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Introduction
Welcome to this mentoring handbook. The purpose of the handbook is to provide an overview of your training and to provide you with a range of resources to take away and support you in your mentoring practice. 

Terminology
Throughout the training and in this handbook the person mentoring will be referred to as the mentor and the person being mentored will be referred to as the mentee. 



What is Mentoring?  
There are many definitions of mentoring. Some of the most commonly used ones are included below.
In spite of the variety of definitions of mentoring (and the variety of names it is given, from coaching or counselling to sponsorship) all the experts and communicators appear to agree that it has its origins in the concept of the apprenticeship, when an older, more experienced individual passed down his knowledge of how the task was done and how to operate in the commercial world. (Clutterbuck, 2001)
…directly concerned with the immediate improvement of performance and development of skills by a form of tutoring or instruction. Mentoring is always one step removed and is concerned with the longer-term acquisition of skills in a developing career by a form of advice and counselling (Parsloe, 1992)
Traditionally, mentoring is the long term passing on of support, guidance and advice. In the workplace it has tended to describe a relationship in which a more experienced colleague uses their greater knowledge and understanding of the work or workplace to support the development of a more junior or inexperienced member of staff. This comes from the Greek myth where Odysseus entrusts the education of his son to his friend Mentor. It’s also a form of apprenticeship, whereby an inexperienced learner learns the "tricks of the trade" from an experienced colleague, backed-up as in modern apprenticeship by offsite training. (CIPD 2009)
Off-line help by one person to another in making significant transitions in knowledge, work or thinking (Clutterbuck and Megginson 1999)
In essence, mentoring is about a more experienced person passing on their knowledge, skills and experience to someone less experienced.
Mentoring is also closely linked to coaching.  Again there are many definitions of coaching. Some of the most commonly used include:
Primarily a short-term intervention aimed at performance improvement or developing a particular competence. (Clutterbuck, 2006)
Unlocking a person’s potential to maximise their own performance. It is helping them to learn rather than teaching them. (Gallwey, cited by Whitmore, 1996)
Coaching involves the coachee finding their own solutions to situations they are facing, facilitated by the coach. Coaching is usually non directive.  

In summary:
Coaching - emphasis on coachee finding own solutions
Mentoring - passing on specific skills and knowledge
Counselling - dealing with personal difficulties affecting performance
Therapy - dealing with more difficult situations than counselling 
Situations in Which We Might Use Mentoring
· Developing knowledge 
· Developing skills
· Passing on experience
· Improving performance
· Providing access to our networks
· Developing confidence
· Broadening horizons
· Raising aspirations
· A sounding board
· A role model


The Competency Model






Matching Mentors and Mentees
There are various factors that can be considered when matching mentors and mentees. These could include:
· Skills, experience, knowledge
· Age
· Sex
· Ethnic origin
· Disability
· Location
· Availability at particular times

Whether particular factors are relevant will vary from situation to situation but it is important that consideration is given to the matching process and everyone is clear how it will be done. Also be careful about making assumptions as to what a particular mentee may or may not want.



Contracting
Contracting is vital as it clarifies roles, expectations and responsibilities.
Remember there are expectations and responsibilities on both the mentor and mentee. 
The specific content of the contract is likely to include the following:
· Names and contact details of mentor and mentee
· Length and frequency of meetings
· Location of meetings
· Arrangements should either party need to rearrange a meeting
· Arrangements for ad hoc contact e.g. telephone calls between sessions
· Confidentiality
· Record keeping
· ‘Get out’ clause if the mentoring relationship doesn’t work
· Aims, objectives, goals of the mentoring
· Length of the mentoring relationship
There may be other points that are included in individual contracts as appropriate.



Equality and Diversity
You must ensure at all times that the mentoring complies with all relevant legislation, policies and procedures in relation to equality and diversity.
Equality - means ensuring that everyone has equal opportunity to participate, contribute to and benefit from activities and opportunities presented at work.
Diversity - goes beyond fair and equal treatment to recognise and appreciate the benefits that different peoples’ talents bring to an organisation. Society is diverse in many different ways. Embracing and celebrating diversity helps create an environment where everyone feels included and valued.

Ethics
The various coaching and mentoring organisations e.g. the European Mentoring and Coaching Council (EMCC) and the Association for Coaching (AC) have codes of ethics which their members must abide by. You are welcome to adopt these - they are available on their websites.
 In addition your own professional codes of ethics and conduct will also apply.



The Coaching Spectrum

Non-directive / Pull
(Coaching)
Listening to Understand
Reflecting
Paraphrasing
Summarising
Asking questions that raise awareness
Making suggestions
Giving feedback
Offering advice
Giving advice
Instructing
Telling
Directive / Push
(Mentoring)

Basic Helping Styles
A mentors response or approach to a mentee will depend on two sets of factors.
Is their concern for the mentee (client centred) or the problem (problem centred)?
Do they work on their own (exclude the client) or work with the client (include the client)?
The particular combination of factors leads to four basic helping styles when mentoring:
· Telling
· Advising
· Manipulating
· Counselling
Telling – this style is problem centred and excludes the client from the problem solving process. This style is often used in very technical situations.
Advising – this style is also problem centred but includes the client in the problem solving. The mentor will often provide options for the mentee to choose from  but the danger is that the options will be based on knowledge, skills or experience the mentor has but which the mentee may not have.
Manipulating – This style appears to be client centred on the face of it, but actually excludes the mentee. The mentor is actually satisfying their own needs and wants and makes the mentee dependant on them.
Counselling – This style is client centred and involves the mentee in solving the problem. It is significantly different to the other styles and encourages the coachee to generate their own solutions. 
(Hill, 2004) 

Mentoring and Coaching Conversations – The Coaching Path
Much is written on coaching, less on mentoring. However, many of the principles and skills are very similar. Julie Starr is one of the most well known writers on coaching skills and she talks of the ‘coaching path’ which she describes as having five stages. These five stages are also useful for us as mentors to provide a framework for our mentoring.
1. Establish the conversation 
2. Identify the topic and goal
3. Surface understanding and insight. This means bringing to the surface those things that aren’t obvious or are hidden or that haven’t been consciously thought of or considered previously
4. Shape agreements and conclusions. What is the mentee going to do?
5. Completion and close – bringing the mentoring to a satisfactory conclusion
 Starr,J. (2008) 
Julie Starr also talks of five fundamental coaching skills. Again, these also cover the core skills we require as mentors. These are: 
1. Building rapport or relationship
2. Different levels of listening
3. Using intuition
4. Asking questions
5. Giving supportive feedback


Key Competencies
Peter Hill talks in more details of the competencies required by coaches and mentors.  He lists ten competencies with descriptions of each.
Competencies for Coaching and Mentoring
1. Initiating the coaching and mentoring relationship
· Ensures that coaching and mentoring meetings take place uninterrupted in appropriate surroundings at a mutually convenient time
· Puts others at ease by use of the appropriate actions, language and behaviours
· Gives another undivided attention
· Demonstrates strong beliefs in the boundless potential of others
· Demonstrates strength  of personal commitment to learning and development
· Establishes the parameters of a relationship built on mutual respect
· Establishes trust
· Demonstrates integrity

2. Developing the coaching and mentoring relationship
· Shows sensitivity to the needs, feelings, moods and emotions of others
· Is easily accessible
· Responds speedily to requests for contact/support
· Confronts negative behaviours and attitudes
· Offers feedback with recipient’s permission
· Can be relied upon to offer appropriate and objective feedback
· Is consistently creative in approach to others

3. Managing self
Self-awareness
· Suspends judgements to achieve maximum objectivity in one’s relations with others
· Works in the full knowledge of one’s own set of values, beliefs, prejudices, emotions and preferences

Controlling emotions and stress
· Handles the emotions of others without becoming personally involved
· Remains calm in difficult situations or when faced with uncertainty
· Accepts personal feedback or criticism without becoming defensive
· Responds honestly to other’s emotions
· Confronts conflict objectively and honestly


Managing continuing personal learning and development
· Takes responsibility for meeting own learning and development needs
· Seeks feedback on own performance to identify strengths and weaknesses
· Modifies behaviour wherever needed as a result of feedback
· Reflects systematically on own performance in order to improve it
· Develops self to meet changing/new demands
· Transfers learning from one situation to another

4. Working within an agreed ethical code
· Manages their own personal values, attitudes and beliefs
· Agrees a clear code of practice/contract for the coaching relationship
· Recognises and explains limits of own competence
· Gives clear, relevant and timely information on sources of additional support
· Clearly identifies and raises ethical issues
· Confronts and works towards the resolution of ethical dilemmas
· Confronts discriminatory attitudes and behaviours

5. Working with a set of beliefs
· Clearly and candidly manages one’s own values, attitudes, beliefs and emotions when appropriate
· Displays empathy- the ability to enter imaginatively into and understand another’s values, attitudes, beliefs and emotions but remain neutral and non-judgemental
· Demonstrates a non-judgemental acceptance of others
· Works in the expectation of mutual respect

6. Communicating
Listening to understand
· Demonstrates active listening by asking questions, seeking clarifications, rephrasing others’ statements and summarising to check understanding
· Uses positive body language and non-verbal signals to demonstrate openness and undivided attention
· Confirms understanding through observations and interpretation of non-verbal signals (body language, facial expression, tone, vocal signals)
· Listens to understand motivations
· Listens to pick up emotions
· Makes appropriate use of silence

Promoting understanding
· Presents ideas and information in ways which are easily understood
· Uses styles of communication that are appropriate to listeners and situations including choice of time and place
· Seeks to clarify the understanding of others
· Encourages listeners to ask questions
· Paraphrases and summarises to promote understanding
· Modifies communication methods and style in response to feedback
· Recognises and expresses emotions
· Responds appropriately to others’ emotions

7. Focusing on goals
· Enables another to identify their goals
· Enables another to clarify and refine their goals
· Challenges assumptions and unfocussed thinking
· Enables another to achieve a clearly imagined vision of how it will be/feel when the goal is achieved
· Challenges change or loss of focus
· Overcomes distractions
· Uses feedback to maintain clarity of vision and purpose

8. Striving for excellence
· Creates a personal concept of what excellence looks and feels like
· Supports striving for goals that are innovative and demanding
· Continually seeks to identify and overcome barriers to excellent performance
· Actively seeks to be aware of and measure one self against best practices

9. Having a flexible approach
· Adapts skills, pace and tone to reflect the needs of others
· Shows sensitivity to the needs and emotions of others
· Respects the values, attitudes and beliefs of others
· Employs all aspects of personal competence - intuitive, intellectual, emotional - to challenge inflexibility
· Suspends judgement and contemplates the unthinkable

10. Thinking and understanding
· Focuses on facts, issues, outcomes when handling an emotional situation
· Balance logic with intuition/emotional intelligence
· Reconciles and employs a variety of perspectives when trying to make sense of a situation
· Identifies a range of elements in a situation
· Breaks down processes into tasks and activities
· Finds a number of perspectives on a problem
· Identifies the implications, consequences or cause-and-effect relationships in a situation

Conceptualising
· Helps build a complete and valid picture from a restricted or incomplete picture
· Draws on own experience and evidence from other sources to identify problems and understand context
· Identifies patterns or meaning from events and data not obviously connected

Source: Hill, P. (2004) Concepts of Coaching ILM



The GROW Model
This is the most well known and popular coaching model. However, it is equally useful for us when mentoring when our mentee is working towards a particular goal or objective.
It is summarised in the diagram below.
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Building Rapport and Establishing the Relationship
Establishing the relationship and building rapport are essential for effective mentoring. It builds confidence between the mentor and mentee and establishes trust.
The following factors can all contribute to establishing rapport:
· Physical appearance/clothes
· Body language/physical gestures
· Qualities of voice
· Language/words used
· Beliefs and values
Beliefs and values play an important role in coaching and mentoring. We all have our own set of values and beliefs. They are influenced by a variety of factors including our personality, background, experiences, education, family, peers, colleagues, religious beliefs and the media amongst other things. When we mentor we may be working with mentees who have different values to ourselves. Whilst we need to be aware that we may occasionally encounter a mentee whose values or beliefs are considered unacceptable in, for example, their work situation, the majority of the time they will simply be different to ours. It is important that we recognise these differences may affect the choices that our mentee makes. We need to have empathy with our mentee.    

Trust
Peter Hill talks about trust being made up of four pillars which he describes as:
· Presence
· Disclosure
· Enquiry
· Commitment 
Presence is about bringing an authentic self to one’s interactions with others and sustaining a high level of focus, energy and openness towards others.
Disclosure involves the accurate, timely and candid sharing of personal thoughts and feelings and organisational information that can, or does, impact on performance and working relationships.  
Enquiry is our disposition to seek after another’s perspective, stemming from a recognition and acknowledgement of the other as a source of value, wisdom, insight and unique experience.
Commitment concerns the consistency and reliability of follow-through as demonstrated by the fulfilment of promises made to others.
Hill, (2004)


Questioning Skills
These are one of the most important tools we have available to us as mentors.
There are many different types of questions. Some of the most common include:
· Closed
· Open
· Probing
· Challenging
· Leading
· Multiple 
Generally we will concentrate on using open questions supported by probing questions. However, in some circumstances closed questions can be helpful e.g. if we are gathering information or when checking our understanding of what our mentee is telling us.
Probing questions are used to gather more information from our mentee or to probe more deeply into something our mentee is talking about.
Challenging questions may be used to push our mentee further to perhaps think about something they are avoiding or to challenge contradictions in what they are telling us.
Leading and multiple questions should be avoided. 



Listening Skills
There are many different levels of listening from the very superficial to the very deep.
Carol Wilson talks of five levels of listening:
1. Waiting for our turn to speak
2. Giving our own experience
3. Giving advice
4. Listening and asking for more
5. Intuitive listening
Julie Starr on the other hand describes four levels:
1. Cosmetic listening 
2. Conversational listening
3. Active listening
4. Deep listening
Whilst the number of levels they describe vary slightly, they both describe a progression of levels from the very superficial to the deep. When we initially begin mentoring we will be concentrating on levels 2, 3 and 4 of Carol Wilson’s levels and levels 2 and 3 of Julie Starr’s levels. Whilst Carol Wilson’s level 5 and Julie Starr’s level 4 are often more closely associated with coaching, as we develop as mentors we will find that we increasingly also use intuitive and deep listening.  


Non Verbal Communication
Never underestimate the importance of non verbal communication!
· 7% the words we use
· 38% our tone of voice
· 55% our body language

These figures are based on the work of Albert Mehrabian. The figures are often quoted, but it is important to understand the context in which his research was carried out. Mehrabian looked at face to face communication on a one to one basis where both parties were actively engaged and interested in the communication. 
As you can see, the actual words used only account for 7% of the understanding, on average. That is not to say that the correct words aren’t important – if the wrong words are used then the communication will not be effective. But assuming appropriate words are used, other aspects of the communication are far more important for our understanding.

Three Basic Rules for Accurately Reading Body Language
1. Read gestures in clusters
2. Look for congruence
3. Read gestures in context 

Using Your Intuition
Using our intuition is one of the greatest resources we have as mentors. Often what is not being said is as important (or possibly even more important) as what is said. Using our intuition allows us to tap in to this and therefore help our mentee develop further. We all use our intuition every day and we should be confident in transferring this skill into our mentoring practice.


Providing Feedback
Providing effective and supportive feedback to our mentees is also a vital part of our role.
Remember we will usually be in an ‘off line’ role with our mentee which will often give us a unique position to provide independent and unbiased feedback. 
Potential benefits of effective feedback can include:
· It has a positive impact on learning
· It offers useful information or perspectives
· It encourages or motivates the mentee
· It confirms or compares views or opinions
· It prompts insights or ideas 
Feedback should always be:
· Given with a positive intention
· Based on fact and behaviour
· Constructive and beneficial
Starr, J. (2008)
Feedback falls into two categories, motivational and developmental.
Motivational feedback is used to praise someone for something they have done well.
Developmental feedback is used to provide constructive feedback when something has gone wrong. Always think about the language you use when providing feedback e.g. do you talk about weaknesses or areas for improvement?
Giving Motivational Feedback
· Select the moment carefully
· Use positive language to reinforce what you are saying
· Focus on observed behaviour as an example
· Give a reason why their performance deserves to be praised
· If possible, say who else recognises their achievement
· Express genuine feelings of appreciation
· Avoid going on at length
Giving Developmental Feedback
· Make sure others are not listening
· Have all the facts about what happened – never base criticism on hearsay or opinion
· Never skirt the issue – come straight to the point
· Make sure your body language reflects the nature of the issue, without overpowering the other person
· Aim to address the problem rather than criticise the person
· Focus on the actions that will put things right or improve the performance next time – allowing the other person to contribute their ideas
· Explain what competent performance in this area looks like
· Give your advice if the person has real problems working out the solution for themselves
Adapted from Management Extra (2005) Leading Teams

 


Reflective Practice and Supervision
Mentoring can potentially be quite a lonely experience as we will often be working one to one, our mentoring conversations may be confidential and we will often not be mentoring with other mentors.
Therefore it is vital that we have mechanisms available to us to review and develop our mentoring practice and to have a way to discuss any issues we have, as well as celebrating our successes. 
‘You cannot reflect on learning experiences you cannot remember.’ Minton, D. (1997)

Kolb’s Learning Cycle



Donald Schon says that practitioners consciously think about their own practice to develop themselves and their practice further with the aim to improve. He went on to suggest that the capacity to reflect on action so as to engage in a process of continuous learning was one of the defining characteristics of professional practice.
The website www.infed.org is a useful resource for further information on reflective practice. 


Gibbs’ Cycle of Reflective Practice 





Supervision sessions are a place for the coach / mentor to reflect on the work they are undertaking, with another more experienced coach / mentor. It has the dual purpose of supporting the continued learning and development of the coach / mentor, as well as giving a degree of protection to the person being coached / mentored 
Bluckert, P. (2004)
Supervision can take place either on a one to one basis or as a group. Confidentiality can be maintained by ensuring that personal details are not given that identify individual mentees. An experienced supervisor will ensure that confidentiality is not breached.



Keeping a Reflective Journal 
Many coaches and mentors choose to keep a reflective journal. This is a way of reflecting on the mentoring sessions you carry out to identify things that are going well as well as areas for improvement. There are many different formats that can be used but following Gibbs’ cycle of reflective practice is a good starting point if you do not already have a format that you use.

Key Features of Effective Mentoring Schemes for Young People
Research was carried out by John Hall at the University of Glasgow in 2003 to try and identify from the literature and research available the key features of effective mentoring schemes for young people. The majority of the available information was from the US, although there was a smaller amount from the UK. This work resulted in the following key characteristics of effective mentoring schemes for young people being identified:
· Monitoring of programme implementation
· Screening of prospective mentors
· Matching of mentors and mentees on relevant criteria
· Both pre-match and on-going training
· Supervision
· Support for mentors 
· Structured activities for mentors and mentees
· Parental support and involvement
· Frequency of contact
· Length of relationship 
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Concrete Experience


Reflective Observation


Abstract Conceptualisation 


Active Experimentation












Describe what happened 


Evaluation – what was good or bad about it?


Analysis – what sense can you make of the situation?


Conclusion – what else could you have done?


Action plan – if it arose again, what would you do?


Feelings – what were you thinking and feeling















Unconscious Incompetence


Conscious Incompetence


Conscious Competence


Unconscious Competence
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