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Trainer Notes 

 
 
How to Use the Trainer Guide 

 
The Trainer Guide has been designed to support the delivery of the CMAPs course for learners as a one-

day course. The course can be amended enabling it to be delivered in a variety of formats including:  

- 2 x ½ day course 

- Series of mini 2-hour sessions 

- Webinar and/or blended learning course 

 

The Trainer Guide explains how to use the PowerPoint trainer slides and the learner course Workbook 

and CMAPs. The files can be edited and branded to meet your organisation and target group needs. The 

Workbook can be edited into a short document, split into separate handouts, or converted into e-learning 

modules and video as per the trainer’s preferences.  

 

The course includes a variety of team-based and individual activities – these can be edited and modified 

according to the trainer’s preferences and delivery model.  
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Slide 1: Course Title Slide 

 

 

 

Notes: Welcome learners and introduce yourself.  

This course aims to introduce participants to the CMAP course and workbook. During the course, 

participants will complete a series of activities and will learn how to use the CMAP Model and pre-

prepared CMAPs. 

 

The course is practical and interactive. It has been designed to enable the trainer to run the course as a 

one-day workshop-style event, but it can also be delivered as an online webinar or a series of two-hour 

mini workshops over a period.  

 

Introduce the trainers - possibly setting out the trainer’s qualifications, experience, and credentials for 

running the course. 

 

Slide 2: Today’s outcomes and CMAPs 

 

 

 

Notes: Outcomes 

Explain the course outcomes and the timetable for the delivery (this will need to be adjusted according to 

your chosen delivery methodology). 

 

Discuss purpose and structure of C-MAP project 
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Slide 3: Project Background and 

Objectives  

 

 

 

Notes: Project Background 

Introduce the background and purpose of Erasmus+ projects and then move on to introduce each of the 

partners in the long-term outcome for the CMAP – improving the performance of managers, teams and 

individuals. Discuss the aims and outcomes of the course which can be adjusted to reflect your delivery 

methodology and your participant’s needs. Discuss purpose and structure of the C-MAP project 

 

 

Slide 4: Discus the CMAP structure 

and elements 

 

 

 

Notes: CMAP Structure 

Discuss purpose and structure of C-MAP project course design and materials 
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o ner director to improve the performance of teams and individuals 

 To develop and test a ne    T tool called  oaching    s comprising a set of    pre  

prepared      s based on the concept of  igh  erformance  or   ractices        

 To publish a  andboo  for  or  based coaches sho casing good practice in the use of 
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Slide 5: The CMAP structure 

 

 

 

Notes: Discuss Module Content 

Module 1: 

This Module is about understanding the purpose and use of coaching in the context of managing 

performance. Specifically, you will learn about: 

• How coaching can support the improved performance of teams and individuals 

• The benefits of coaching in the context of supporting learning  

• The design of the C-MAP coaching model 

• How coaching and performance management is linked to performance objectives. 

   

 

Slide 6: Course Learning Outcomes 

 

 

 

Notes: Discuss Module Content 

Module 2: This Module is about understanding how to use various coaching tools and how to build an 

effective coaching relationship. Specifically, you will learn about: 

• The importance of using awesome questions during coaching sessions 

• How to actively listen to team members during coaching sessions 

• How to develop and build rapport before and during coaching sessions 

• The role of feedback within coaching 
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 y the end of this module you  ill understand 
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performance management and organisational 
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 y the end of this module you  ill understand 

 The use of questions  ithin coaching sessions

 The importance and role of active listening 

 ithin coaching
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Slide 7: Module 3 

 

 

 

Notes: Discuss Module Content 

Module 3: This Module is about understanding the concept of high-performance work practices and 
learning how to use them. Specifically, you will learn about: 

• The structure of the C-MAP Model 

• How use the template C-MAPs to improve the performance of team members 

• Selecting appropriate C-MAP plans to support team members 

• Using the C-MAP template to deliver your own high impact coaching sessions 
 

Slide 8: Today’s focus 

 

 

 

Notes: C1 Event and Manager Course 

Focus of C1 is to ensure participants understand the design of CMAPs and can use CMAPs. Focus is 
also to enable them to design and deliver a short course to managers as part of the pilot. 
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Slide 9: Being an Effective Manager 

 

 

 
Notes: Effective Management 

Explain the reason for CMAP is related to the need for effective managers to be able to drive and 
improve performance of teams and individuals. To accomplish more through the people in your team, 
you should strive to be a developer of people. You need to show people where to go, what to do and to 
help them define the best path for reaching that destination. Effective managers build a diverse group 
of people into an efficient, functioning team. In an effective team, each team member fulfils a specific, 
assigned role, everything clicks, and the goal is reached.  You are not only responsible for your team’s 
output and performance, but also for supporting individual team members within your team. This 
means understanding what drives and motivates them, what their strengths are, and how to guide 
them in areas they need to develop. Great managers are good communicators and great coaches. 
 

Slide 10: Performance Management 

 

 

 
Notes: Performance Management 

Key to performance is effective performance management as shown in this cycle – it links individuals and 
teams to business plans and objectives. Performance management is simply a management tool, which 
is about: 

• Discussing performance with team members and teams 

• Helping team members to take responsibility for their own performance 

• Providing team members with support, feedback, and coaching  
Recognising team member’s achievements and praising them on their performance. Performance 
management can be viewed as a three-stage cycle: planning performance, supporting performance, and 
reviewing performance. 

 eing an  ffective  anager

 eader of  eople

 uilder of an  ffective Team

 anager is a  eader of  eople
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Slide 11: Reasons for Under 

Performance 

 

 

 

Notes: Underperformance 

Activity: Brainstorm reasons for people underperforming.  

 

 

 

Slide 12: Reasons for Under 

Performance  

 

Workbook:  

Activity 1 - Underperformance 

 

 

Notes: Underperformance 

Discuss answers and share these reasons: fear or nerves; lack of motivation; lack of skill; poor self-

esteem; low confidence; little experience; negative self-talk; no management support; lack of resources; 

lack of training; no clear goals or objectives. 

 

Ask participants to suggest a definition of coaching before moving onto the next slide. 
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Slide 13:  oaching is….  

 

 
Notes: Coaching  

The  ord ‘coach’ comes from the  ungarian  ord for ‘carriage’ – the link being the transportation of 
someone from where they are to where they want to be. This can be seen as the broad aim of coaching – 
to facilitate the learning, development, and increased performance of an individual – to take them from 
one place, where they are now, to another place, where they want to be.  
Coaching is a method of helping teams and team members to develop their self-awareness and their 
skills and knowledge to improve their job performance or personal growth. Coaching is about questioning 
and enabling the teams and individuals to identify gaps in their skills or knowledge and to plan and 
support them in addressing these through a range of work-based activities. It is essentially non-directive, 
with the emphasis on helping the people being coached to learn, rather than teaching or training them, 
and on encouraging them to try things out for themselves. 
 

Slide 14: Coaching Management Style 

 

 

 
Notes: Coaching as a Management Style 

Coaching can also facilitate cultural change. Clutterbuck and Megginson describe a coaching culture as 
one where:  
‘Coaching is the predominant style of managing and working together, and where a commitment 
to grow the organisation is embedded in a parallel commitment to grow the people in the 
organisation.’  
Gradually, coaching leadership and management styles and coaching conversations are becoming 
increasingly common.  ith this, comes the opportunity to transform an organisation’s culture.  
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Slide 15: Performance Management 

 

 

 
Notes: Coaching and Performance Management  

Coaching is a key tool in linking performance to business goals and objectives.  
 

Slide 16:  oaching is… 

 

 

 

Notes: Coaching Definition for CMAP 

The approach      has adopted in relation to coaching is based on the      definition  hich states…  

What are the benefits of coaching in the workplace? Discussion. 
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Slide 17: Benefits of Coaching 

 

 

Notes: Benefits of Coaching  

• Personal Benefits of Coaching 

The personal benefits of coaching are as wide-ranging as the individuals involved. Numerous clients 

report that coaching positively impacted their careers as well as their lives by helping them to: 

• Establish and act towards achieving goals; Become more self-reliant; Gain more job and life 

satisfaction; Contribute more effectively to the team and the organisation; Take greater 

responsibility and accountability for actions and commitments; Work more easily and productively 

with others (boss, direct reports, peers); Communicate more effectively.  

• The Benefits of Coaching in Teams and Organisations: 

- Empowers individuals and encourages them to take responsibility; Increases employee and staff 

engagement; Improves individual performance; Helps identify and develop high potential 

employees; Helps identify both organisational and individual strengths and development 

opportunities; Helps to motivate and empower individuals to excel; Demonstrates organisational 

commitment to human resource development. 

 

Slide 18: The GROW Model 

 

 

 

Notes: GROW 

Now begin to look at the CMAP model. It is based on a well-known model called GROW.  
  

 enefits of  oaching

 Coaching is  nlocking a person s potential 

to ma imise their own performance.  t is 

helping them to learn rather than teaching 

them. 
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Slide 19: GROW Model 

 

 

Notes: Stages of GROW Model 

Discuss each stage of the GROW Model. 

 

Slide 20: Coaching MAP 

 

 

Notes: Introducing CMAP 

The CMAP Model has taken the GROW Model and re-focused it into a ‘ ourney’ going from Goal through 
to the MASSIVE ACTION PLAN.  
 
It is a pictorial planning tool providing a simple, but powerful template for designing, delivering, and even 
recording the outcomes from a coaching session.  
 
Will explore the CMAP structure in more detail later, but whichever coaching model you use, there are 
key skills you need to develop.  
 

GR    odel

Goal  stablish  hat the team member  and you   ant to achieve

Reality
  plore ho  things are right     and e plore the issue or problem in

depth.

 ptions  elp the team member to identify the actions and choices they have.

 ay

 or ard
 larify and confirm their commitment to the actions T  Y have

identified and  GR    to do ma ing sure they are    RT
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Slide 21: Coaching Skills 

 

 

Notes: Coaching Skills 

The four key skills all help to ensure you reach and agree a set of SMART outcomes and objectives.  
Tomorrow will focus on developing these skills:  

- Questions 
- Listening 
- Rapport Building 
- Feedback. 

  

 oaching   ills
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DAY 2: Coaching Skills 

Slide 22: Day 2 

 

  

Notes: Recap 

 

Summarise and review course and course progress. 

 

 

Slide 23: C-MAP Course Design 

 

 

 

Notes: Course design 

Review progress and objectives and explain focus is on actions 2 and 3 – the Learning Modules provide 
the core knowledge, tools and techniques.  
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Slide 24: Coaching Skills 

 

 

Notes: Coaching Skills 

Today will focus on coaching skills. 

 

Slide 25: Questions - Types 

 

 

 

Notes: Questions 

Questions are central to effective coaching. Coaching is NOT about telling and giving orders, but 
engaging people in reflecting and taking ownership of their choices and behaviours. Discuss the question 
types with examples.  

 oaching   ills

 uestions  Types

There are three types of questions  hich can be 

used effectively as part of a coaching session  
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Slide 26: Questions - Open 

 

 

Notes: Open Questions 

We often start questions with phrases like, ‘Can yo  …’, ‘Will yo  …’, ‘Are yo  …’. Such questions 

usually get limited responses because they are closed questions. Open questions cannot be answered 

with ‘yes’ or ‘no’, or a closed response such as ‘left’ or ‘right’. Closed questions do not invite people to 

express their thoughts and opinions.  

Open questions usually begin with one of the following: why, what, when, where, who and how. This is 

often depicted as ‘five bums on a bench’! 

 

Slide 27: Questions - Coaxing 

 

 

 

Notes: Coaxing Questions 

The aim of coaching is not to always tell people how or what needs to be completed, but to encourage 
them to identify potential ideas and solutions for themselves. Coaxing or encouraging questions are 
designed to tease out people’s ideas and opinions, thereby getting them involved and committed to an 
action.  
These types of questions are highly effective when used with TED. 
 

 uestions   pen

  hat result are you trying to achieve 

  hat outcome  ould be ideal 

  hat do you  ant to change 

  hat has  or ed for you already  

  o  could you do more of that 

  hat is the hardest most challenging 

part of that for you 

  hat is the best  orst thing about that 

option 

 uestions   oa ing

                 

   plain more about. .

  escribe more about   

These types of questions are highly effective  hen used  ith    . T   is an acronym meaning 

 Tell me more about ho  you could . 

 Tell me  hat are your ne t steps 

   plain a little more about ho  this  ould 

 or  

   plain in more detail  hy you feel this is 

important 

  escribe ho  you  ould complete this if it 

 ere up to you.

  escribe  here this problem happens most 

of the time 
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Slide 28: Questions - Challenging 

 

 

 

Notes: Challenging Questions 

Where you are unable to agree with what a team member has said, rather than openly disagreeing with 
them, which could be confrontational, a challenging question could be used to establish how they see 
things and how they will achieve the required standard or do things better, such as: “Yo  say that sales 
are difficult at the moment because of the recession, but what extra activities will you undertake 
to get yo r fig res back on target?” 
Too many challenging questions should not be used because this could put too much pressure on your 
team member, so challenging questions should be used sparingly. 
Being able to ask clear and concise questions as part of a continuous coaching conversation is a key skill 
that requires preparation, planning and practice.   
 

 

Slide 29: Questions - Activity 

 

 

Notes: Questions Activity 

Take five minutes to compose some questions for each stage of the GROW model. 

 

 uestions   hallenging

  nteresting    hy do you thin  that is the 

case  

  o  does this compare to the previous three 

months  

  hat ratio of complaints to customers did 

you achieve 

  hat  ould be an e ample of that 

  ho else might be able to help you 

  here in the process are the bottlenec s or 

bloc ages 
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Slide 30: GROW Model 

 

 

Notes: Questions and GROW 

Discuss each of the stages to remind participants and then introduce the idea of building coaching 
questions for each stage.   
 

Slide 31: Questions - Activity 

 

 

Notes: Questions Activity 

Take five minutes to compose some questions for each stage of the GROW model. 
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Slide 32: Questions - Activity 

Suggestions  

 

 

Notes: Discuss each stage and ask participants for their questions, then discuss 

G = Goal 

During the first stage of the process, the Goal is the priority. Once a topic for discussion is agreed, 

specific outcomes and objectives should be discussed by the coach and the coachee. These may be 

short term goals, long term aims. Goals should be SMART: Specific, Measurable, Accurate, 

Realistic and Timely. The goal should also be inspirational and positive, whilst being challenging and 

requiring them to stretch themselves and their abilities to achieve it. Example questions might include: 

- What do you want? 

- What does that look like? 

- What will people be saying to you? 

- How will you feel once this is achieved? 

- What is different? 

 

R = Reality 

During the second stage of the process, both coach and coachee outline and discuss the current reality of 

the situation using a variety of different methods and techniques. The coach may invite the coachee to 

assess their own situation before offering their own advice or specific feedback on the current scenario 

and obstacles faced. The focus should be on the coachee, and the coach should be looking to identify 

potential in the situation, rather than problems. They should examine any assumptions made by the 

coachee with regards to their reality and outlook on future goals and discard any history or events that are 

irrelevant to the goals at hand. Example questions might include: 

- What is happening right now? 

- What do you believe is the problem? 

- How far are you from an ideal situation? 

- How do you feel about your current situation? 

 uestions   ctivity  uggestions
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- What is the root cause of the problem? 

- Who is impacted by this? How? 

- What is standing in the way of your goal? 

- What is the impact on you and your performance? 

 

 O = Options 

Once Reality and all obstacles to current goals have been discussed, the Options as to how to 

overcome current issues preventing progress should be examined. At first, the full range of options 

should be put-forward and discussed, predominantly inviting suggestions from the coachee. Any 

suggestions posited by the coach should be offered carefully and  ith consideration of the coachee’s 

overall position. By the end of stage 3, the coach should ensure that at least some choices have been 

made with regards to overcoming obstacles, and there is significantly less ambiguity surrounding 

immediate actions. Example questions might include: 

• What could you have done? 

• What ideas do you have? 

• What actions have worked for you in the past?  

• Who could help you to achieve your goals? 

• What information do you need, and how could you acquire it? 

• What else could you do? 

• What if this or that constraint was removed? Would that change things? 

• What are the advantages and disadvantages of each option? 

• What factors or considerations will you use to weigh up the options? 

• What do you need to stop doing in order to achieve this goal? 

• What obstacles stand in your way? 

 

W = Way Forward 

The final stage of the GROW process is when the coachee commits to decisive actions in order to move 

towards their goal. A plan is drawn up, with the coach guiding the ideas discussed by the mentee – 

including specific guidelines and timings in order to make achievable progress. Any potential obstacles 

that may be encountered during the process are identified and subsequent solutions are considered, 

including an outline of the support required throughout. Both the coach and the coachee should remain 

flexible throughout the entire process, and goals and actions may need to be altered to react to both 

positive and negative events. 
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Example questions might include: 

- What will you do to achieve your goals? 

- How and when will you do it? 

- Who will you talk to throughout? 

- Are there any other measures you need to put into place? 

- What will you do now, and when? What else will you do? 

- What could stop you moving forward? How will you overcome this? 

- How can you keep yourself motivated? 

- When do you need to review progress? Daily, weekly, monthly? 

- How committed are you to this action? 

  

Slide 33: Listening - Levels 

 

 

 

Notes: Active Listening 

There are four levels of listening skills: 

• Attentive listening: – involves giving your team member your full attention. 

• Accurate listening:  – understanding everything that has been said as your team member 

intended. 

• Emphatic listening: – sho ing appreciation of your team member’s feelings by ‘putting yourself 

in their shoes’. 

• Generative listening: fully understanding the issue enabling you to ask insightful questions. 

 

 istening   evels

There are four levels of listening 
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Slide 34: Listening - Activity 

 

 

 

Notes: Active Listening and Noise 

Interest and relevance: They find the topic boring and have no interest in what is being said – they do 

not perceive it to be relevant to them. To overcome this barrier, you need to find a way of making what 

you have to say directly relevant to people – how does it affect them, why do they need to know? 

 

Distractions: They are distracted by things such as telephone calls, other interruptions, such as noises 

or even thinking about something else which is worrying them rather than actively listening. Try to 

anticipate distractions by selecting when and where you will talk to them – just before the end of the 

working day is not the best time to hold people’s attention! 

 

Self-talk: They are holding a conversation in their o n mind such as ‘I could be doing something much 

more prod ctive than sitting here listening to this!’ Think what you can do to engage people – this 

means asking questions and listening to the answers. 

 

Poor delivery: The person speaking is speaking too slowly or with a monotone voice, is inaudible or 

sounds bored with what they are talking about. If you sound disinterested or speak in a monotone voice, 

this will be transmitted to others – try varying the tone of your voice and the speed at which you speak. 

 

Poor body language: The person speaking does not maintain eye contact, or their body language is 

inconsistent with their spoken message. Body language conveys as much if not more than the words we 

use, therefore sit forward, nod and smile from time to time – look interested. 

 

Waiting to speak: The listener has thought of something that they want to say and has switched off 

waiting for an opportunity to speak. Build in lots of pauses and natural breaks where people can ask 

questions or put their own point of view across. 

 

Self defence: The listener wants to challenge the speaker and defend themself against what they believe 

to be unfair or inaccurate observations. Aim to provide a supportive, open environment where people can 

put their own ideas forward. To do this, provide people with regular and constructive feedback. 
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Slide 35: Listening - Levels 

 

 

 

Notes: Example Questions to Check Listening 

Ask what the 4 levels are of listening to illustrate need to ask questions and engage people. 

There are four levels of listening skills: 

• Attentive listening; Accurate listening; Emphatic listening: Generative listening. 

 
 

Slide 36: Listening - Stephen Covey 

 

 

 

Notes: Make Listening a Habit 

Most of us find active listening skills difficult, as our natural tendency is to want to speak first and tell other 

people about our views and opinions, especially if we feel particularly strongly about something. 

Many of us develop bad habits which we often use unconsciously However, by recognising some of our 

bad habits, we can improve our active listening skills considerably. The first stage in improving your 

listening skills is to become more aware of some of the behaviours or habits, which inhibit active listening, 

and therefore the effectiveness of your communication. Once you have recognised them, you are then 

able to take steps to modify your behaviour. 

 

 istening   evels

 hat are four levels of       

listening s ills 

There are four levels of listening 

s ills 
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Slide 37: Listening - EARS 

 

 

 

Notes: EARS 

Actively listening to others encourages them to continue to express their ideas and opinions and sends 

out a powerful message that you are interested in them. The quality of the communication will also be 

significantly improved. Here is a handy acronym – EARS. 

 

Slide 38: Building Rapport 

 

 

Notes: Understanding Rapport 

 iscuss the slide and people’s idea of rapport building.  

 

 uilding Rapport

Rapport can be described as an affinity, 

understanding or bonding bet een t o or more 

people

Rapport, li e the concept of trust, is not an 

absolute  there are degrees of rapport.  t 

can be vie ed as an indicator of the quality 

of a relationship. The deeper the level of 

rapport the stronger the relationship.
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Slide 39: Building Rapport - Activity 

 

 

 

Notes: Rapport Activity 

Pose the question and allow five minutes for the activity and then share answers and discuss. 

 

•  sing the team member’s name 

•  ommenting on the team member’s achievements 

• Complimenting the team member on some aspect of their work  

• Smiling  

• Actively listening to what they are saying 

• Demonstrating a genuine interest in their problems and challenges 

• Being empathetic and understanding 

• Demonstrating your knowledge and expertise 

• Matching their communication style 

• Asking insightful questions 

• Seeking clarification on key points 

• Summarising key points 

• Using similar words and metaphors to the team member 

• Adopting a similar body posture 

• Discussing a common area of interest  

• Using similar language and phrases 

• Shaking their hand or other form of greeting 

• Making notes during the coaching session 

• Demonstrating some insight into their situation or problem 

 

 

 

 

 uilding Rapport   ctivity

Ta e five minutes to list as many  ays as 

you can of building rapport  ith others.
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Slide 40: Building Rapport - Activity 

 

 

Notes: Rapport Techniques 

The language that people use can sometimes cloud their objectivity and understanding of a situation. 

Rather than contradicting them  hich  ould emphasise difference, you can ‘match’ using techniques 

such as ‘            ’ and ‘           ’. This has the effect of enabling them to hear back what they 

have said which sounds familiar to them. It also enables them to reflect on what they said and often 

simply ‘                           ’ helps to bring more objectivity to the situation. 

 

Paraphrasing requires that you to make a short statement of what your team member has just said. It 

helps them to clarify their thinking by hearing it played back to them. By doing this without giving advice or 

interrupting with your own judgement, you will deepen their level of trust in you. It will demonstrate that 

you are fully listening to them, you care about what they are saying, and you are trying to understand their 

point of view. 

  

Summarising is a similar technique and helps to draw out the main themes in the conversation as those 

are what matter. The skill in summarising is the time and method. It is best to wait for a natural break 

before offering a summary but sometimes, if information is coming thick and fast, it is helpful to interrupt 

gently and suggest a summary might be beneficial. 

 

 uilding Rapport   ctivity
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Slide 41: Providing Feedback 

 

 

Notes: Feedback 

Many managers avoid or dislike providing feedback because it requires them to step outside of their own 

‘        z   ’ and therefore do not consciously provide people and their team with feedback. Typically, 

this comes about when you: 

• Lack confidence or the assertiveness to discuss difficult issues 

• Are worried about hurting the feelings of the other person 

• Are concerned that discussing an issue might make matters worse 

• Fear that the individuals may react aggressively or angrily 

• Fear criticism about themselves 

• Do not want to appear critical, therefore running the risk of being unpopular 

• Lack the interpersonal skills to manage the feedback process. 

  

 roviding  eedbac 

  rocess of giving people information about their performance and behaviour,  hich 

 ill lead to improved performance .
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Slide 42: Providing Feedback 

 

 

 

Notes: Johari Window 

The Johari Window provides a framework that you can use to provide feedback and to support the 

coaching process. The model is based upon four windowpanes which represent four aspects of 

knowledge about individuals and others, which are known to one, both or neither of the parties. 

 

• The Open Pane 

 The ‘         ’ relates to things that the team member already knows about themselves and that you 

also know. 

• The Blind Pane 

The ‘          ’ is the pane containing things you and other people know about them, but which they do 

not know about themselves: things such as regular habits or behaviours which are apparent to others, but 

not apparent to the team member themselves.  

People have positive blind spots (e.g. strengths) and negative or development blind spots (e.g. 

weaknesses). The more an individual seeks feedback from others, therefore becoming aware of such 

things, the smaller the blind pane will be. 

•  The Hidden Pane 

The ‘       ’ or ‘           ’ relates to things a team member knows about themselves, but which you 

or other people do not know about them. These may be things the individual has chosen to keep hidden 

or which are not immediately apparent. The extent to which a team member shares information with you 

from their ‘           ’ is often a reflection of the level of trust and rapport that exists between the two 

of you as some things might be sensitive and/or of a personal nature.  

• The Unknown Pane 

The final pane is called ‘            ’ because it relates to those things hidden in the people’s 

unconscious of which neither the team member nor other people are aware.  
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Slide 43: Providing Feedback 

 

 

Notes: Opening up the Open Window 

To improve personal performance, team members need to be given feedback which will help to reduce 
the size of the ‘          ’ and expanding the ‘         ’. As a manager, your main interest lies in 
developing your team member’s ‘         ’. The use of effective questioning strategies and feedback 
plays a key part in opening-up the ‘          ’ and helping team members to share information from 
their ‘           ’. 
 

Slide 44: Providing Feedback 

 

 
Notes: Feedback MUSTs 

Effective feedback needs to be: 

• Focused on behaviour and actions, not on perceived attitudes 

• Focused on behaviours and actions which can be changed 

• Based on observation and information  

• Based on objective and not subjective criteria 

• Given at an appropriate time   

• About what the individual did well and what they could do better 

• Given in a place and environment in which the individual is comfortable. 
Managers as coaches should not judge, tell or criticise the team members from a personal perspective. 
Instead, they should focus on exploring ideas, describing observations, and asking reflective style 
questions. 
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Slide 45: Providing Feedback 

 

 
Notes: Three Stage Model 

The model is based upon a three-stage question strategy which requires team members to reflect on 
different aspects of ‘what worked well’, ‘what did not work well’ and ‘what actions they co ld take’ to 
improve performance and achieve a different or better outcome. The model is based upon a semi 
structured brainstorming exercise. It requires you as the coach asking awesome questions, pausing, 
and leaving space for them to reflect and then make suggestions requiring you to actively listen.  
The sequence deliberately starts with what worked well (i.e. focusing on the positive) before exploring 
what did not work well. This is important as it is easy to slip into blaming people, making excuses, and 
generating negative feelings. 
 
When exploring the third question - ‘what actions they co ld take                       ’ - it is 
important to build on what worked well (i.e. successes) and to identify how to address as many of the 
actions, choices and behaviours that did not work so well, as possible. 
 

Slide 46: Coaching MAP 

 

 
Notes: C-MAP Model 
 
Remind participants of the C-MAP Model and explain how it can be used to develop question strategy, 
record notes from a coaching session and as a pre-prepared coaching tool. 
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Slide 47:  

 

 
Notes: Generic C-MAP 

Here is a generic C-MAP completed with generic coaching questions that can be adapted to most 
scenarios. As you know, we have prepared 12 C-MAPs covering key topics associated with HPWPs. 
They are….. 
 

Slide 48: Coaching MAP- Set 

 

 
Notes: C-MAP Allocation 

 

I want to allocate one to each of you which you will use to do some work on after this course today. 

             

 oaching       et
 .  anaging the performance of a team member  or ing from home  or ing remotely 

 .  anaging employees  ith cultural and language differences 

 .  anaging employees  ith time management issues   or  day, pro ect deadlines etc.  

 . Receiving and acting upon feedbac  from others 

 .  anaging a team member  ho consistently under performs 

 .  ddressing a personal or sensitive problem  ith a team member

 .  anaging an outstanding team member  ith limited opportunity for further gro th  ithin the company 

 . Giving feedbac  to others 

 .  anaging a team member  ho is challenged by digital transformation process 

  .  anaging a  or place conflict bet een team members 

  .  anaging a team member  ith a poor attitude 

  .  anaging an employee  ho issues commands to co   or ers that are not under their supervision, 

generating recurrent conflicts
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Slide 49: C-MAP: Managing 

Employees 

 

 
 
Notes: Example C-MAP  

Just to remind you here is an example on time management. Look at how each stage of the GROW 
model has questions – open, challenging, probing……. Resulting in agreeing a  ay for ard – all based 
on questions.  
 

Slide 50: C-MAP: Managing a Conflict 

 

 
Notes: Example C-MAP  

Just to remind you here is an example on managing a conflict. Look at how each stage of the GROW 
model has questions – open, challenging, probing……. Resulting in agreeing a  ay for ard – all based 
on questions.  
  

       onflict
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Slide 51: Coaching MAP - Set 

 

 
Notes: C-MAP Activity 
 
Allocate one C-MAP to each participant for activity. 
 

Slide 52: Activity: Use a C-MAP 

 

 
Notes: C-MAP Activity 
 
After course activity – prepare for discussion tomorrow – introduce the activity and make sure participants 
are clear about their task.  
  

 oaching       et
 .  anaging the performance of a team member  or ing from home  or ing remotely 

 .  anaging employees  ith cultural and language differences 

 .  anaging employees  ith time management issues   or  day, pro ect deadlines etc.  

 . Receiving and acting upon feedbac  from others 

 .  anaging a team member  ho consistently under performs 

 .  ddressing a personal or sensitive problem  ith a team member

 .  anaging an outstanding team member  ith limited opportunity for further gro th  ithin the company 

 . Giving feedbac  to others 

 .  anaging a team member  ho is challenged by digital transformation process 

  .  anaging a  or place conflict bet een team members 

  .  anaging a team member  ith a poor attitude 

  .  anaging an employee  ho issues commands to co   or ers that are not under their supervision, 

generating recurrent conflicts

 ctivity   se a       

  se the allocated       to imagine using the      at  or  and 

ho  it  ould  or 

 Reflect on your thoughts, feelings and its effectiveness

  raft a reflection statement  alpha testing   any 

improvements amendments   upload to  ro ect  dmin in pilots 

  hare your feedbac  and reflections tomorro  in final session
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Slide 53: C-MAP Course Design  

 

 
Notes: Next steps of the course 
 
Revie  overall design and  here  e are….   nd focus tomorro   ill be on piloting. 
  

       ourse  esign

                               

            ntroduction to  oaching 

            oaching  ractice

            igh  erformance  or   ractices

                                            

 Training the Trainer         n line  vent 

                            

  ace to face or on line course
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Day 3: Pilot Planning Day 
 

Slide 54: Day 3 

 

 
Notes: Welcome back 
 
 

Slide 55: Activity: Use a C-MAP 

 

 
Notes: C-MAP Activity 
 
Invite participants to share their thoughts, experiences, and reflections. Make sure you use questions; 
activities listening and provide feedback. An extension to this activity would be to invite participants to 
give feedback and to coach each other on their experiences.  
  

    earning, Teaching and Training  ourse

Training the Trainer         n line  vent 
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Slide 56: C-MAP Course Design  

 

 
Notes: Manager C-MAPs Course 
 
Revie  overall design and  here  e are….   nd focus today on piloting. 
 

Slide 57:  

 

 
Notes: C-MAP Pilot 
 
Discussion to agree pilot plans and next steps. 
 

       ourse  esign

                               

            ntroduction to  oaching 

            oaching  ractice

            igh  erformance  or   ractices

                                            

 Training the Trainer         n line  vent 

                            

  ace to face or on line course

                    upload your pilot plan      

                      by using translating slides and handboo   end  eb      

  eliver your face to face virtual course  by mid  ay      

                                 by end  ay      

  omplete upload pilot report including case studies   evaluation

                 

 mail me e act name of attendees and organisation s full name for certificate  today 
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Slide 58: End Slide 

 

 

    earning, Teaching and Training  ourse

Training the Trainer         n line  vent 


