Group	 Capability	 Observed	Behaviours	 Required	
Level	

Current	
Performance	

Priority	

HML	

Personal	Attributes	 Display	Resilience	and	
Courage:	Be	open	and	honest,	
prepared	to	express	your	
views,	and	willing	to	accept	
and	commit	to	change	

• Be flexible and adaptable and respond quickly when situations change  
• Give frank and honest feedback/advice  
• Accept criticism of own ideas and respond in a thoughtful and considered way  
• Raise and work through challenging issues and seek alternatives  
• Keep control of own emotions and stay calm under pressure in challenging situations 

Advanced	
to	Highly	
Advanced	

Adept	 High	

Relationships	 Influence	and	Negotiate:	Gain	
consensus	and	commitment	
from	others	and	resolve	issues	
and	conflicts	

• Utilise facts to support claims  
• Work towards positive and mutually satisfactory outcomes  
• Identify and resolve issues in discussion with other staff and stakeholders  
• Identify others’ concerns and expectations  
• Show sensitivity and understanding in resolving conflicts and differences  
• Keep discussion focused on the key issues 

Highly	
Advanced	

Intermediate	 High	

Results	 Deliver	Results:	Achieve	
results	through	efficient	use	of	
resources	and	a	commitment	
to	quality	outcomes	

• Take responsibility for delivering on intended outcomes  
• Identify, recognise and celebrate success  
• Identify resource needs and ensure goals are achieved within budget and deadlines  
• Identify changed priorities and ensure allocation of resources meets business needs  
• Ensure financial implications of changed priorities are explicit and budgeted for  
• Use own expertise and seek others’ expertise to achieve work outcomes 
• Investigate and create opportunities to achieve organisational objectives  
• Make sure others understand that on-time and on-budget results are required and how 

overall success is defined 

Advanced	
to	Highly	
Advanced	

Adept	to	
Advanced	

Medium	

Business	Enablers	 Finance:	Understand	and	
apply	financial	processes	to	
achieve	value	for	money	and	
minimize	financial	risk	

• Understand core financial terminology, policies and processes, and display a 
knowledge of relevant recurrent and capital financial measures  

• Understand impacts of funding allocations on business planning and budgets, including 
value for money, choice between direct provision and purchase of services, and 
financial implications of decisions  

• Understand and apply financial audit, reporting and compliance obligations  
• Identify discrepancies or variances in financial and budget reports, and take corrective 

action where appropriate  
• Seek specialist advice and support where required  
• Make decisions and prepare business cases paying regard to financial considerations 
• Identify and analyse trends, review data and evaluate business options to ensure 

business cases are financially sound 
• Ensure that organisation informs strategic decisions using professionals finance advice  

Adept	to	
Advanced	

Adept	to	
Advanced	

Low	
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Capability	Group	 Capability	 Observed	Behaviours	 Required	
Level	

Current	
Performance	

Priority	

HML	

People	Management	 Manage	and	Develop	People:	
Engage	and	motivate	staff	and	
develop	capability	and	
potential	in	others	

• Define and clearly communicate roles and responsibilities to achieve team/unit 
outcomes  

• Recognise talent, develop team capability and undertake succession planning  
• Coach and mentor staff and encourage professional development and continuous 

learning  
• Provide timely, constructive and objective feedback to staff  
• Address and resolve team and individual performance issues, including serious 

unsatisfactory performance, in a timely and effective way  
• Implement performance development frameworks to align workforce capability with the 

organisation’s current and future priorities and objectives 
• Model and encourage a culture of continuous learning and leadership, which values 

high levels of constructive feedback, and exposure to new experiences 

Adept	 Advanced	 Low	

People	Management	 Optimise Business 
Outcomes: Manage 
resources effectively and 
apply sound workforce 
planning principles  

• Ensure that team members base their decisions on a sound understanding of business 
principles applied in a public sector context  

• Develop workforce plans that effectively distribute organisational resources to achieve 
business goals  

• Plan for strategic use of human resources that links to wider organisational aims and 
goals  

• Encourage others to strive for ongoing performance improvement  
• Align systems and processes to encourage improved performance and outcomes 
• Align workforce resources and talent with organisational priorities 

Advanced	 Advanced	 Low	
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Example 4. Self-Assessment Without a Role in Mind  
An officer uses the capabilities to undertake a self-assessment. 

Capability	Group	 Capability	 Observed	Behaviours	 Current	Performance	

Personal	Attributes	 Manage	Self:		

Show	drive	and	motivation,	a	
measured	approach	and	a	
commitment	to	learning	

• Look for and take advantage of opportunities to learn new skills and develop strengths  
• Show commitment to achieving challenging goals  
• Examine and reflect on own performance  
• Actively seek, reflect and integrate feedback to enhance own performance, showing a strong capacity 

and willingness to modify own behaviours  
• Maintain a high level of personal motivation 

Adept	to	Advanced	

Relationships	 Communicate Effectively:  
Communicate	clearly,	actively	
listen	to	others	and	respond	
with	respect	

• Present with credibility, engage varied audiences and test levels of understanding  
• Translate technical and complex information concisely for diverse audiences  
• Create opportunities for others to be heard  
• Actively listen, and identify ways to ensure all have an opportunity to contribute  
• Adjust style and approach to optimise outcomes  
• Write fluently and persuasively in a range of styles and formats 

Advanced	

Relationships	 Work Collaboratively:  
Collaborate	with	others	and	
value	their	contribution	

• Build a supportive and co-operative team environment  
• Build co-operation and overcome barriers to information sharing and communication across 

teams/units  
• Share lessons learned across teams/units  
• Identify opportunities to work collaboratively with other teams/ units to solve issues and develop better 

processes and approaches to work 

Adept	

Results	 Think and Solve Problems:  
Think,	analyse	and	consider	
the	broader	context	to	
develop	practical	solutions	

• Research and analyse information, identify interrelationships and make recommendations based on 
relevant evidence  

• Work through issues, weigh up alternatives and identify the most effective solutions  
• Take account of the wider business context when considering options to resolve issues  
• Explore a range of possibilities and creative alternatives to contribute to systems, process and 

business improvements  
• Implement systems and processes that underpin high quality research and analysis 
• Apply lateral thinking and develop innovative solutions that have long-standing, organisation-wide 

impact 

Advanced	

Business	Enablers	 Project	Management:	

Understand	and	apply	
effective	planning,	
coordination	and	control	
methods	

• Prepare scope and business cases for more ambiguous or complex projects including cost and resource impacts  
• Access key subject-matter experts’ knowledge to inform project plans and directions  
• Establish performance outcomes and measures for key project goals, and define monitoring, reporting and 

communication requirements  
• Prepare accurate estimates of costs and resources required for more complex projects  
• Communicate the project strategy and its expected benefits to others  
• Monitor the completion of project milestones against goals and initiate amendments where necessary  
• Evaluate progress and identify improvements to inform future projects 
• Manage transitions between project stages and ensure that changes are consistent with organisational goals 

Adept	to	Advanced	
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Capability	Group	 Capability	 Observed	Behaviours	 Current	Performance	

People	Management	 Manage	and	Develop	People:	
Engage	and	motivate	staff	and	
develop	capability	and	
potential	in	others	

• Define and clearly communicate roles and responsibilities to achieve team/unit outcomes  
• Recognise talent, develop team capability and undertake succession planning  
• Coach and mentor staff and encourage professional development and continuous learning  
• Provide timely, constructive and objective feedback to staff  
• Address and resolve team and individual performance issues, including serious unsatisfactory 

performance, in a timely and effective way  
• Implement performance development frameworks to align workforce capability with the organisation’s 

current and future priorities and objectives 
• Model and encourage a culture of continuous learning and leadership, which values high levels of 

constructive feedback, and exposure to new experiences 

Advanced	
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Steven Covey’s 7 Habits of Highly Effective People 

Habit	1:	Be	Proactive	
The principle behind this habit is taking responsibility for your life.  
This habit is foundational. If it is not present, the other habits are impossible. Being proactive means your 
life is a product of values, not feelings; decisions, not conditions. 
Opposite is to be reactive – life is a function of feelings, moods and impulses, other people’s treatment. We 
can choose our responses.  
Proactivity is the capacity to subordinate impulses, moods, feelings and conditions to values based on 
principles. Doing so smooths emotional life and allows: 

• Making and keeping promises 
• Treating others with kindness without compromising your convictions 

In death camp Victor Frankl saw the last human freedom: The power to choose your own response to any 
condition. The highest value is the power to choose your attitude in situations over which you have no 
control – dignity and desire to live nobly and to contribute. 

Stimulus ! Freedom to choose ! Response 
“With the right choices, eventually the response we choose begins to influence the stimulus.” - Frankl 
Ask what is this situation demanding of me. Liberty is a condition of the environment. Freedom is a 
condition of the person. We have control over our freedom. Your head will create your world.  

Survival 
Frankl found that survival in the death camps depended on having: 

• Vision of the future 
• Sense of meaning of work yet to do 
• Contribution yet to make 

Don’t let things you can do nothing about interfere with the things you can do a great deal about. 

Taking Responsibility 

It is not what people do to us that hurts us, but our chosen response to what they do. 
Resentfulness means we re-live the injury – we look for data to support our negative feeling.  
“Nothing can make you feel inferior without your consent.”  - Eleanor Roosevelt 
“No one can take away your respect unless your give it to them” – Gandhi 
We must never build our emotional life around the weaknesses of other people. 
There are four Human Endowments that underpin taking responsibility:  

1. Self awareness; 
2. Imagination; 
3. Conscience; 
4. Independent will. 

Stimulus ! Self awareness, Imagination, Conscience, Independent will !Response 

Determinism 

People use the following excuses for what has determined how they are: 
• Genetic determinism – Grandparents did it: it’s in our family genes. 
• Psychic determinism – Parents did it: I was badly raised. 
• Environmental determinism – friends, wife, boss and culture did it 

If you have a genetic pre-disposition to something that reduces your effectiveness, adopt a lifestyle to avoid 
provoking it. We are influenced by our genetics but our future is not determined by them. You can over-ride 
them. Envision a better situation and commit to it. 
When we live out of our memory, we are tied to that which is finite. When we live out of our imagination, we 
are tied to that which is infinite. We can act on our imagination and conscience.  

Circle of Influence 

Proactive or reactive – its about internal or external locus of control: listen to language  

Proactive language: I choose to, I will, I prefer to, yes, no; (ownership, accountability, responsibility) 

Reactive language: have to, must, cannot, you always, you never; (blame, excuses, denial) 
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Proactive 

 

Reactive 

 

 

 

 

 

 

 

 

 

 

 

 

 
Always treat people as if they are proactive – response-ability. Inner circle gets larger when you work on it. 

B
E
D 

O
A
R 

Internal 

External 

	 Withdrawals 
Judging 
Criticizing  
Not consistent  

Reactive People 
Focus on this.  
	

Circle of Influence 
 

Circle of 
Concern 

Proactive People 
Focus on this. 

Patience 
Law of the harvest 
Take responsibility 
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Activity: Individual 
Circle of Influence and Circle of Concern  
 
The external wheel is the Circle of Concern. Write in all the issues and elements of your life that are on 
your mind over a one-week period. 
 
The inner circle is those items from the circle of concern that you are able to influence by your actions 
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Habit	2	–	Start	with	the	End	in	Mind	
The principle underlying this habit is living life with purpose, vision, goals. 
Decide what your life is about for this week, this year or this lifetime. 
Mental Creation – social mirrors – parents, siblings, teachers, etc. Where does self-awareness come 
from? Need personal vision relating to your own identity.  
Life is created twice: 

(i) social mirror or social agenda – its intellectual / in your head. 
(ii) What you actually live. 

Like a jigsaw puzzle – it is very helpful to have the end in mind. 
Ask people – what is the purpose of the business? Unless this is shared how can it be achieved 
together?   
If you do not take charge of the first creation, it will be lived for you. 
Choosing a Life Centre 
Stimulus ! What is it I am about? What principles apply? ! Response 
Metaphor of the glasses. 
Paradigms are like lenses in our life. What do you put at the centre of your life? 

Whatever you put at the centre will dominate your life. What is the impact if you choose family-centred?  
What is the correct centre? Principles. The principles need to be a balanced set. 

Personal Mission Statement 
This is your personal constitution, purpose or mission. 
Two Parts:  

1. What am I about? 
2. How do I go about it – principles 

Need to separate from the social mirror and decide for yourself. 
We live three Lives: 

1. Public life 
2. Private life 
3. Deep inner life " here you decide the most fundamental issues of your life. Only you go here 

– it is your heart. You need to take charge of it. Think of people who rose above their 
difficulties of levels of determinism. Must work on the inner life. 

“A person cannot do right in one department of life while attempting to do wrong in another department. 
Life is an indivisible whole.” – Gandhi 
People usually do not go into their deep inner life unless in pain (for example at the loss of a family 
member). Therefore you are lived by your deep inner life. We need to work on our vision and the 

?	
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principles that guide us to achieve it. This is profound deep work. We all have motives and parts of our 
life we don’t want to look at. 
When you live out of memory, you focus on the past. When you live out of imagination, you focus on the 
future.  
 
See Time Perspective by Phil Zimbardo at:  
http://www.ted.com/talks/philip_zimbardo_prescribes_a_healthy_take_on_time.html 
The important part of writing a mission statement is the preparation. 

• What are you unique gifts? 
• Listen to those who see potential in you 
• Study the lives of people who have inspired you. What did you admire – gives you a guide 

to the principles on which to build your life. 

Examples of Principle Statements 

Your Signature Strength 
 
The Rotarian Four Way Test: 

1. Is it TRUTH? 
2. Is it FAIR to all concerned? 
3. Will it build GOODWILL and BETTER FRIENDSHIPS? 
4. Will it be BENEFICIAL to all concerned? 

 
Falun Gong: Truthfulness, Compassion, Forbearance 
 
Write your mission statement as if it will never change. This will give it integrity. Such a statement will 
give you power. 

Neurological Levels 

 

 

 

 

 

 

 

 

 

 

 

This is a Neuro Linguistic Programming model. It is similar concept to the iceberg model.  
The closer to the centre you go the deeper is the self being explored. The inner circles are also less 
changeable over time. Our deep inner life is described by our spiritual self and our identity. 
Identity is harder for us to define than for people who know us intimately to describe. Unless we talk 
about it, few people will know of our spirituality. 
Some types of identity are victim, martyr, rescuer, persecutor, learner, teacher, mediator.  
See Karpman’s Drama Triangle. 
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Activity: Individual. My personal Mission Statement. 
____________________________________________________________________________

____________________________________________________________________________

____________________________________________________________________________

____________________________________________________________________________ 

____________________________________________________________________________

____________________________________________________________________________

____________________________________________________________________________

____________________________________________________________________________ 

____________________________________________________________________________

____________________________________________________________________________

____________________________________________________________________________

____________________________________________________________________________ 

____________________________________________________________________________

____________________________________________________________________________

____________________________________________________________________________

____________________________________________________________________________ 

____________________________________________________________________________

____________________________________________________________________________

____________________________________________________________________________

____________________________________________________________________________ 

____________________________________________________________________________

____________________________________________________________________________

____________________________________________________________________________

____________________________________________________________________________ 

____________________________________________________________________________

____________________________________________________________________________

____________________________________________________________________________

____________________________________________________________________________

____________________________________________________________________________

____________________________________________________________________________

____________________________________________________________________________

____________________________________________________________________________

____________________________________________________________________________ 
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Habit	3:	Put	First	Things	First	
The principle underlying this habit is to get your priorities right. 
If Habit 2 is Write the Program, Habit 3 is Execute the program 
The first things in our lives are relationships. 
The traditional paradigm is efficiency around time management:  
Time Management: 
• Time 
• Scheduling  
• Control Symbol is clock 
• Efficiency 
• Doing things faster  
We cannot be efficient with contentious issues with loved ones.  
The new Paradigm is Effectiveness 
Symbol is compass 
Effectiveness 

• People and relationships 
• Moral sense of principle 
• Integrity 

Leadership is about effective relationships.  Management is about efficient schedules. 
Use leadership first, then management. 
Compass then clock 

Big Issues in a Life 

These are examples of possible first things in a life: 
 
 
 
 
 
 
 
 
 

 
In some way, all these involve relationships between self and others. 
 
Activity:  
1. Write down the First Things of your life eg. self, family, relationships, health, education, 

integrity 
2. Prioritise them 
3. What is one activity that, if you do it superbly well, will produce marvellous results in 

Personal life, Work or professional life, and Social (third place) life. 
____________________________________________________________________________

____________________________________________________________________________

____________________________________________________________________________

____________________________________________________________________________ 

____________________________________________________________________________ 

Big opportunity 
Young children 
Major project 
Sharpen the saw 
Quadrant II: Not Urgent but important 
Friends 
Family 
 

Vacation 
Time for self  
Key Employment Issue 
Service, Community, Church 
Quadrant I: Urgent and important 
Spouse 
Relationship to deity 
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Importance and Urgency 

Importance is your own values based on principle to achieve high priority goals. Urgency is in your face. 
What is important to another person must be as important to you as that other person is to you. 
 

 Urgent Not Urgent 

Im
po

rt
an

t 

Quadrant I 
 
 Crisis management 
 Fire fighting 
 Fence mending 
 
 
 
 
 

Quadrant II 
 
 Leadership 
 Prevention 
 Preparation 
 Planning 
 Relationship building 
 Empowerment 
 Sharpen the saw 

N
ot

 Im
po

rt
an

t 

Quadrant III 
 
 
 Pressing 
 Popular 
 Proximate 
 Social values are found 
 here 
 
 
 
 

Quadrant IV 
 
 
 Say NO to these 
 

 
 
Six Steps of Mission 

1. Connect to mission. This means getting into a creative head space. 
2. Review my roles in relationships 
3. Identity goals around each relationship 
4. Organise weekly (not daily: this is urgency) 
5. Adapt based on integrity – schedule is soft but adherence to principles is hard.  
6. Evaluate 

Covey’s Priorities of his Personal Mission: 
1. Deity 
2. Family 
3. Neighbour (in general sense) 
4. Chairman 
5. Writer 
6. Friend 

 
 

All these deal 
with present 
or future 
relationships. 
All 7 habits 
are in QII 



Duncan Sutherland Pty Ltd 
 

Executive Coaching Manual  63 

Habit	4:	Think	Win	/	Win	
The principle of this habit is abundance. This is at the heart of all relationships. It is the habit of the 
golden rule. Abundance means mutual efforts increase what is available to go around. Benefit is not 
finite and it is not a zero sum game. Win/win situations lead to both parties benefiting as the total benefit 
grows in size. 
Share knowledge, recognition, profit, gain. 
If you value yourself by extrinsic (social value) criteria of what other think of you, you will always be 
studying the hierarchy and pecking order. Such people worry about how they are dressed and are often 
seen posturing. They are also threatened by competency around them, especially by people who are 
more capable and junior to them. They often see sharing as weakness. 
The paradigm of scarcity says that there is only so much knowledge, recognition, profit, gain to go 
around. People who follow this paradigm prefer win/lose. 
Win/lose people think in dichotomies:  

• Win/Lose 
• Strong/Weak 
• Tough/Soft 

Some people play lose/win upwards to their bosses and win/lose downwards to their subordinates. 
People who make the private victory of self-mastery are best at win/win because they are at ease with 
themselves and the world.  

Achieving Win/Win 
Maturity: Balance courage and consideration. This requires a principles-based approach around 
integrity. 
Being able to agree to disagree agreeably is also win/win. No deal is a valid in win/win outcome. BATNA 
may be win/win, but is not if it involves compromising.  
Win/Win gives: 

• Quality relationships 
• Consensus 
• Synergy – something better than each of us thought of. 

Four Dimensions of Win /Win 

1. Character: 
- Integrity – principle-centred  
- Maturity – courage and consideration 

 strength and empathy 
 abundance mentality 

2. Relationship – trust level is indicated by emotional bank account. 
3. Agreement  
4. Systems and Processes – also need to be win/win 

 
Strive to create the spirit where everyone can win without comparisons. 
You cannot hold people responsible for results if you supervise their methods 

Habit	5:	Seek	first	to	Understand	before	being	Understood	
The principle underlying this habit is empathic relationships. 
Diagnose before you prescribe, assess before you teach, discover before you prepare the case. 
Don’t sell products, sell solutions. Solutions solve the client’s problem. First understand the problem. 
When we are convinced we are right we don’t really want other people’s opinions. In a meaningful 
dialogue, we need to accept that we may be wrong. 

Effective listening 

Listen for Purpose, Main points, Validation, and Application 

Five levels of listening 
Level 1: Don’t listen at all – ignore 
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Level 2: Pretend to listen  
Level 3: Selective listening – relate to own situation 
Level 4: Listen attentively, but still in your own head 
Level 5: Listen empathically – enter their head & heart 
 

The words and how they are said are apparent but the attitude and motives behind the words may be 
hidden. 

 

 

 

 

 

 

 

 

 

We only crave air when we don’t get it. 
The psychological equivalent of air is to feel understood 
Autobiographical Patterns When Listening 

Probe 
Advise  
Evaluate 
Interpret 
 
Empathic Communication 
Learn how to ask questions. But tender vulnerable areas should not be probed. 
The issues need to come out of the respondent, not yourself. 
Understand like an interpreter. Listen with the eyes and the heart. 
Empathic communication should be used: 

(i) When you are not sure you understand 
(ii) When you are not sure the other person feels understood 
(iii) When the issue is charged with emotion 

A hierarchy of Empathic Responses: 
1. Mimicking (least empathic) 
2. Paraphrasing 
3. Reflect feeling 
4. Rephrase content and reflect feeling 
5. Be silent but just be quietly understanding (Requires deep empathy to be helpful) 

Listen to it all before trying to offer solutions. Learn. 
The relationship is far more important than the technical aspects of the deal. 
 
 
 

Words	and	
technique	

Motive	

Attitude	

All autobiographical behaviours – even when well meant. They may be 
inappropriate if the relationship is under strain. They are not empathic behaviours.  
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Habit	6:	Synergise	
This habit is based on the principle that 1+1 may equal 3 or more. 
Create the possibility of third alternatives that are better than the sum of each individual option. 
Synergy is where the whole is greater than the sum of the parts. It is similar to Rahim’s Integrated 
conflict resolution. 
Compromise is not synergy. It is often the outcome in low trust cultures. 
Synergy relies on valuing differences. Strength lies in difference not similarities, provided there is an 
agreed preferred vision based on a common set of principles. Without these principles you get prejudice. 
Synergy requires common purpose, mission and meaning. 

Humility  

(“Maybe I’m not right.”) 
Our implicit assumptions about the world are written in our paradigms. 
The key to objectivity is to accept subjectivity. 
“I see the world as I am, not as it is.” Other see the world as they are. 
If we combine with others, we increase our perspective and options. It’s the differences that create the 
new options and alternatives. Humility is acceptance of your subjective involvement and your need for 
access to other people’s views. 

Habit	7:	Sharpen	the	Saw	
Sharpen the Saw means preserving and enhancing the greatest asset you have - yourself. It means 
having a balanced program for self-renewal in the four areas of your life: physical, social/emotional, 
mental, and spiritual.  
Examples of activities: 
Physical: Beneficial eating, exercising, and resting 
Social/Emotional: Making social and meaningful connections with others 
Mental: Learning, reading, writing, and teaching 
Spiritual: Spending time in nature, expanding spiritual self through meditation, music, 

art, prayer, or service 
 
Activity:	Individual.	Sharpening	your	personal	saw	

Identify	actions	that	you	will	take	within	30	days	in	each	of	these	areas	of	your	life.	Rate	your	commitment	to	
doing	so	(High,	Medium,	Low)	

Physical 
___________________________________________________________________________________ 
 
___________________________________________________________________________________ 
Social/Emotional 
___________________________________________________________________________________ 
 
___________________________________________________________________________________ 
Mental 
___________________________________________________________________________________ 
 
___________________________________________________________________________________ 
Spiritual 
___________________________________________________________________________________ 
 
___________________________________________________________________________________ 
Commitment: 

Physical High/Medium/Low 
Social/Emotional High/Medium/Low 
Mental High/Medium/Low 
Spiritual High/Medium/Low 
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Influence 
	
Influencing Test 
Try to answer these six questions: 

1. If you have two options, one more expensive than the other, which would you offer to your client 
first? 

………………………………………………………………………………………………………………………… 

2. Would you tell your client what they stand to gain by agreeing with you, or what the stand to lose by 
not agreeing? 

………………………………………………………………………………………………………………………… 

3. If you come into possession of new information when would you let your client know? 
………………………………………………………………………………………………………………………… 

4. If your project has strengths and weaknesses, which do you present first, the strengths or the 
weaknesses? 

………………………………………………………………………………………………………………………… 

5. What is the most effective thing to say immediately after someone has thanked you for helping 
them? 

…………………………………………………………………………………………………………………………. 

6. What is the most productive thing to do before trying to get someone to like you or cooperate with 
you? 

………………………………………………………………………………………………………………………… 
 
 
Dr Robert Cialdini described 6 principles for influence and persuasion. 
1. Reciprocity 
2. Consistency 
3. Consensus 
4. Liking 
5. Authority 
6. Scarcity 

Reciprocity	

This is the give-and-take convention. The Chinese refer to this as Guanxi. Very powerful and difficult to 
resist even when the convention is obvious.  
We say yes to people we owe. Societies that play by this rule have a big advantage because individuals 
feel free to share knowing that what they are giving is earning a credit in return. This is a great way to 
start a relationship. 
When the person you give to says “thankyou” you should say “I know that you would have done the 
same if you were in my place”. This places a value on the gift and implants the expectation of the debt 
being re-paid later. 
Can be used in making concessions in negotiations such as a rejection-then-retreat tactic where an 
ambit bid is put up, duly rejected, then followed by a fall-back bid. Much more likely to achieve 
agreement. Needs to be used ethically. 
After the client says no to the initial offer, go with the concessional offer immediately. Trying later is a 
new offer. 

Consistency	

We will make choices and decisions to maintain consistency even if lured into them initially. Once we 
give even a small commitment, either orally or in writing, we will act consistently with that commitment. 
Especially strong if the commitment is written. Public commitments are strongest.  
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Saying no requires “calling” foolish consistency. Also reflect: Would I make the same choice then if I 
knew what I now know? Listen to and go with the first feeling: this is your heart-of-hearts 

Consensus 
The belief that what others are doing makes it right to do that. Following the mob. We behave like the 
group especially when with others who are similar to us and when we are uncertain. The most influential 
leaders arrange group conditions to allow consensus to be maximised. 

Pluralistic Ignorance: In a group of strangers none will respond in an emergency if others do not. The 
group norm is to deny that it is an emergency. A lone witness is much more likely to give aid than if the 
same individual is in a crowd of strangers. To get help from a crowd, identify and ask an individual. 
Others will then follow. 

Liking	 	

We want to agree with people we like. Liking is generated through physical attractiveness, similarity, 
compliments, contact & cooperation, and conditioning & association. This is very hard to detect and 
resist. 

Similarity: We like people who are like us: opinions, traits, background, lifestyle, hometown, mood, 
gestures, posture. Pacing is the technique of mirroring the client’s mood, gestures and posture. Also 
“find” similarities in opinions, traits, background and lifestyle. 

Association: Observers will associate an individual with events and situations that they are linked to, 
both positive and negative. Guilt by association and success by association are hard to resist. People 
feel more agreeable after being fed. 
We value things more when we gain them through effort or pain. 
Be on alert if you are liking the person more than is appropriate in the circumstances. Look at the 
request not the requester. 

Authority	

We are influenced by experts and people who are perceived as being more powerful. We are taught to 
be automatically obedient to authority. Authority is conveyed through titles, size, clothes and trappings. 
Authority is based on knowledge and trustworthiness. Establish trustworthiness before showing 
knowledge. 
If your proposition has strengths and weaknesses, articulate the weaknesses first but then go with the 
strengths. This shows credibility because of even-handedness. 

Scarcity	 	

We are attracted to things that are less available to us. Desire is stronger for things that were recently 
lost, especially if they are perceived to be in strong demand. Desire is enhanced if controls are used or 
restrictions are put into place. Strong with 2 yo and teenage children. Focus on what is being lost by not 
saying yes, rather than focusing on what is to be gained. 

This also works with information, especially inside knowledge and exclusive information. Use new 
information as soon as possible. 

Contrast principle: The first object we look at will alter our impression of the second object. For example, 
consider undesirable A first will make B seem more desirable when considered second. Very powerful 
when linked to the larger-then-smaller or rejection-then-retreat especially if the client can take 
responsibility for negotiating the result. Agreement is fuelled by satisfaction. 

 

These principles of persuasion are well described at https://www.youtube.com/watch?v=cFdCzN7RYbw  
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Influence	across	Cultures	 	

Cultures vary in which of the factors is more important in influencing a person to say yes to a request for 
help.  

# In USA it depends if you owe the person asking (reciprocity).  
# In China it depends if the person asking has links to the senior members of your small group 

(authority).  
# In Spain it depends if the person asking has links to your friendship group (liking).  
# In Germany it depends if the request is in keeping with company policy (consistency). 
# Australia? 

 
Activity: What influencing techniques would be most suitable for the following situations: 

1. You wish to influence a work colleague who you rarely talk to because they seem to be in 
a world of their own. 

 ……………………………………………………………………………………………………… 

2. You want to get your boss to agree to approve your project. It includes some unusual 
ideas. 

 ……………………………………………………………………………………………………… 
3. You wish to improve the work performance of one of your direct reports. 

 ……………………………………………………………………………………………………… 
4. You wish to improve cooperation with a school principal. 

 ……………………………………………………………………………………………………… 
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How to Win Friends and Influence People 
Fundamental Techniques in Handling People 
• Don't criticize, condemn, or complain. 
• Give honest and sincere appreciation. 
• Arouse in the other person an eager want. 

Six Ways to Make People Like You 

1. Become genuinely interested in other people. 
2. Smile. 
3. Remember that a person's name is, to him or her, the sweetest and most important sound in any 

language. 
4. Be a good listener. Encourage others to talk about themselves. 
5. Talk in the terms of the other person's interest. 
6. Make the other person feel important and do it sincerely. 

Twelve Ways to Win People to Your Way of Thinking 
1. Avoid arguments. 
2. Show respect for the other person's opinions. Never tell someone that he or she is wrong. 
3. If you're wrong, admit it quickly and emphatically. 
4. Begin in a friendly way. 
5. Start with questions to which the other person will answer yes. 
6. Let the other person do the talking. 
7. Let the other person feel the idea is his/hers. 
8. Try honestly to see things from the other person's point of view. 
9. Sympathize with the other person. 
10. Appeal to noble motives. 
11. Dramatize your ideas. 
12. Throw down a challenge; don't talk negatively when a person is absent; talk only about the 

positive. 

Be a Leader: How to Change People Without Giving Offense or Arousing Resentment 

1. Begin with praise and honest appreciation. 
2. Call attention to other people's mistakes indirectly. 
3. Talk about your own mistakes first. 
4. Ask questions instead of directly giving orders. 
5. Let the other person save face. 
6. Praise every improvement. 
7. Give the other person a fine reputation to live up to. 
8. Encourage them by making their faults seem easy to correct. 
9. Make the other person happy about doing what you suggest. 
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Coaching Skills for Managers 

Listening	Skills	
Do you listen with the intent to reply or the intent to understand? Getting your next question ready is 
called reloading. 
You don’t have to agree to understand. Don’t judge, offer an opinion, criticise or give advice until you 
understand the other person’s thoughts and feelings. 
We change our respect for the other person when we understand their point of view. 

Listening Test 
Ask yourself the following questions:  

1. Do you attend to or acknowledge others (provide verbal or non-verbal cues, i.e., 
eye contact, encouragement cues)? 

YES / NO 

2. Do you restate or paraphrase what others tell you? YES / NO 

3. Do you reflect another’s feelings, experiences, or content that you have heard or 
perceived through cues? 

YES / NO 

4. Do you offer a tentative interpretation about the other’s feelings, desires, or 
meanings? 

YES / NO 

5. Do you summarise / synthesize what others say? YES / NO 

6. Do you ask questions that requests more information or that attempts to clear up 
confusions? 

YES / NO 

7. Do you give feedback to others? YES / NO 

8. Do you support others using empathy? YES / NO 

9. Do your check your own perceptions and clarify your own assumptions? YES / NO 

10. Are you able to be quiet during a conversations giving others time to pause and 
think as well as to talk?  

YES / NO 

Score out of 10  
Scores	7-10:	You	are	a	very	empathic	listener	
Scores	4-6:	You	listen	well	but	can	improve	empathy	while	listening	
Scores	0-1:	You	have	poorly	developed	listening	skills	

Strategies to improve listening 
You will improve your listening skills by the following strategies: 
 

1. Choose the right location to maximize your presence. We have spent a lot of our modern lives 
working at tuning out all of the information that is thrust at us. Change your physical body 
language from that of a deflector to that of a receiver, much like a satellite dish. Sit in an alert but 
comfortable posture in a place that is not too hot or too cold. Don't let your mind wander or be 
distracted by people talking or shuffling papers near you. Sit facing the other person in a location 
away from phones, your computer and the TV. Turn your mobile off or leave it at your desk.  

 
2. Match eye contact with the speaker. Your eyes pick up the non-verbal signals that the other 

person sends when they are speaking. By looking at the speaker, your eyes will also complete 
the eye contact that the speaker is trying to make. A speaker will work harder at sending out the 
information when they see a receptive audience in attendance. Of course you may need to look 
at your notebook to write your notes, but eye contact keeps you focused on the job at hand and 
keeps you involved in the discussion. Generally, match the eye contact with the other person. 
About 70/30% is usual but be careful about cultural variations. 

 
3. Frame the conversation before you start. A good way to maintain concentration during a 

conversation is to suggest a topic and time limit. This can be used to bring the conversation back 
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if it wanders.  
 

4. Focus on content, not delivery. Have you ever counted the number of times a speaker clears 
his/her throat in a fifteen-minute period? lf so, you weren't focusing on content. 

 
5. Acknowledge their emotion but avoid your own emotions being aroused. React to the speaker by 

sending non-verbal signals. Your face should reflect the range of emotions that indicate whether 
you are following what the speaker has to say. By moving your face to the information, you can 
better concentrate on what the person is saying. If you are too emotionally involved in listening, 
you tend to hear what you want to hear, not what is actually being said. Try to remain objective 
and open-minded. The first priority is to gain an understanding of what is in the other person’s 
mind. 

 
6. Treat listening as a challenging mental task. Listening carefully is not a passive act. You need to 

concentrate on what is said so that you can process the information. Active listening keeps you 
on your toes. Here are some questions you can ask yourself as you listen. What key point is the 
speaker making? How does this fit with what I know from previous discussions? 

 
7. Use the gap between the rate of speech and your rate of thought. You can think faster than the 

speaker can talk. That's one reason your mind may tend to wander. All the above suggestions 
will help you keep your mind occupied and focused on what being said. You can actually begin to 
anticipate what the speaker is going to say as a way to keep your mind from straying. Your mind 
does have the capacity to listen, think, write and ponder at the same time, but it does take 
practice. 

 
8. Use simple encouragers. Use the "I see”, “uh huh”, “OK" words and phrases that follow and 

encourage your speaker's train of thought. This forces you to react to the ideas presented, rather 
than the person. You can then move to asking questions, instead of giving your opinion on the 
information being presented. 

 
 
Activities: Working in pairs. 
1. Stand in their shoes  
Choose an issue about which person A and person B have different views. Person A tells their side of 
the story with feeling and clarity. Person B tells their side of the story. While A is speaking, B listens with 
heart. While B is speaking, A listens with the heart. A then re-states the issue but from B’s point of view. 
B listens with the heart. B then re-states the issue but from A’s point of view. A listens with the heart. A & 
B clarify by questions. 
You cannot make your point until you state the other person’s point to his / her satisfaction. 
 
2. 3-chair activity. 
Arrange three chairs so two are facing each other and one is facing the space between them. Chairs are 
about 1.5 m apart. Person A occupies one of the chairs facing the other. This is the “self” chair. Person A 
sits in this chair and relates the issue or problem from their own perspective. Person A then occupies the 
other facing chair. This is the “adversary” chair. Person A relates the issue or problem from their 
adversary’s perspective. Person A then occupies the chair facing the space between. This is the 
“balcony” chair. From this chair the Person A dissociates from the two perspectives and reflects on the 
process and what has been said. The stronger the rapport you have with your adversary, the better you 
will be able to see their point of view. The balcony chair allows a less emotional reflection on the issue. 
During this activity Person B observes. Swap and repeat. 
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Questioning	Skills	
There are 5 commonly used types of questions: 

Open questions 
Open questions are questions that require more than a one-word answer. For example, questions that 
start with what, when, where, how and who generally require more than a one-word answer. Open 
questions encourage the responder to think and put their thoughts into words. They are also encouraged 
to open up and give more information. Use these questions when you want to encourage conversation 
and when you seek more information.  

Avoid using why, although it will commence an open question. Asking the responder why usually 
requires them to explain or justify themselves and has a negative impact on conversation.  

Although a statement like “Tell me more about that” is not a question, it seeks more information and is 
often used on place of an open question. 

Closed questions 
These are questions with a one-word answer, usually yes or no. Questions like “What is your name” are 
also closed questions. Closed questions are useful to frame or move the conversation in a particular 
direction. Use these questions when you want to discourage conversation but when you seek specific 
information. 

Leading questions 
These are questions that imply that something is a fact in the design of the question. For example 
“Where were you going when you fled the scene of the crime?” Using the words “fled the scene of the 
crime” implies that leaving a location somehow suggested guilt. These types of questions are useful 
when you want to use assumptions and presuppositions to build an argument. They are dangerous if the 
respondent does not pick up on the implication and allows it to be taken as fact. 

Runway questions 
These are a series of easy-to-answer questions that precede a more reflective, perhaps emotionally 
charged question. Runway questions get the respondent talking and help them to be more relaxed. 
Simple factual questions and closed questions are useful runway questions. These types of questions 
are often the early questions in job interviews. For example “How was your trip over here?” and “Where 
did you travel from?” are runway questions that might precede a question like “What are your strengths 
and weaknesses in relation to this job?”. 

Reflective questions 
These are what… if questions. They ask the respondent to answer a hypothetical question. For example 
“What would your first actions be if you were to win this position?” and “What would you do if you won 
the lottery?” are reflective questions 
 
Listen to the answers. There is a great temptation to think more about the design of the previous and 
next questions than to listen to the answers. The best way to develop skill in questioning is to practice 
different types of questions. Prepare questions in advance, especially for sensitive conversations. 
 
Activity: Working in Pairs	
Workplace Questions 
Use questions only to seek to heighten the respondent’s awareness in the following scenarios. 

Scenario 1: A person emails you complaining that the respondent was rude on the telephone. 

Scenario 2: An report is missing essential information in contravention with the policy. 

Scenario 3: Phone records show that the respondent has made a large number of personal 

phone calls in the last month. 
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Feedback	Skills	
Everyone needs to know that their work performance is meeting expectations and is valued. They also 
need to know if their work is not meeting expectations. This is one of the important purposes of 
performance review and professional development programs. While almost everyone will say that they 
want feedback, most will also say that they do not receive enough, or it is not sufficiently frequent. 

Giving feedback 
Feedback conversations should have the following features: 

• Timely. Give feedback as soon after the event as possible. Giving and receiving of feedback is a 
routine matter in learning organisation styled workplaces. Practice builds competence and keeps 
the impact more routine.  

• Specific. Deal with a particular topic or issue. It is even more effective for the respondent to frame 
the issue to be considered in advance. Feedback should address specific skill deficits rather than 
being of a general nature. For example “The sequence of arguments in the letter mean it is not 
strongly persuasive” is more specific than “The letter is not persuasive enough”. The focus is on 
identifying what the respondent can do to rectify the problem.  

• Prioritised. Address the most important issue as first priority. More than three issues may be a 
waste of time and could overwhelm the respondent. 

• Objective. Address the behaviour, not the personality of the respondent. Evidence-based 
observations are most persuasive. For example “You are overbearing” is less helpful than “The 
way you said that was overbearing”. 

• Balanced. Address both achievements and areas for improvement. Respondents tend to hear 
only the negative feedback unless the giving of feedback is frequent, two-way and framed. 

• Realistic. Feedback is intended to bring about improvement. The improvement being sought 
must be within the capacity of the respondent to achieve in the context in which they are working. 
Context includes their capabilities, time, resources, organisational constraints, and other 
priorities. 

• Authentic. Own your feedback. Say “I think it is not up to the expected standard”. Professional 
judgement is reasonable. Avoid saying “Others may think…” or “The boss said to tell you…” 

• Supportive. The purpose of feedback is improvement. Feedback should be provided with a 
positive intent, and accompanied by genuine offers of support to address the issues being raised. 

Structure of a Feedback Session 
This is a suggested template for a feedback session based on Corporate Leadership Council research. 

1. Initiating the session by seeking to help with the respondent’s current needs and future goals. 
2. Establish the goal or purpose of the session. 
3. Use open questions to encourage respondent to define both their achievements and challenges. 
4. Use open questions to encourage the respondent to identify the areas for further development. 
5. Highlight observations and information that describes the current reality of the situation. 
6. Provide feedback on both achievements and areas of performances that require development.  
7. Identify the facts of challenges the respondent agrees with and identify options for address them. 
8. Ask what support the respondent needs. 
9. Communicate and explain training and developmental opportunities. 
10. Build an action plan with a timeline. 
11. Determine date for follow-up meeting. 
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Receiving feedback 
Start with the assumption that the giver is reluctant to give feedback because they are wary of making 
the situation worse. A second assumption is that the giver may not be familiar with the skills of giving 
feedback. To encourage receiving feedback the following techniques are helpful: 

• Seek feedback. Be proactive in asking others to give feedback before the event. Ask for the 
feedback immediately after the event as a debriefing. 

• Frame the feedback. Ask for feedback on a particular issue. For example structuring interviews, 
phone etiquette or dealing with angry respondents. This will focus the observer to concentrate on 
one or two issues only. 

• Listen quietly to the feedback. Receivers of feedback frequently want to explain themselves or 
argue about key points. Just listen and take notes without doing anything but using simple 
encouragers and clarifying meaning. (Seek first to understand). 

• Reflect. After the feedback is received, spend some time thinking about what is being said. 
Usually this will mean allowing some time to mindfully process the information. Feedback usually 
arouses emotions, especially sadness, although fear and anger can also be aroused. It takes 5-
10 minutes for these emotions to subside. Feedback can be considered with more clarity after 
arousal has subsided. 

• Follow-up. The follow-up should focus on what to do to rectify the issue being raised. Support 
may be through training, practice, shadowing, modelling, reading, formal study or job rotation.  

• Action. Prepare a plan of action based on the refection and follow-up considerations and offers of 
support. This action plan should address what, how, when, by whom, with what resources, and 
how will you know it succeeded. Make a commitment to yourself. The source of the resources 
must also commit to the plan.  

Develop similar plans for other areas to be addressed. A maximum of three issues should be addressed 
at any one time. These plans form the respondent’s professional development program. 

Negative feedback: The SPIN model  
SPIN is a classic and simple framework for giving feedback: 

■ S: Situation and specifics 
Give feedback in the right situation: when the person is calm and the event is still fresh in the mind. 
Do not give feedback when people are angry, stressed, upset or very busy. When you give 
feedback, be specific about your purpose (why are you doing this?) and the circumstances and the 
event. 

■ P: Personal impact 
Do not judge the other person: that invites conflict. Tell the person how his or her actions made you 
feel: feelings are irrefutable. For example, say 'You have turned up late to three client meetings: it 
makes me feel you think they are unimportant' not 'You are a lazy idler', or 'I was very embarrassed 
when the CFO saw the errors in the budget you prepared' not 'You are an innumerate scumbag.' 

■ I: Insight and inquiry 
Ask questions to see if the person understands the problem, to help him or her explore and evaluate 
options and to discover the way forward. Avoid telling people: make them learn for themselves. 

■ N: Next steps 
Mutually agree what happens next. There needs to be a positive way forward. You need to have 
thought through possible options and actions. But, at this point, it is often better to go into coaching 
mode and get the person to generate the options and the way forward. The person may come up 
with a better and more relevant solution than yours. In any event, people will feel more committed to 
their solutions than they will to yours. 
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Get the person to summarize the next steps. This is the best way to check for understanding: people can 
only summarize well if they have heard and understood well. The act of summarizing will also help 
people consolidate their own thinking and they will remember the feedback much better and, it is to be 
hoped, positively. Follow up in writing to confirm the understanding. 
 
Activity: Working in Pairs. Take turns at being the feedback giver and the respondent. 

Giving Feedback 
EITHER 

The respondent has prepared a series of reports and has asked for your feedback. You observe that 
while the reports comply with the policy in relation to the issues addressed, the grammar and spelling 
include a number of distracting mistakes. In one instance the respondent appears to have jumped to a 
conclusion without a strong factual basis. One of the report’s recommendations, based on this weak 
conclusion, suggests a course of action that you believe is inappropriate. 

OR 

The respondent has been attempting to improve a relationship with a work colleague, and has asked you 
for feedback based on your observations. You have observed that the respondent frequently seems to 
talk over her colleague. In meetings she seems more engaged when she has the opportunity to put her 
point of view, and less engaged when others, including the work colleague, are speaking.  
 
In either case, use open questions and feedback skills to assist the respondent to develop a plan to 
address these issues for the most effective corrective action. Document the plan below: 
 
Issues identified 

……………………………………………………………………………………………………………… 

……………………………………………………………………………………………………………… 

Priority issue 

……………………………………………………………………………………………………………… 

Current reality 

……………………………………………………………………………………………………………… 

……………………………………………………………………………………………………………… 

Expectations 

……………………………………………………………………………………………………………… 

……………………………………………………………………………………………………………… 

Support available 

……………………………………………………………………………………………………………… 

……………………………………………………………………………………………………………… 

Proposed action 

……………………………………………………………………………………………………………… 

……………………………………………………………………………………………………………… 

Follow-up 

……………………………………………………………………………………………………………… 
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The GROW Model 
Goal: Help the coachee to identify the goal for this session. Test the goal by asking about the 
significance of the goal for the mentee’s development. 

Reality: Determine the current situation from data obtained from questions, tools and other people’s 
views.  

Options: Once the reality is clarified, explore options and prioritise which is the best based on selected 
criteria. 

Wrap: Wrap the session by seeking the mentee’s commitment to a plan to implement the preferred 
option. The plan should include a timeline and performance criteria. 

Professional Development Plan Template 
Activity: Working in Pairs 

Five Circle Activity 
Draw 5 circles on a sheet of paper. Ask the respondent to identify the most important 
capabilities needed for their role or for a challenging project or problem. Write one in each 
circle. Ask the respondent to identify which of these they think is their most outstanding 
capability. Mark this with number 1. Ask the respondent to identify which of these they think is 
the capability that they would most like to develop. Mark this with an asterisk. Ask how this self-
evaluation can be validated. 

SMART Professional Development Plans 
SMART goals are:  
Specific 
Measurable 
Attractive 
Realistic 
Time constrained 
 
SMART planning is about you getting clear what you can do to make improvements in a 
particular area. Be specific and practical in the actions you will take.  
 
SMART planning builds confidence as you see progress being made. Also, where the plan is 
not implemented fully, it prompts you to think through why, and what you can learn or do in the 
future. 
 

1. Based on your skills and development needs, prioritise the areas that need attention. 
2. List them on the accompanying form. Generally, 3 is enough. 
3. Decide what actions are planned. There may be a number of actions for each priority 

area.  
4. Decide when this action will be implemented. Be realistic. If you attempt too much at 

once you run the risk of adding to your stress and wasting time. 
5. If you need assistance or the cooperation of another person or group, note who they are. 
6. Choose a time when you will review your progress. 
7. What are the performance measures (what will you see, hear or feel) that you can use to 

show yourself that you have made progress? 
8. Add to your To-Do list or your diary those actions that begin tomorrow or this week.  
9. Add to your diary those actions that begin on a specific date later in the month or year. 
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10. Mark in your diary the dates that you have chosen for ‘By when’ and ‘Review date’. 
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SMART Professional Development Plan   Name: Sample      Date:       /      /        

Priority Outcome, objective or area of 
improvement 

Action Planned By when With help from Review date Indicators of success 

3 Feel confident in myself when I 
express my ideas and opinions in 
meetings where they are at odds with 
the rest of the group 

1. Say my idea to myself in my head 

2. Watch my “self-talk” – remind 
myself that my contribution is 
important and it is what I am paid to 
do 

Next work 
meeting 

Peer who will 
give feedback 

3 meetings 
from now 

1. More and better contributions in 
meetings  

2. People ask for my ideas in meetings 

1 Create opportunities to promote a 
positive profile of myself 

 

 

1. Actively seek out opportunities to 
present information to different 
audiences 

2. Prepare a list of the attributes I 
want to promote 

 

3 weeks 

 

1 week 

Manager 

 

Partner 

2 months 

 

2 weeks 

1. I am getting requests to provide advice 
for colleagues 

2. I have presented information at a 
conference/manager’s meeting 

3. Feel I have made the most of networking 
opportunities from the leadership 
program 

2 Get to know the blind spots in my 
leadership 
 
 

1. Open and frank discussions, 1:1 
with staff, colleagues and senior 
management 

2. Capabilities self analysis 
3. Validate self analysis 
4. Coaching 

8 weeks 
 
 
1 week 
2 weeks 
6 months 

Manager 
 
 
Self 
Peer 
Manager 

2 months 
 
 
Next week 
2 weeks 
12 months 

1. Discomfort 
2. Sense of direction for improving 
3. Better work relationships 

4 Improved planning skills 
 
 
 

1. Get involved in a project that is 
outside my current area of 
expertise 

2. Attend project management course 
3. Discuss options for planning day 

with management team 

4 weeks 
 
 
6 months 
2 weeks 

Talk to a 
manager from 
another team  
TAFE/AIM 

6 months 
 
 
2 months 

1. Priorities are more clear 
2. Able to make more focussed choices 
3. Feeling less stressed and more in control 
4. Work unit is functioning more effectively 
5. Project is identified and key people 

contacted 
6. Project management course completed 
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SMART Professional Development Plan   Name:_____________________________________  Date:       /      /        

Priority Outcome, objective or area of 
improvement 

Action Planned By when With help from Review date Indicators of success 
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Kegan’s Levels of Adult Maturity 
Form	of	Mind	 Classic	Questions	They	Ask	 Strengths	 Blind	Spots	 Areas	for	Growth	

Self-Sovereign	 • What’s	in	it	for	me?	
• What	are	others	doing	that	will	affect	
me?	

• Who	is	in	charge	and	enforcing	things	
here?	

• What	are	the	rewards	and	
consequences	regarding	standards?	

When	a	straightforward	job	is	important,	
the	person	with	a	self-sovereign	form	of	
mind	is	in	her	element.	She	is	great	when	
there	are	clear	images	of	right	and	wrong,	
good	and	bad,	that	can	be	reinforced	
through	external	rewards	and	rules.	She	
sees	a	direct	connection	between	external	
rewards	and	external	results.	Linking	salary	
to	productivity	is	likely	to	be	a	key	incentive.	

Unable	to	take	the	perspective	of	other	people	
or	be	influenced	by	abstraction.	Does	not	have	
an	orientation	towards	her	own	(or	anyone	
else’s)	inner	psychological	world.	Cannot	
understand	the	subtleties	of	human	interaction.	
Lives	in	a	world	with	only	two	choices	for	every	
decision:	us	and	them;	right	and	wrong;	what	I	
want	and	what	others	want.	Likely	to	follow	
rules	provided	they	are	in	her	own	best	interest	
rather	than	from	loyalty	or	duty.	

Learn	to	understand	(and	internalise)	the	
perspectives	of	others.	Happens	gradually	as	she	
begins	to	understand	the	connections	between	
herself	and	others,	and	begins	to	want	to	affiliate	
with	those	she	considers	most	important.	

Socialising	 • What	will	others	say?	
• How	will	this	change	my	standing	in	
my	group/role?	

• Is	this	appropriate	given	my	role	or	
experience?	

• Am	I	doing	the	right	thing?	
• Are	others	doing	the	right	thing?	

His	strength	is	his	ability	to	take	on	the	
expectations	of	others	for	good	
performance.	He	can	be	reflective	about	the	
issues	and	perhaps	name	and	value	the	
perspectives	of	others.	He	is	loyal	to	the	
idea,	group,	or	organisation	with	whom	he	
identifies	–	so	loyal	that	he	subordinates	his	
own	interests	to	the	interests	of	the	
group/idea.	

Lacks	the	ability	to	untangle	divergent	
perspectives	or	resolve	conflicting	points	of	
view.	He	cannot	mediate	between	the	
perspectives	of	important	others.	Similarly,	he	
cannot	yet	mediate	between	his	own	internally	
competing	identifications,	so	that	when	his	role	
as	Good	Son	conflicts	with	his	role	as	Good	
Employee,	he	is	likely	to	feel	stuck	and	unable	to	
find	an	appropriate	course	of	action.	

As	he	moves	towards	self-authored	form	of	
mind,	he	will	benefit	from	opportunities	to	move	
away	from	external	theories	or	rules	of	
leadership	and	to	reflect	on	overarching	
principles	and	values	that	can	help	him	to	
resolve	the	conflicting	perspectives	of	others.	He	
will	grow	to	see	that	no	one	theory,	group,	or	
organisation	is	infallible,	and	her	will	develop	a	
more	individual	and	nuanced	set	of	beliefs	and	
loyalties.	

Self-Authored	 • How	does	this	forward	my	bigger	
goals/values?	

• What	are	others	contributing?	With	
whom	do	I	need	to	cooperate?	

• How	do	I	know	that	this	is	the	right	
thing	for	me?	

• By	what	standard	do	I	judge	my	
success?	

• Is	it	within	my	scope	to	do	this?	
• How	can	I	interact	with	others	on	
this?	

She	is	likely	to	have	a	clear	sense	of	personal	
mission	that	can	be	extended	to	the	
organisational	realm.	Similarly,	she	has	the	
ability	to	hold	onto	many	different	
perspectives	and	to	make	an	informed	
decision	that	takes	competing	perspectives	
into	account	but	is	driven	by	their	own	
sense	of	mission	or	values.	

Can	have	an	attachment	to	her	own	mission	that	
can	become	inflexible.	May	also	have	trouble	
dealing	with	the	more	complex	situations,	such	
as	cross-cultural	or	cross-functional	leadership,	
or	any	tasks	that	require	her	to	examine	and	
genuinely	question	her	own	system	of	values	
and	principles.	

She	will	benefit	from	seeing	the	way	her	
personal	theories	and	practices	of	leadership	are	
limited	and	expanding	her	images	to	include	
other	–	even	competing	–	theories	and	practices.	

Self-Transforming	 • What	can	I	learn	from	this?	
• What	assumptions	underpin	my	
actions	or	opinions,	and	those	of	
others?	

• How	do	I	work	with	others	to	shape	
or	re-shape	this	issue?	How	does	it	re-
shape	us?	

• What	is	lost	if	I	succeed?	What	is	
gained	if	I	fail?	

His	greatest	strength	is	his	ability	to	see	
connections	everywhere.	He	is	able	to	look	
at	an	issue	and	see	the	ways	that	the	
different	perspectives	overlap.	

Because	we	don’t	know	of	a	form	of	mind	
beyond	the	self-transforming,	it	is	hard	to	know	
what	his	individual	blind	spots	are.	What	is	clear	
is	that	because	this	form	of	mind	is	so	rare,	these	
people	have	few	peers	who	make	meaning	in	
similar	ways.	It	also	may	be	difficult	for	those	
who	see	the	world	through	other	forms	of	mind	
to	fully	understand	this	person’s	perspective,	so	
his	ideas	may	feel	overwhelming,	confusing,	or	
just	wrong.	

Those	with	this	form	of	mind	are	constantly	
working	to	grow,	to	question	their	own	
assumptions,	to	understand	and	cope	with	
greater	and	greater	amounts	of	complexity.	
Because	of	this,	the	world	is	a	constant	source	of	
growth.	
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VIA	Signature	Strengths	Groupings	
Used extensively in coaching and developed in Positive Psychology the VIA Signature 
Strengths groups 24 specific strengths under six broad classes that consistently emerge 
across history and cultures: Wisdom, Courage, Humanity, Justice, Temperance, and 
Transcendence.   By providing a common vocabulary of measurable positive traits this 
instrument lays a foundation for the development of the basic and core human strengths. 

The VIA Signature strengths provide a basis for developing self awareness, coaching and for 
assessing the position and relative values of Goals to the individual. 

Wisdom and Knowledge 

Cognitive strengths that entail the acquisition and use of knowledge. 

• Creativity [originality, ingenuity]: Thinking of novel and productive ways to conceptualize 
and do things; includes artistic achievement but is not limited to it 

• Curiosity [interest, novelty-seeking, openness to experience]: Taking an interest in ongoing 
experience for its own sake; finding subjects and topics fascinating; exploring and 
discovering  

• Open-mindedness [judgment, critical thinking]: Thinking things through and examining 
them from all sides; not jumping to conclusions; being able to change one's mind in 
light of evidence; weighing all evidence fairly 

• Love of learning: Mastering new skills, topics, and bodies of knowledge, whether on one's 
own or formally; obviously related to the strength of curiosity but goes beyond it to 
describe the tendency to add systematically to what one knows 

• Perspective [wisdom]: Being able to provide wise counsel to others; having ways of looking 
at the world that make sense to oneself and to other people. 

 
Courage 

Emotional strengths that involve the exercise of will to accomplish goals in the face of 
opposition, external or internal. 

1. Bravery [valor]: Not shrinking from threat, challenge, difficulty, or pain; speaking up for what 
is right even if there is opposition; acting on convictions even if unpopular; includes 
physical bravery but is not limited to it 

2. Persistence [perseverance, industriousness]: Finishing what one starts; persisting in a 
course of action in spite of obstacles; "getting it out the door"; taking pleasure in 
completing tasks 

3. Integrity [authenticity, honesty]: Speaking the truth but more broadly presenting oneself in a 
genuine way and acting in a sincere way; being without pretense; taking responsibility 
for one's feelings and actions  

4. Vitality [zest, enthusiasm, vigor, energy]: Approaching life with excitement and energy; not 
doing things halfway or halfheartedly; living life as an adventure; feeling alive and 
activated. 
 

Humanity 

Interpersonal strengths that involve tending and befriending others. 

1. Love: Valuing close relations with others, in particular those in which sharing and caring are 
reciprocated; being close to people 

2. Kindness [generosity, nurturance, care, compassion, altruistic love, "niceness"]: Doing 
favors and good deeds for others; helping them; taking care of them 

3. Social intelligence [emotional intelligence, personal intelligence]: Being aware of the 
motives and feelings of other people and oneself; knowing what to do to fit into different 
social situations; knowing what makes other people tick. 
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Justice 

Civic strengths that underlie healthy community life. 

1. Citizenship [social responsibility, loyalty, teamwork]: Working well as a member of a group 
or team; being loyal to the group; doing one's share 

2. Fairness: Treating all people the same according to notions of fairness and justice; not 
letting personal feelings bias decisions about others; giving everyone a fair chance.  

3. Leadership: Encouraging a group of which one is a member to get things done and at the 
time maintain time good relations within the group; organizing group activities and 
seeing that they happen. 
 

Temperance 

Strengths that protect against excess. 

1. Forgiveness and mercy: Forgiving those who have done wrong; accepting the 
shortcomings of others; giving people a second chance; not being vengeful 

2. Humility/Modesty: Letting one's accomplishments speak for themselves; not regarding 
oneself as more special than one is 

3. Prudence: Being careful about one's choices; not taking undue risks; not saying or doing 
things that might later be regretted 

4. Self-regulation [self-control]: Regulating what one feels and does; being disciplined; 
controlling one's appetites and emotions. 
 

Transcendence 

Strengths that forge connections to the larger universe and provide meaning. 

1. Appreciation of beauty and excellence [awe, wonder, elevation]: Noticing and 
appreciating beauty, excellence, and/or skilled performance in various domains of life, 
from nature to art to mathematics to science to everyday experience 

2. Gratitude: Being aware of and thankful for the good things that happen; taking time to 
express thanks 

3. Hope [optimism, future-mindedness, future orientation]: Expecting the best in the future and 
working to achieve it; believing that a good future is something that can be brought 
about 

4. Humor [playfulness]: Liking to laugh and tease; bringing smiles to other people; seeing the 
light side; making (not necessarily telling) jokes 

5. Spirituality [religiousness, faith, purpose]: Having coherent beliefs about the higher purpose 
and meaning of the universe; knowing where one fits within the larger scheme; having 
beliefs about the meaning of life that shape conduct and provide comfort. 

Characteristics	of	Signature	Strengths	
1. A sense of ownership and authenticity when the Signature Strength is displayed; 
2. A feeling of excitement when the Signature Strength is used; 
3. A sharp learning curve when initially applying the Signature Strength; 
4. A yearning to find new ways to apply the Signature Strength; 
5. An inevitability about the use of the Signature Strength; 
6. A sense of invigoration rather than fatigue after the Signature Strength is deployed; 
7. The creation of projects that give opportunities to use the Signature Strength; and 
8. A sense of joy, zest, enthusiasm and even ecstasy when the Signature Strength is 

used. 
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Styles of Handling Interpersonal Conflicts  
(Source: Rahim M A (2001) Managing conflict in organizations) 

Conflict Style Situations where appropriate Situations where inappropriate 

Integrating 1. Issues are complex 
2. Synthesis of ideas is needed to come 

 up with a better solution 
3. Commitment is needed from other 

 parties for successful implementation 
4. Time is available for problem solving 
5. One party alone cannot solve the 

 problem 
6. Resources possessed by different 

 parties are needed to solve their 
 common problems 

1. Task or problem is simple 
2. Immediate decision is required 
3. Other parties are unconcerned about the 

outcome 
4. Other parties do not have the problem-

solving skills 

Obliging 1. You believe that you may be wrong 
2. Issues are more important to the other 

party. 
3. You are willing to give up something in 

exchange for something from the other 
party in the future. 

4. You are dealing from a position of 
weakness 

5. Preserving relationships is important. 

1. Issue is important to you. 
2. You believe you are right 
3. The other party is wrong or unethical. 

Dominating 1. Issue is trivial 
2. A speedy decision is needed 
3. An unpopular course of action is to be 

 implemented 
4. It is necessary to overcome assertive 

 subordinates 
5. Unfavourable decision by the other 

 party may be costly to you. 
6. Subordinates lack the expertise to 

 make technical decisions 
7. Issue is important to you. 

1. Issue is complex 
2. Issue is not important to you. 
3. Both parties are equally powerful. 
4. Decision does not have to be made 

quickly. 
5. Subordinates possess a high degree of 

competence. 

Avoiding 1. Issue is trivial 
2. Potential dysfunctional effects of 
 confronting the other party outweigh 
 benefits of resolution. 

3. Cooling-off period is needed 

1. Issue is important to you. 
2. It is your responsibility to make a 
decision. 

3. Parties are unwilling to defer; issue 
must be resolved. 

4. Prompt attention is needed. 

Compromising 1. Goals of parties are mutually exclusive. 
2. Parties are equally powerful. 
3. Consensus cannot be reached. 
4. Integrating or dominating style is not 
 successful. 

5. Temporary solution to a complex 
 problem is needed. 

1. One party is more powerful. 
2. Problem is complex enough, needing a 
problem-solving approach. 
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Integrating style 
This is useful for dealing with complex problems. When one party alone cannot solve the 
problem (ie, synthesis of ideas is needed to come up with a better solution to a problem), this 
style is appropriate. It is also useful in utilizing the skills, information, and other resources 
possessed by different parties to define or redefine a problem and to formulate effective 
alternative solutions for it and/or when commitment is needed from parties for its effective 
implementation. This can be done provided that there is enough time for problem solving. This 
style is appropriate for dealing with the strategic issues pertaining to an organisation’s 
objectives and policies, long range planning and so on. 

This style is inappropriate when the task or problem is simple or trivial; when there is no time 
for problem solving (ie, immediate action is required); when the other parties do not have 
adequate training and experience for problem solving; or when they are unconcerned about 
the outcomes. 

This style can be described as win/win. 

Obliging style 
This style is useful when a party is not familiar with the issues involved in a conflict, or the 
other party is right, and the issue is much more important to the other party. This style may be 
used as a strategy when a party is willing to give up something with the hope of getting some 
benefit from the other party when needed. This style may be appropriate when a party is 
dealing from a position of weakness or believes that preserving a relationship is important. 

This style is inappropriate if the issue involved in a conflict is important to the party, and the 
party believes he/she is right. It is also inappropriate when a party believes that the other party 
is wrong or unethical. 

This style can be described as lose/win. 

Dominating style 
This style is appropriate when the issues in a conflict are important to the party, or an 
unfavourable decision by the other party may be harmful to this party. This style may be used 
by a supervisor if the issues involve routine matters of if a speedy decision is required. A 
supervisor may have to use it to deal with subordinates who are very assertive or who do not 
have the expertise to make technical decisions. This is also effective in dealing with 
implementation of unpopular courses of action. 

This style is inappropriate when the issues involved in conflict are complex and there is 
enough time to make a good decision. When both parties are equally powerful, using this style 
by one or both parties may lead to a stalemate. Unless the change their styles, they may not 
be able to break the deadlock. This style is inappropriate when the issue is not important to the 
party. Subordinates who possess a high degree of competence may not like a supervisor who 
sues this authoritarian style. 

This style can be described as win/lose. 

Avoiding style 
This style may be used when the potential dysfunctional effect of confronting the other party 
outweighs the benefits of the resolution of the conflict. This may be used to deal with some 
trivial or minor issues or when a cooling-off period is needed before a complex problem can be 
effectively dealt with. 

This style is inappropriate when the issues are important to a party. This style is also 
inappropriate when it is the responsibility of the party to make decisions, when the party is 
unwilling to wait, or when prompt action is required. 

This style can be described as lose/lose. 
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Compromising style 
This style is useful when the goals of the conflicting parties are mutually exclusive or when 
both parties (eg, labour and management) are equally powerful and have reached an impasse 
in the negotiation process. This can be used when consensus cannot be reached, the parties 
need a temporary solution to a complex problem, or other styles have been used and found to 
be ineffective in dealing with the issues. This style may have to be used to avoid protracted 
conflict.  

This style is inappropriate for dealing with complex problems needing a problem-solving 
approach. Unfortunately, very often management practitioners use this style to deal with 
problems and, as a result, fail to formulate effective long-term solutions. This style also may be 
inappropriate if a party is more powerful that another and believes that his position is right. 
This style may also be inappropriate when it comes to dealing with conflicting values. 

This style can be described as no win/ no lose. 
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Fierce Conversations 
Susan Scott (2004) has provided ways of achieving success at work and in life, one 
conversation at a time, including when the stakes are high and the context is difficult. 

With the courage and skills in having effective conversations with others you will improve work 
productivity, leadership effectiveness, interpersonal relationships and your own self esteem. 

Instead of being reactive to events and other people’s behaviour, Scott helps you to step out 
from behind yourself and have your say in a manner that increases the quality of relationships. 
The model uses assertiveness, perspective-taking, curiosity, accountability, ownership, 
responsibility, openness and proactivity.  

Several very helpful and clear conversation formats are described, including how to seek help, 
how to frame a powerful conversation, and how to have your say while still keeping lines of 
communication open. 

The	Seven	Principles	
The book presents 7 principles on which fierce conversations are based: 
Principle 1: Master the courage to interrogate reality. 
Principle 2: Come out from behind yourself into the conversation and make it real. 
Principle 3: Be there, prepared to be nowhere else. 
Principle 4: Tackle your toughest challenge today. 
Principle 5: Obey your instincts. 
Principle 6: Take responsibility for your emotional wake. 
Principle 7: Let silence do the heavy lifting. 

Mineral	Rights	
How to have a really great conversation about something that really matters.  

This model works well in the workplace as well as with your partner. For this model to work 
best both sides in the conversation are encouraged to use the model. Listening is a key to 
success. 

1. What is the most important thing you and I should be talking about? 
 

2. Describe the issue. What's going on relative to _________________? 
 
3. How is this currently impacting you? Who or what else is being impacted? The emphasis 

is on the word current, so keep your partner focused on current impact and results. Ask, 
"What else?" at least three times. Probe feelings. When you consider these impacts, what 
do you feel? 

 
4. If nothing changes, what are the implications? Say, "Imagine it is a year later and nothing 

has changed. What is likely to happen?" Ask, "What else?" Probe feelings. When you 
consider those possible outcomes, what do you feel? 

 
5. How have you helped create this issue or situation? If someone says, "I don't know," then 

ask, "What would it be if you did know?" Don't comment on the response other than to 
say, "That's useful to recognize”. Move on. 

 
6. What is the ideal outcome? When this is resolved, what difference will that make? Ask, 

"What else?" Probe feelings. When you contemplate these possibilities, what do you feel? 
 
7. What's the most potent step you can take to begin to resolve this issue? What exactly are 

you committed to do and when? When should I follow up with you? 
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Presenting	the	Issue	

1 .  T H E  I S S U E  IS: 
(Be concise. In one or two sentences, get to the heart of the problem. Is it a concern, 
challenge, opportunity, or recurring problem that is becoming more troublesome?) 
 
2 .  I T  I S  S I G N I F I C A N T  B E C A U S E :  
(What's at stake? How does this affect dollars, income, people, products, services, customers, 
family, timing, the future, or other relevant factors? What is the future impact if the issue is not 
resolved?) 
 
3 .  M Y  I D E A L  O U T C O M E  I S :  
What specific results do I want? 
 
4. RELEVANT BACKGROUND INFORMATION:  
Summarize with bulleted points: How, when, why, and where did the issue start? Who are the 
key players? Which forces are at work? What is the issue's current status? 
 
5. WHAT I  HAVE DONE UP TO THIS POINT:  
What have I done so far? What options am I considering? 
 
6. THE HELP I  WANT FROM THE GROUP IS:  
What result do I want from the group? For example, alternative solutions, confidence regarding 
the right decision, identification of consequences, where to find more information, critique of 
the current plan. 
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Confrontation	Model		
This model allows us to confront tough issues with courage, compassion, and skill. Learning is 
provoked and relationships are enriched. 

1. OPENING STATEMENT 

Write your opening statement and practice saying it out loud, in sixty seconds or less. Your 
opening statement should: 

2. NAME THE ISSUE 

Select a specific example that illustrates the behavior or situation you want to change. 

3. EMOTIONS 

Describe your emotions about this issue. 

4. WHAT’S AT STAKE 

Clarify what is at stake. 

5. YOUR CONTRIBUTION 

Identify your contribution to this problem. 

6. POSSIBLE RESOULTION 

Indicate your wish to resolve the issue. 

7. INVITATION 

Invite your partner to respond. 

8. INTERACTION 

Inquire into your partner's views. Use paraphrasing and a perception check. Dig for full 
understanding; don't be satisfied with the surface. Make sure your partner knows that you fully 
understand and acknowledge his or her position and interests. 

9. RESOLUTION 

What have we learned? Where are we now? Has anything been left unsaid that needs saying? 
What is needed for resolution? How can we move forward from here, given our new 
understanding? 

10 AGREEMENT 

Make a new agreement and determine how you will hold each other responsible for keeping it. 
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The International Coaching Federation Code of Ethics 

Part	One:	The	ICF	Philosophy	of	Coaching	
The International Coach Federation adheres to a form of coaching that honours the coaching 
counterpart as the expert in his/her life and work and believes that every coaching counterpart 
is creative, resourceful, and whole. Standing on this foundation, the coach's responsibility is to: 

! Discover, clarify, and align with what the coaching counterpart wants to achieve;  
! Encourage coaching counterpart self-discovery;  
! Elicit coaching counterpart-generated solutions and strategies;  
! Hold the coaching counterpart responsible and accountable. 

Part	Two:	The	ICF	Definition	of	Coaching	
Professional Coaching is an ongoing professional relationship that helps people produce 
extraordinary results in their lives, careers, businesses or organizations. Through the process 
of coaching, coaching counterparts deepen their learning, improve their performance, and 
enhance their quality of life. 
In each meeting, the coaching counterpart chooses the focus of conversation, while the coach 
listens and contributes observations and questions. This interaction creates clarity and moves 
the coaching counterpart into action. Coaching accelerates the coaching counterpart's 
progress by providing greater focus and awareness of choice. Coaching concentrates on 
where coaching counterparts are now and what they are willing to do to get where they want to 
be in the future. ICF member coaches and ICF credentialed coaches recognize that results are 
a matter of the coaching counterpart's intentions, choices and actions, supported by the 
coach's efforts and application of the coaching process 

Part	Three:	The	ICF	Standards	of	Ethical	Conduct	

Professional Conduct At Large 
As a coach: 
1. I will conduct myself in a manner that reflects positively upon the coaching profession 

and I will refrain from engaging in conduct or making statements that may negatively 
impact the public's understanding or acceptance of coaching as a profession. 

2. I will not knowingly make any public statements that are untrue or misleading, or make 
false claims in any written documents relating to the coaching profession. 

3. I will respect different approaches to coaching. I will honour the efforts and contributions 
of others and not misrepresent them as my own. 

4. I will be aware of any issues that may potentially lead to the misuse of my influence by 
recognising the nature of coaching and the way in which it may affect the lives of others. 

5. I will at all times strive to recognize personal issues that may impair, conflict or interfere 
with my coaching performance or my professional relationships. Whenever the facts and 
circumstances necessitate, I will promptly seek professional assistance and determine 
the action to be taken, including whether it is appropriate to suspend or terminate my 
coaching relationship(s). 

6. As a trainer or supervisor of current and potential coaches, I will conduct myself in 
accordance with the ICF Code of Ethics in all training and supervisory situations. 

7. I will conduct and report research with competence, honesty and within recognized 
scientific standards. My research will be carried out with the necessary approval or 
consent from those involved, and with an approach that will reasonably protect 
participants from any potential harm. All research efforts will be performed in a manner 
that complies with the laws of the country in which the research is conducted. 

8. I will accurately create, maintain, store and dispose of any records of work done in 
relation to the practice of coaching in a way that promotes confidentiality and complies 
with any applicable laws. 

9. I will use ICF member contact information (email addresses, telephone numbers, etc.) 
only in the manner and to the extent authorized by the ICF. 

Professional Conduct With Coaching Counterparts 
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1. I will be responsible for setting clear, appropriate, and culturally sensitive boundaries that 
govern any physical contact that I may have with my coaching counterparts. 

2. I will not become sexually involved with any of my coaching counterparts. 
3. I will construct clear agreements with my coaching counterparts, and will honour all 

agreements made in the context of professional coaching relationships. 
4. I will ensure that, prior to or at the initial session, my coaching counterpart understands 

the nature of coaching, the bounds of confidentiality, financial arrangements and other 
terms of the coaching agreement. 

5. I will accurately identify my qualifications, expertise and experience as a coach. 
6. I will not intentionally mislead or make false claims about what my coaching counterpart 

will receive from the coaching process or from me as their coach. 
7. I will not give my coaching counterparts or prospective coaching counterparts 

information or advice I know or believe to be misleading. 
8. I will not knowingly exploit any aspect of the coach-coaching counterpart relationship for 

my personal, professional or monetary advantage or benefit. 
9. I will respect the coaching counterpart's right to terminate coaching at any point during 

the process. I will be alert to indications that the coaching counterpart is no longer 
benefiting from our coaching relationship. 

10. If I believe the coaching counterpart would be better served by another coach, or by 
another resource, I will encourage the coaching counterpart to make a change. 

11. I will suggest that my coaching counterparts seek the services of other professionals 
when deemed appropriate or necessary. 

12. I will take all reasonable steps to notify the appropriate authorities in the event a 
coaching counterpart discloses an intention to endanger self or others. 

Confidentiality/Privacy 
1. I will respect the confidentiality of my coaching counterpart's information, except as 

otherwise authorized by my coaching counterpart, or as required by law. 
2. I will obtain agreement from my coaching counterparts before releasing their names as 

coaching counterparts or references, or any other coaching counterpart identifying 
information. 

3. I will obtain agreement from the person being coached before releasing information to 
another person compensating me. 

Conflicts of Interest 

1. I will seek to avoid conflicts between my interests and the interests of my coaching 
counterparts. 

2. Whenever any actual conflict of interest or the potential for a conflict of interest arises, I 
will openly disclose it and fully discuss with my coaching counterpart how to deal with it 
in whatever way best serves my coaching counterpart. 

3. I will disclose to my coaching counterpart all anticipated compensation from third parties 
that I may receive for referrals of that coaching counterpart. 

4. I will only barter for services, goods or other non-monetary remuneration when it will not 
impair the coaching relationship. 

Part	Four:	The	ICF	Pledge	of	Ethics	
As a professional coach, I acknowledge and agree to honour my ethical obligations to my 
coaching counterparts and colleagues and to the public at large. I pledge to comply with the 
ICF Code of Ethics, to treat people with dignity as independent and equal human beings, and 
to model these standards with those whom I coach. If I breach this Pledge of Ethics or any part 
of the ICF Code of Ethics, I agree that the ICF in its sole discretion may hold me accountable 
for so doing. I further agree that my accountability to the ICF for any breach may include loss 
of my ICF membership and/or my ICF credentials. 
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Executive Coaching Profiles 

Duncan	Sutherland	

Overview 

Duncan	Sutherland	has	extensive	experience	in	executive	coaching,	consulting	and	group	
facilitation,	with	clients	in	both	the	private	and	public	sectors	ranging	
from	CEOs	to	business	unit	managers	and	teams.	His	key	strengths	
are	in	leadership	development	through	the	mobilisation	of	the	soft	
skills,	coaching	skills	for	managers,	professional	development	of	staff,	
performance	appraisal,	and	developmental	coaching.	Duncan	has	a	
strong	public	sector	background	at	the	executive	in	education,	
emergency	services	and	justice	services.	He	has	successfully	managed	
government	business	enterprises	and	projects,	both	within	NSW	and	
internationally.	

Duncan	has	successfully	designed,	implemented,	managed	and	
delivered	executive	coaching	programs	in	a	wide	range	of	enterprises	
in	the	public	service	and	the	Not	For	Profit	sector.	Duncan	is	a	
contracted	provider	of	executive	coaching	services	to	the	NSW	Public	

Service	Commission	Executive	as	part	of	the	Executive	Development	Program.	He	is	also	an	
approved	panel	member	of	the	Australian	Public	Service	Commission	Capability	Development	
Panel	as	an	Executive	Coach.		

Coaching Style and Approach 

Duncan’s	specialty	is	developmental	coaching	using	a	strength-based	future-focused	approach	
based	on	models	of	adult	development,	positive	psychology	and	neuro-science.	He	is	accredited	
for	The	Leadership	Circle	leadership	effectiveness	development	tool,	and	for	the	Team	
Management	Profile	for	the	assessment	and	development	of	team	effectiveness.	Where	
appropriate	Duncan	uses	a	range	of	other	tools	including	the	VIA	Signature	Strengths	analysis,	Big	
5	Personality	assessment,	and	DISC	analysis.	Duncan	has	extensive	experience	in	face-to-face	and	
on-line	coaching	delivery	including	the	use	of	SKYPE	and	phone	coaching.	

Duncan	is	passionate	about	supporting	others	to	find	meaning	and	purpose	in	their	lives	through	
development	of	their	engagement,	aspiration	and	ability	across	both	their	professional	and	
personal	lives.	He	believes	in	the	strength	of	living	life	to	the	full	based	on	leadership,	robust	
values	and	moral	courage.	

Coaching Experience 

Duncan	currently	has	over	800	hours	of	experience	as	an	executive	coach,	primarily	in	the	public	
and	NFP	sectors.	His	clients	include	NSW	Treasury,	Workers	Compensation	Commission,	
WorkCover	WA,	Marine	Rescue	NSW,	Corrective	Services	NSW,	NSW	Department	of	Education	
and	Communities,	Family	and	Community	Services,	Clinical	Excellence	Commission,	Health	
Support	Services,	Aboriginal	Affairs	NSW,	Juvenile	Justice	NSW,	Ambulance	NSW,	NSW	Office	of	
Water,	Telstra,	New	Intelligence,	Health	Perspectives,	Team	Management	Systems,	Horticulture	
Australia,	and	Harris	Bromly,	as	well	as	pro	bono	coaching	for	The	Smith	Family	and	The	Tedd	
Noffs	Foundation.	

Recent Key Achievements 

During	2014-15	Duncan	participated	in	the	NSW	Public	Service	Commission	Executive	
Development	Program	as	an	assessor	and	executive	coach.	Under	this	program,	Duncan	was	
involved	in	the	assessment	of	a	large	number	of	senior	NSW	public	sector	executives.	He	also	
provided	executive	coaching	programs	for	12	of	these	executives.	

From	2011	to	2015	Duncan	has	designed,	implemented,	managed	and	participated	in	the	delivery	
of	the	NSW	Family	and	Community	Services	Specialist	Homelessness	Services	Executive	Coaching	
program	involving	60	executives	and	managers	in	the	NFP	sector.	
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During	2012	Duncan	provided	executive	coaching	services	for	NSW	Office	of	Water’s	Advancing	
Sustainability	Leadership	program	for	22	emerging	leaders	from	the	local	government	sector.	

In	2011	and	2012	Duncan	designed	and	implemented	performance	appraisal	training	programs	
for	NSW	Workers	Compensation	Commission	and	Workcover	WA.	

From	2007	to	2011	Duncan	designed,	implemented	and	managed	and	then	participated	in	the	
delivery	of	the	executive	coaching	program	for	Corrective	Services	NSW	involving	180	
participants.	

Qualifications 

! Master	of	Educational	Administration,	University	of	NSW	
! Bachelor	of	Science	in	Agriculture,	Sydney	University		
! Diploma	in	Education,	Sydney	University	
! Graduate	Diploma	in	International	Studies	(Chinese	language	and	Culture),	University	of	

Technology,	Sydney	
! Graduate	Certificate	in	Applied	Management,	Australian	Institute	of	Police	Management	
! Diploma	in	Correctional	Administration,	Brush	Farm	Corrective	Services	Academy	
! Level	3	Executive	Coach	Accreditation,	Institute	of	Executive	Coaching		
! Certificate	IV	in	Training	and	Assessment,	VETAB		
! Currently	studying	a	Masters	in	Organisational	Coaching	and	Leadership	with	Charles	Sturt	

University.	

Professional registration / Accreditation 

! Justice	of	the	Peace	in	NSW.	
! Certified	provider	of	The	Leadership	Circle	Profile	
! Certified	provider	of	the	Team	Management	Systems	profile.	
! Prequalified	supplier	of	Performance	and	Management	consultancy	services	through	the	

NSW	Department	of	Finance	and	Administration.	
! Member,	NSW	Justices	Association	
! Member,	Institute	of	Executive	Coaching	and	Leadership	Alumni	
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Merryl	Semple	
 

SPECIALISATIONS 
NeuroLeadership Development 
High Performance Executive 
Coaching  
Stress Management Coaching & 
Training 
 
SERVICES 
Consulting Management & 
Leadership Development  
Facilitation workshops and seminars 
Executive Coaching 
 
CAREER HISTORY 
2004-date: 
Director, InSync Consulting 
Previously: 
Management & Leadership 
Development, NSW RailCorp & 
NSW StateRail 

Qualifications 

Masters NeuroLeadership [current] 
Masters Education 
Executive Coach 
Institute of Executive Coaching 
Cert IV Workplace Training & 
Assessment  
Grad Dip HRM  
Associate HeartMath Australia 
 
Website  
W:www.insyncconsulting.net.au  

	
EXECUTIVE	COACH	PROFILE		

	
Merryl	 provides	 consulting,	 coaching	 and	 training	 services	 which	 add	
value	 to	 programs	 and	 services	 in	 leadership,	 communication	 and	
change.	Merryl’s	management	experience	in	the	public	transport	sector	
saw	 her	 responsible	 for	 large	 scale	 management	 and	 leadership	
development	 programs.	 Her	 consulting	 experience	 has	 come	 from	 a	
diverse	range	of	public	and	private	sector	organisations.		
	
Merryl’s	clients	use	her	professional	services	for	
	

" High	performance	executive	coaching	
" Stress	management	coaching	and	group	training		
" Training	needs	analysis		
" Learning	and	development	program	design	and	evaluation	
" Team	effectiveness	workshop	facilitation		
" Workplace	culture	and	change	management	communication		

Coaching Style and Approach	
Merryl’s	 leadership	 development	 projects	 focus	 on	 building	 teamwork	
and	 team	 effectiveness	 to	 support	 change	 initiatives	 and	 enhance	
positive	 workplace	 climate.	 Activities	 include	 executive	 workshop	
facilitation	for	strategy	design	and	implementation,	team	development	
programs	for	effective	leadership	behaviours,	mentoring	workshops	and	
stress	management	coaching	and	training.		
	
As	 an	 Executive	 Coach,	 Merryl	 uses	 a	 solution-focused	 coaching	
methodology	 so	 client	 managers	 can	 take	 advantage	 of	 opportunities	
and	make	changes	that	can	be	sustained.	Merryl’s	client	managers	learn	
to	develop	emotional	resilience	to	support	change	and	communication	
programs.	Merryl	 has	 coached	 a	 range	 of	 private	 clients	 in	 the	 public	
and	private	sector.	
	
Merryl’s	recent	pro	bono	coaching	clients	include	Youth	Off	the	Streets,	
The	 Smith	 Family	 and	 The	 National	 Breast	 Cancer	 Foundation.	Merryl	
also	delivers	seminars	on	‘Building	Resilience,	not	Burnout’.		
	
Recent Clients 
	
Public	 Service	 Commission,	 NSW	 Office	 of	 Water,	 State	 Transit	
Authority,	 NSW	 Department	 Premier	 &	 Cabinet,	 IAB	 Services,	 TAFE	
Northern	 Institute,	 Department	 of	 Community	 Services,	 NSW	
Department	 of	 Housing	 Central,	 Regional,	 Specialist	 Homelessness	
Services,	 Juvenile	 Justice,	 Sydney	 Ferries	 Corporation,	 Acumen	Human	
Capital,	 Alliance	 e-Finance,	 Sydney	 Institute	 of	 TAFE,	 NSW	 RailCorp,	
NSW	Legal	Aid,	Warringah	Council,	Mosaic	IT,	Aboriginal	Housing	Office,	
Interline	 Reservations,	 Ernst	 &	 Young,	 Westmead	 Children’s	 Hospital,	
SFC	Engineering	Division.	
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