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1. FUNDAMENTALS

WHAT IS COACHING?

“Professional coaching is a partnering process with clients, in a thought-provoking and creative pro- 
cess, that inspires them to maximize their personal and professional potential.

Please	reflect	on	how	you	would	describe	the	following:

A partnering process with the client:

A thought - provoking process:

A creative process:

Maximizing their personal and professional potential:
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ETHIC AND COMPETENCIES OF PROFESSIONAL COACHING

The fundamentals of Professional Coaching are based on two key components: Professional Eth-
ics and Core Competencies.

If the Competencies are the necessary skills for a process to be successful, Ethics refer to how
we make use of these competencies, within the framework of Coaching.

The ICF Core Competencies are divided into the following areas: Co-Creating the Relationship, 
Communicating	Effectively	and	Facilitating	Learning	and	Results.

Working in pairs, we brainstorm the following points:

 When I think of “Co-creating the relationship”, the first thing that comes to mind is ...

 Trust is built when ...

 
 The attitude of a professional coach is ...
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2. THE SPACE COACHING MODEL

We believe that Coaching is all about creating a SPACE where clients can embark on a journey of 
self-discovery, establishing links with their resources in a safe yet challenging environment, where 
they can stretch their boundaries, in order to achieve their objectives and personal and professional 
excellence.

The four fundamental pillars on which the model is based are:

1) Transformation
- Everything is constantly changing and evolving.
- Transformation means progress. People feel inspired and complete when they have a sense of 
progress toward their goals.

2) Flow in the moment
- Feeling comfortable with the unknown.
-	Relationships	are	fluid	and	based	on	the	principle	of	“give	and	take”.

3) Trust 
- Trust in me as a coach: my skills, my strengths, my knowledge and my competencies.
- Trust in the client:
 - Clients have a natural ability to overcome challenges.
 - People are complete and have all the resources they need.

- Trust in the coaching process: The results that it will have for my clients.

4) Evoke awareness and learning
- Becoming aware of the inner power that we have means overcoming any limitations.
- All our experience is learning.
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S- Setting the Stage
When coaches work with clients, they simultaneously pay attention to three key aspects of coach-
ing: the relationship with their client, the overall process of coaching (the goals, the framework, and 
expectations of the client), and the coaching conversations that occur within that SPACE.

By creating the relationship, we build the container within which the coaching process and our 
coaching	conversa-	tions	will	flourish.

The pillars of this dimension are:
• Build Trust:  Create a space where the client can feel comfortable, open up and engage in a 

meaningful conversation. A space where they feel safe to share information and explore new ways 
of thinking.

• Understanding: A space where clients feel heard, deeply understood with no judgment by the 
coach.

• Holistic focus: Include all parts of the essence of our client: human, emotional, mind and body.

P- Presence
A	coach	is	virtually	invisible	and	yet,	completely	present.	It	is	a	state	of	flow	where	the	coach	
demonstrates exquisite self-management capabilities. It means managing our own state in a vari-
ety	of	circumstances,	whilst	being	flexible	to	act	and	adapt	in	various	ways,	as	we	accompany	our	
client along the emotional curves that they may experience throughout the process.

The pillars of this dimension are:

• Attitude:  Suspend any proactive judgment and search for a particular response from our clients. 
The Coach acts with the curiosity of a child, who seeks to understand and discover the world of his 
client, perceiving the situation through a positive lens and perspective.

• Intuition: Clients are not fragile. Coaches share insights about possibilities and obstacles and their 
perceived truth about themselves and their clients.

• Respect the limits: Respectfully address requests and ask for permission from the client when  
coaching in sensitive areas.
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A- Awareness and Attention (Active Listening)

Listening,	as	a	coach,	is	very	different	from	normal,	everyday	listening.	Even	when	done	extraor-
dinarily well, common conversational listening lacks the intentional focus the coach brings to the 
coaching conversation. As we’ve seen in our previous chapters, intention will determine our inter-
est and holds our attention.

Listening is a skill that requires concentration and practice. We can start practicing, by become 
aware of our own intention and attention, by asking ourselves:
• “What	for	am	I	listening	to	this	person?”,	“What	is	my	intention	for	listening	to	this	client?”	-	Inten-

tion
•  “Where is my attention whilst I am listening to this client?” - Attention

The pillars of this dimension are:
• Listening from within:  Listen to the “what for”, the values, beliefs and the potential opportunities. 

We feel the energy that moves in the Coaching space.

• Intention: What we hear depends on where we put our attention and energy. The coach listens to 
the values and beliefs, the strengths and possibilities that clients have.

• Create space from silence: The coach creates a space of silence, where the client can reflect and 
in which the coach is totally present for the client.

C- Conversation
Coaching conversations are the net that supports everything that happens during the coaching 
process.	What	makes	the	coaching	conversation	differ	from	a	“nice	chat	with	a	friend”	is	it’s	struc-	
tured approach: that is, it has a beginning, a middle, and end.

Coaching conversations take into consideration the client’s internal world, their internal values, be-
liefs and experiences, balancing these perfectly with their external world, everything that is hap-
pening in the client’s life.

The pillars of this dimension are:
• Create conversations for awareness : Getting the clearest possible picture of our clients current 

reality.

• Create conversations for choice: Getting the clearest possible picture of the desired future out-
come.

• Create conversations for trust: In which the client gains greater access to internal and external 
resources, in order to move from their current reality to their desired future
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E- Empower

Coaching is all about bringing to light the power that resides within the client. It’s about making 
them aware of opportunities that they’ve never perceived before and supporting them to feel in 
ways that they feel complete and full of resources. It’s about taking fearless steps towards achiev-
ing their desired dreams.

In fact, when we think about empowering clients, we refer to reconnecting them with their inner 
strengths and full potential, as the power already lies within the person.

The pillars of this dimension are:
• Learning:  Support clients to recognize, articulate and fully embrace their strengths related to their 

attitudes, skills, or behaviors.

• Change: Facilitate the clients change process until the implementation of the new learning.

• Future orientation: Coaches don’t leave powerful insights and conversations in the air. Coaches 
move their clients to co-design small steps / actions towards their goals.
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2.1. CO-CREATE THE RELATIONSHIP

Proposal of key concepts:
-	 Relationships	are	a	dynamic	field.
- The Coach-Client relationship is a partnership of equal parts.
- In a coaching process we do not help, but rather support clients to  
 connect with their internal resources and with all their potential. 
- Creating and maintaining a relationship is an ongoing process.

1. Co-Create the Coaching Space - The Discovery Session

The discovery session is the frame for all future sessions, the coaching relationship and it is the 
where the magic of coach- ing begins.

Discovery creates a solid base upon which the coaching relationship is built. It is a key step that 
allows coaches and clients to focus time and space to:

• Establish	trust,	confidence	and	credibility.
• Clarify any logistical details that might have been missed during the intake session.
• Co-Design Alliance.
• Identify and establish the client’s goal and means of measuring progress.
• Identify essential coaching elements such as Values, Vision, Life Purpose.
• Clarify with the client what is our particular coaching style and get to know one another better.

a) Trust - Integrity

“As	a	coach	I	will	keep	all	our	conversations	confidential”
“I	will	not	be	judgemental	and	I	respect	your	opinion	or	way	of	seeing	things.”	
“I	will	always	tell	the	truth	about	myself	and	what	I	see.”

b) Understanding 

“I	believe	that	clients	have	all	the	resources	they	need	and	that	they	know	what	is	best	for	them.	I	
will ask questions to clarify my understanding and to be able to accompany you, in the best way, 
on this journey. If the situation arises, can you let me know if I ask a question that you’d rather ex-
plore	at	another	time?	“

“Coaching	is	sometimes	uncomfortable.	I	may	ask	you	questions,	or	push	you	in	a	direction	where	
you might feel uncomfortable. If at any point you are not ready to talk about it, will you let me 
know?	“

“Throughout	our	conversations	we	will	discover	together	new	ways	of	thinking	and	doing	things.	
I	will	ask	you	to	define	and	implement	specific	actions	that	will	move	you	toward	your	goal.	How	
would	you	like	me	to	hold	you	responsible	for	those	actions?	“
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c) Alignment

“How	would	you	like	me	to	communicate,	when	I	see	things	that	might	be	out	of	your	conscious-	
ness?”
“What	would	you	need	from	me	as	your	coach?”
“What	do	you	need,	in	general,	to	overcome	obstacles	and	how	can	I	best	serve	you	to	achieve	
this?”	“Your	feedback	is	very	important	so	that	we	can	make	sure	we	are	heading	in	the	right	direc-
tion.	Do	you	agree	to	give	me	direct	and	honest	feedback	on	our	progress?

Exercise - Co-crete the SPACE of coaching

Work in pairs. 

“We will spend a lot of time together learning, sharing our experiences and practicing together. It is a 
good time to co-define the relationship we want to have as companions on this trip. We are going to 
think about the following aspects: “

When I think about our relationship, the image that comes to mind is ..

...........................................................................................................................................................
  

What	would	those	two	symbols	look	like	if	they	were	merged?

...........................................................................................................................................................

What	does	this	symbol	need	from	us,	for	the	relationship	to	be	inspiring?

........................................................................................................................................................... 

What	would	you	need	from	me?

........................................................................................................................................................... 

What I need from you is ...

........................................................................................................................................................... 

My level of commitment to what we have agreed to is ...

...........................................................................................................................................................
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The Wheel of life

The Wheel of Life is a simple but very powerful tool that helps your clients visualize all the important 
areas	of	their	lives.	It	is	often	used	to	give	clients	an	overview	of	specific	areas.	By	looking	at	a	visual	
representation of all areas of their life at once, the wheel helps the client to better understand which 
areas	are	flourishing	and	which	they	may	choose	to	work	on.

The eight sections of the Wheel of Life represent balance. Considering the center of the wheel as 
0 and the outer edge as 10, rate the level of satisfaction within each area by drawing a straight or 
curved line to create a new outer edge. The new edges of the circle represent the Wheel of Life.

What	would	the	ride	be	like	if	it	were	a	real	wheel?
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Example of a life wheel

Example of Wheel of Life adapted to the professional field

I If you are coaching in a professional environment,  it  might  be  a  good  idea   to   adapt   
the	 	 Wheel	 of	 Life	 to	 that	 specific	 setting.	 Here	 is	 an	 example	 of	 a	 professional	 life	 wheel.	
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	 Exercise	-	A	first	coaching	session
 Work in pair: Coach-Client

Vision-Objective-Agenda

OBJECTIVE

• They	are	specific	objectives	that	a	person	may	have.
• They are conscious wishes that a person seeks to achieve.
• Sometimes, goals support an unconscious vision, values and beliefs that a person has.
 
	 What	is	your	goal	for	this	course?

 ...........................................................................................................................................................

VISION

• Vision is an overview of the professional or personal life that a person might have.
• It	is	a	feeling	of	“What	for”	am	doing	what	I	am	doing.
• It is based on the values and beliefs of the person and is often an unconscious force that guides 

people.

	 What	is	the	purpose	of	achieving	this	goal?	or	What	will	achieving	this	goal	bring	you	or	
	 enable	you	to	do?

 ...........................................................................................................................................................

 
	 What	areas	of	the	wheel	of	life	can	be	improved	by	achieving	this	goal?	or	Who	else	do	you			
	 want	to	achieve	this	goal	for?

 ...........................................................................................................................................................

 
 
AGENDA

• It is a small step taken during the coaching session towards achieving a desired goal.
• It is a way of approaching the issues that are discussed during a coaching session.

 
 “Where should we start today?” or “What should we start with today?

 ...........................................................................................................................................................
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BEING - DOING - SYSTEM

BEING: questions focused on the client’s being, values and emotions.

	 What	is	meaningful	for	you	about	this	goal?

 ...........................................................................................................................................................

	 What	values	do	you	honor	by	achieving	this	goal?

 ...........................................................................................................................................................

 Who	do	you	want	to	be	as	a	coach?	-	What	would	be	a	good	metaphor	to	affirm	this?

 ...........................................................................................................................................................

 
	 What	energy	is	moving	you	right	now?

 ...........................................................................................................................................................

DOING: questions focused on actions, behaviors and skills.
 
 
	 What	actions	are	you	taking	now	to	achieve	this?

 ...........................................................................................................................................................

	 What	else	can	you	do?

 ...........................................................................................................................................................

 What	skills	do	you	have	to	do	it?

 ...........................................................................................................................................................

 
	 What	skills	would	you	need	to	do	it?

 ...........................................................................................................................................................

	 How	can	you	develop	those	skills?

 ...........................................................................................................................................................

SYSTEM (MEANING): questions focused on external factors   

 
	 What	for/For	whom	do	you	want	to	achieve	this	objective?
 
 ...........................................................................................................................................................
 
	 What	makes	this	objective	meaningful?
 
 ...........................................................................................................................................................

	 What	are	the	possible	challenges/opportunities?
 
 ...........................................................................................................................................................



16
© Coaching Spacce Institute and Headway Coaching Group– SPACE Coaching Workbook

	 Who	else	could	support	you?

 ...........................................................................................................................................................

LEARNING

Learning is a key objective in coaching. If there is no learning, nothing new happens for the client. 
Learning has three dimensions in Coaching:

The Discovery

In Coaching, learning means increasing the client’s awareness through powerful questions, silence 
and key elements of communication. Coaching challenges ways of thinking, feeling or acting, gen-
erating	“Aha”	moments	from	deep	reflection	by	the	client.	This	discovery	is	made	explicit	through	
learning questions about:

Oneself:

 What did you just learn about yourself?

 ...........................................................................................................................................................

The behavior:

 What did you just learn about what you are doing? or “About your behavior”

 ...........................................................................................................................................................

The situation:

 What did you learn about/from this situation?

 ...........................................................................................................................................................
 
The coaching conversation:
 
 What did you learn from our conversation?

 ...........................................................................................................................................................

 What do you takeaway from our conversation?

 ...........................................................................................................................................................
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Actions

The	implementation	is	just	as	important	as	the	discovery,	since,	if	specific	actions	are	not	taken,	the	
conversations remain at the level of experience, but, are never implemented and therefore, are not 
integrated into a habitual way of being, doing or feeling.
 
 What did you just learn about what needs to be done now?

 ...........................................................................................................................................................

 What will you do now with what you’ve just learned?

 ...........................................................................................................................................................

 What step will you take? When/by when?.

 ...........................................................................................................................................................

Commitment and Responsibility 

Designing actions is important, but it does not guarantee that the client will implement those ac-
tions in the time between sessions.

 
 “How committed are you on a scale of 1 to 10?”

 ...........................................................................................................................................................

 “How can you measure your progress?”

 ...........................................................................................................................................................

 
 “What will hold you responsible for doing this?”

 ...........................................................................................................................................................
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FEEDBACK

Before closing the session, it is a good time to share opinions about what has happened and un- 
derstand how you have progressed towards the client’s objective.

Feedback is a powerful learning tool, not only for the client, but also for the Coach. We can ask the 
client for feedback:

 
 “How are we doing on the topic you wanted to talk about today?”

 ...........................................................................................................................................................

 “How do you feel about your objective for today’s session?”

 ...........................................................................................................................................................

Offering	feedback	to	the	client

 “What I have learned from our session today is .... “

 “It was an inspiring session. I also take something with me: “

CLOSING

The closing of the session is as important as any other stage of the conversation of
coaching.

In this step:
• We recognize the progress of the client:
 “I want to take a moment to acknowledge your great work today.” - brief details of the client’s   
 progress.

• We check if there is something else that was pending:
 “Is there anything else I could support you with today?”

• We co-design the closure:
 “If there is nothing else, then this would be a good time to close our conversation for today.” 



19
© Coaching Spacce Institute and Headway Coaching Group– SPACE Coaching Workbook

2.2. PRESENCE – COACH STATE

The Space Model is built on the premise that clients have the answers to their 
questions and that the coach’s job is to maintain the client’s agenda.

A coach is virtually invisible and yet, completely present.

	It	is	a	state	of	flow	where	the	coach	demonstrates	exquisite	self-management	
capabilities. It means managing our own state in a variety of circumstances, 
whilst	being	flexible	to	act	and	adapt	in	various	ways,	as	we	accompany	our	client	along	the	emo-
tional curves that they may experience throughout the process.

The	“Coach	State”	can	be	summarized	by	the	following	two	skills:

1. Know nothing state: 
The	“Know	nothing	state”	is	a	state	or,	a	mental	focus,	in	which	any	judgment	or	any	proac-
tive search for a particular response from our clients is suspended. It means a high capacity of 
self-management and control of our own emotional state.

Deviations from the “Coach State:”

• The expert: A coach should stop their advice and opinions. As Coaches, we are not there to 
solve clients’ problems or to walk their journey, but, we have taken the journey to support and 
accompany the person.

• Sympathizer - “we will feel this together”: A coach is there to understand how clients feel and 
empathise with what they hear and see, but, not to feel what their clients are feeling. This means 
moving from empathy to sympathy.

• Internal saboteur: disconnecting from being fully present with the client. Self-management also 
means managing your own thoughts to stay fully present with the client.
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 Exercise - The journey within

Suppositions:: 
• Thought determines our internal state.
• Thoughts are like internal voices, of various characters.
• The	characters	are	variations	of	the	“I”.
• Each character has its own characteristics and its presence serves us for something.
• Recognizing voices means mastering our internal state.

You	have	just	embarked	on	a	new	journey.	You	are	very	excited	about	reaching	your	destination,	as	
it	is	a	very	beautiful	place	where	you	will	find	people	who	have	been	by	your	side	for	a	long	time.	
It is a journey that, for a long time, you knew you had to do. This trip is an opportunity to sit down 
and acknowledge the contribution of each of them. It is a meeting with the whole team that, over 
time, has overcome so many obstacles and has achieved so many successes. While your mind 
remembers those faces, those voices, those qualities and contributions of each one of them, you 
are reaching your destination. Far away, are you seeing this team and as you are approaching, with 
great enthusiasm, you begin to distinguish more and more each one of them.
Those faces that have been painted on the canvas of your life, that unfolds in front of your eyes, 
making	it	so	comfortable	for	you	to	represent	each	of	them.	Before	reaching	the	final	destination	to	
find	this	team,	you	take	some	time	to	remind	yourself	of	each	face.

1st Character: _____________
How does it talk? 
What does it say?
What qualities does it have? 
What for is it present?

Before	moving	on	to	find	them,	ask	yourself:
• Which of them is the wise one? The one who puts order when things are not going well? The one 

who knows the potential of each one of them and knows how to use these resources to overcome 
any obstacle? Who trusts the team and knows how to get the best out of them? “

• Which of them is the one who doubts the entire potential of the team? The one who seems to slow 
down the team at times? “ - the internal saboteur.

And	knowing	everything	you	know	now,	you	feel	prepared	to	go	to	the	destination.	You	are	pre-	
pared	to	tell	them	about	the	learning	you	have	just	had	by	reviewing	all	of	this.	You	feel	ready	to	
join the team even more.

You’ve	just	arrived.	Everyone	welcomes	you	and	you	feel	so	comfortable	being	here.	You	take	the	
time to recognize each one and to share your learning with them.
“What do you have to say to each of them?”

Now it’s time to return. Making things so clear for everyone and for yourself. It is time to return here 
and now taking all the learning with you.
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Work in pairs: Coach - Client
Client: Share your team’s drawings with the Coach and the learning you from this exercise.

Coach:	Simply	reflect	on	what	the	client	has	to	say	and	be	silent.	When	the	client	has	finished	shar-
ing their ideas the coach asks the questions:
 
 “From these characters, who do you want to take with you on a future trip?” 
 “Who else would you need in your team for this journey?”
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2. Intuition: 
Coaches share their intuition about possibilities and obstacles. Coaches share their truth about 
themselves and also their clients. Since our coaching clients are not fragile, we do not need to 
withhold information from them.

Intuition is shared as long as:
• The boundaries of the client are respected. 
• It is descriptive and relates to what was seen, heard and felt by the coach.
• It does not come from a value judgment.
• We request the customer’s opinion on what we have just observed and shared.

When we share what we see or hear, we share something obvious to us and perhaps not so ob-
vious to the customer. The way we share our observations is descriptive, and is linked to visual or 
auditory factors, such as:

 “I see this gesture that you are doing around your stomach, what is it?”
 “I notice a little tension in your arms, what is happening now?”
 “I see you smiling, what just happened?”

 “I hear that your tone of voice has dropped when talking about this, what is happening?” 
 “I have heard a word that is repeated frequently today, what does it mean to you ...?”
 “What does this sigh, that I’ve just heard, mean?”

Sharing intuition means sharing a feeling that we have. It is sharing an inner voice that tells us about 
something not mentioned. This feeling is usually linked to:
• Values: “I have a feeling that what you just said is something important to you, is it? “
• Needs: “Something tells me that there is a need below what you are telling me, what could it be?”
• Wishes: “My intuition tells me that apart from wanting to achieve this goal, there is a greater desire, 

what do you think about what I just said?”
• Emotions and the energy that the client has in a give moment:  “I have the feeling that what you 

are telling makes you feel _______, is that right?”
      “I feel like your energy has just changed, is that correct?” and what happened?”

Sharing your intuition is something that comes so natural. As for example if we say:
1+1=2, 2+2=4, 4+4=8, 8+8=16. 

	With	what	do	you	think	we	could	continue	the	above	sentence?	“

In coaching the same thing happens. It is a natural sensation that tells us that there is something 
more than what is being said.
 
The purpose of sharing our intuition is to foster discovery and learning for clients. It helps them see 
something that is perhaps outside of their perception.
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Reading: Narcissus and Golmund (Herman Hesse)

“—In a low voice, his eyes on the ground, Narcissus began: “I believe, gentle father, that I am destined 
above all else for cloister life. I believe that I shall become a monk, a priest, a prior, perhaps an abbot. I 
do not believe that this is because I wish it, I do not wish for offices. They will be laid upon me.”

Both were silent for a long time. 

—”What gives you this belief?” the old man asked hesitantly. “What talent is there in you, other than 
learning, that expresses itself in this belief?”
-”It is a capacity to sense the characters and destiny of people,” Narcissus said slowly, “not only my 
own destiny, but that of others as well. It obliges me to serve others by ruling over them. Were I not born 
for cloister life, I should have to become a judge or a statesman.”
—”Perhaps,” nodded the Abbot. “Have you tested your capacity to recognize people’s characters and 
destinies? Have you examples?”
— “I have”.
— “Are you willing to give me an example?”
— “I am”
— “Very well. Since I do not wish to pry into the secrets of our brothers without their knowledge, you 
might perhaps tell me what you think you know about me, your Abbot Daniel.”

Narcissus raised his lids and looked the Abbot in the eye.

—”I know little of you, gentle father. I know that you are a servant of God who would rather watch over 
goats and ring the bell in a hermitage and listen to peasants’ confessions than head a large cloister. I 
know that you have a special love for the Holy Mother of God and that most of your prayers are ad-
dressed to her. Occasionally you pray that Greek and similar subjects that are studied in this cloister 
do not lead the souls in your care into confusion and danger. Occasionally you pray for continued 
patience with Prior Gregory. Sometimes you pray for a gentle end. And I think that your prayer will be 
heard and that your end will be gentle.”

It was very still in the Abbot’s small office. At last the old man spoke.

—”You are a romantic and you have visions,” said the old gentleman in a friendly voice. “But even pious, 
friendly visions may trick us; do not rely on them any more than I rely on them.—Can you see, my ro-
mantic brother, what I think about this matter in my heart?”

—”Father, I can see that you have very friendly thoughts about it. You are thinking the following: ‘This 
youthful scholar is slightly in danger. He has visions. Perhaps he meditates too much. Perhaps I could 
impose penance on him; it would do him no harm. But the penance that I shall impose on him, I will 
also impose on myself.’ That is what you are thinking.”

The Abbot rose and smiled. He waved to the novice to take his leave.

—”All right,” he said. “Do not take your visions altogether too seriously,”
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2.3. AWARENESS AND CONSCIOUSNESS 

1. Active Listening

Listening is the key activity of coaching.

Listening,	as	a	coach,	is	very	different	from	normal,	everyday	listening.	
Even when done extraordinarily well, common conversational listening 
lacks the intentional focus the coach brings to the coaching conversation. 
As we’ve seen in our previous chapters, intention will determine our inter-
est and it holds our attention.

Listening is a skill that requires concentration and practice. We can start practicing by becoming 
aware of our own intention and attention by asking ourselves:
• “What	for	am	I	listening	to	this	person?”,	“What	is	my	purpose	for	listening	to	them?”-	Intention
• “Where	is	my	attention	when	I	listen?”	-	Attention

If our intention is to really understand what is going on in the world of our clients and to be curious 
to discover whatever unfolds, then our attention will be fully dedicated to the person that is in front 
of	us.	Whereas,	if	our	intention	is	to	“do	a	good	coaching	session”	or	to	“demonstrate	our	coach-	ing	
ability”	then	our	attention	will	be	inside	our	own	mind.

The	coach	listens	with	a	very	different	quality	of	attention,	a	desire	to	be	of	service,	without	having	
a	side	agenda,	simply	listening	carefully	for	what	“wants”	to	happen	in	the	coaching	space.

Lapses in being present and patiently listening can take these forms:
• Interrupting	clients	or	speaking	as	soon	as	clients	finish	a	sentence.
• Beginning	to	speak	whilst	clients	finish	the	last	few	words	of	a	sentence.
• Attending	superficially,	missing	signals	provided	by	the	clients’	tone	of	voice	or	body	language.	•	

Breaking eye contact or doodling during a face-to-face session.
• Multitasking
• Random	or	fidgety	movements	unrelated	to	clients’	statements.

We have three levels of listening:

Level 1: When a person listens at this level, they are actually hearing the sound of their own inner 
voice.
 “This happened to me too” 
 “What should I say now?” 
 “What do I have to ask now?”

Level 2: At level 2 we listen to what is said. Our focus shifts entirely on our client and there is less, or 
no, internal dialogue.

At this level, we listen to what is being said and there is sharper focus on the content that the client 
provides.

Level 3: This	the	listening	level	that	contains	everything:	you	are	listening	to	“What”	is	being	said	
whilst	listening	to	“What	is	not	said”.	At	this	level,	we	listen	to	link	the	client’s	objective	with	a	broad-
er vision, that is consistent with everything the client is: DOING - BEING - MEANING.



25
© Coaching Spacce Institute and Headway Coaching Group– SPACE Coaching Workbook

Hearing the “BEING”. The coach:
• Notices changes in the client’s energy, such as tone of voice, change in posture and gestures, 

etc.
• Listens to the emotions and feelings that the client’s words convey.
• Promotes learning about oneself. 
	 “What	did	you	learn	about	yourself?”
	 	“What	just	happened?”
	 “I	can	see	that	what	you	just	said	may	make	you	feel	...	is	that	so?”

Hearing he “DOING”. The coach:
• Listens	to	what	the	client	is	doing	in	a	specific	context	and	helps	them	identify	new	ways	to	act.
• Listens to the behavior that the client has and helps them identify new forms of behavior.
• Listens to the skills the client has and increases awareness of them.
• Promotes learning about the situation, or what was discussed in the session. 
 “What do you do/How do you behave in this situation?” 
 “What skills did you show by doing this?”
 “What did you learn from what happened?” 
 “What did you learn from our session today?”

Hearing the “MEANING”. The coach:
• Links the client’s goal to a more meaningful purpose: other people and contexts
• Listens to the meaning (values and beliefs) and the limits that clients have.
• Listens to the needs and wants behind what is being said.
• Promotes	learning	about	the	“why”	behind	an	objective	and	what	makes	it	meaningful	to	the	

client.
 “What makes this goal meaningful for you?”
 “How will achieving this goal affect your relationship with others / your results in other 
 situations?”
 “What did you learn about your goal in terms of why it is meaningful and important to you?”
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 Exercise - Active Listening

Work	in	pairs.	Coach	and	client.	The	client	has	an	objective	that	seems	difficult	or	a	challenge	that	
they currently have.

Step 1: The coach does not do any kind of intervention other than taking notes and they:

• Mirror	/	reflect:	Say	the	same	words	that	the	client	just	said.
• Paraphrase:	“I	understand	that	...”
• Summarize:	“So	what	I	hear	is	...”
• Encourage	self-expression:	“It’s	okay	if	you	need	to	express	something	else.”
• Suspend	judgment,	criticism	and	attachment.	The	coach	listens	with	the	curiosity	of	a	child:	“Tell	

me	more	about..”,	“This	is	very	interesting”

The coach listens:

a) From within, whilst making notes about:
• Meaning	(what	do	they	want	to	achieve/accomplish?)
• The emotions behind what is being said.
• The gestures that are made by the client.
• What	are	their	values?	or	What	is	important	to	this	person?
• What	is	the	voice	of	the	inner	saboteur?
• What is the voice of the inner leader that is not being manifested.

b)  For the potential of the client and the opportunities available to them: identify 1-2 strengths and 
opportunities.

Step 2: Making notes about:
• Your intuition:	What	does	your	intuition	tell	you?	Do	you	feel	that	something	is	missing?
• Things you feel are not being said: What	specifically	are	you	curious	to	know	about,	more	than,	

what	was	told?

Step 3: Share your notes:

The coach now shares their notes with the client, formulating them as questions and maintaining 
silence after each question. For example:

• Meaning: “What I have heard is that there is also a purpose beyond this objective. What do you 
think it is? “

• Values: “I have heard that one of your values is ...” or “I have had the feeling that X is a very import- 
ant factor for you. Is that so? “
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• Emotions: “I have noticed your energy when you told me about… do you want to talk more about 
this? What happened?” or “I noticed this gesture when you talked about ... What does it mean to 
you?”

• Clear out: Concisely expressing the essence, or core, of what has been said and adding some- 
thing valuable, intuitively extracted from the emotions, verbal discrepancies or expressions on 
the	client’s	face	or	body:	“What	I	have	understood	is…	I	have	the	intuition	that…	Is	that	so?	“

• Learning:  “What did you just learn about yourself?” “What did you just learn from this situation?” or 
“What did you just learn from our conversation?”



28
© Coaching Spacce Institute and Headway Coaching Group– SPACE Coaching Workbook

2. Silence

Silence is necessary for the Coachee to have time to think and for the Coach to listen actively.

We have the following proposals:
• The	natural	reaction	is	to	fill	the	silence.
• Silence breaks the expectation pattern to get a reaction.
• Within silence there is learning and growth.
• The communication formula of Coaching is 80-20. Coaches listen 80% of the time.
• The silence invites reconsideration and deeper investigation to provide a response.

Look at your partner and note a quality that you see in this person, that you think they do not mani-
fest	or	do	not	recognize.	What	could	that	characteristic	be?

______________________________________________________
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2.4. CONVERSATIONS 

2.4.1 Direct Communication

Coaching is conversation.

When coaches work with clients, they simultaneously manage three 
aspects of coaching: building and maintaining the relationship with 
the client, the overall process of coaching (goals, framework, and ex-
pectations) and the coaching conversations that occur.

The coaching conversations are the net that supports everything that happens during the 
coaching process. That is, taking into account the client’s internal world with their internal val-
ues, beliefs and experiences, and the external world with everything that happens in the cli-
ent’s life.

Timothy	Gallwey	(2000),	in	his	great	books,	used	the	metaphor	of	The	Inner	Game	to	reflect	the	
inner world of clients.

He described three critical conversations that must occur for clients to be successful in mak- 
ing	a	change	and	that	takes	place	on	three	different	levels	(pp.	188-189):	a	conversion	for	con-	
scienceness, a conversation for choice, and a conversation for the trust.

1. A conversation for awareness
Getting the clearest possible picture of current reality.

We have the following premises:
• Increase awareness means creating options.
• Having a choice means acting creatively.
• Creativity means new actions.
• Stories are not facts. They are opinions, explanations, arguments, conclusions and interpre- 
tations of reality.
• The facts are evidence-based examples of reality.
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 Exercise - Stories and facts

• Identify	the	objective:	“What is your objective?”

• Establish the agenda: “What would you like to work on today?

• Understand the story.
 What is your current state in relation to your goal?
 What’s going on right now?
 How is the current situation?
 Tell me more about your current situation.

• Identify the evidence: facts
 
 What do you know is absolutely true about all of this?
 How do you know that this is so?
 What may not be absolutely true about this?
 Do you have an example of ...?
 Do you have any evidence of this?

• Collect learning about yourself and the situation.

• Use learning to co-design actions and engagement.
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 Exercise - Change of perception: Design a new landscape
           (psychogeography)

Psychogeography is a term that refers to space (geography) and subjective experience (psycho). It 
is space that is occupied mentally or physically and relates to the way experiences are perceived 
and	how	they	are	valued	from	different	perceptions.

Usually	clients	feel	stuck	in	“not	knowing”	how	to	solve	something,	or	“not	seeing	the	possibilities”,	
when	they	see	a	specific	situation	from	the	same	place	from	where	the	challenging	situation	was	
created.	To	find	the	solution	and	connect	with	internal	resources,	we	have	to	take	the	client	out	of	
that space, so that they can see it from another perspective. We can do it using metaphors such as 
going up in a helicopter or seeing the whole story like on a movie screen.

STEPS:

• Let the client explain the situation from their current perspective.
• Ask the client to imagine rising up above or to see everything they just said on a screen.
  “What you have just told me is very interesting ... If you watch that now, like a movie of   
  everything you have just told me, what do you see?”
  “What do you think about what you just saw?” 
  “How does this all look now?”
  “How does all this feel now?”

• Gather learning: 
 “What did you just learn about the situation?”
 “What did you just learn about yourself?”
 “What’s new from here?”

• Using learning to move forward:
 “What are you going to do with what you just said?”

• Actions
 “What steps do you have to take?”
 “How are you going to put this into practice?”

• Commitment: 
 “How committed are you to these actions?”
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2. A conversation for choice
Getting the clearest possible picture of the desired future outcome.

One of the fundamental principles of coaching is to have a clear understanding of where the coa- 
chee	wants	to	get	to	before	starting	out	on	their	coaching	journey,	hence,	the	process	of	effective	
goal setting.

A well formed outcome provides clients with energy and focus, and keeps them motivated to 
achieve what they may not have thought possible.

Principles for the formulation of objectives:

• Know your desired destination.
• Operate from a resourceful state.
• Take action.
• Use	creativity	and	flexibility

The GROW model

G-GOAL

1. Formulated in positive
 What do I want and already have? 
 What do I want and don’t have? 
 What do I not want but have?
 What don’t I want and don’t have?

As you think about your desired destination, write 4 lists of what comes to mind as you consider 
each of the above questions.

___________________________________________

___________________________________________

_____________________________________________________________________________________

• Now analyze each list:
 Which list is the longest and which is the shortest?
 Which has been the easiest to complete? And which has been the most difficult?

• As you review the lists, compare the topics and see if they are of equal importance.

• Now	ask	yourself:	“Which	one	caught	your	attention	the	most?”

• After doing this analysis, think about what you learned from this exercise
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2. Responsibility 
 “What made you decide to set this goal?”
 “Tell me more about how you came to decide on this goal?” 
 “What does it take to achieve this goal?”

3 Internal Congruency

Values:
 “What is important for you in order to achieve this goal?”
 “What values support you to achieve this goal?” 
 “What makes you proud of yourself by achieving this goal?” 
 “What is significant for you in achieving this goal?”

Link goals to a larger vision by asking something like:
 “Why do you want to achieve this goal?”
 “What will gain by achieving this goal? What will you be able to do when you achieve this goal?   
 “Who would you help if you achieved this goal?”
 “What greater purpose do you honor by achieving this goal?” Etc.

Verify the impact on significant others:
 “By achieving this goal, how will the results affect other relevant people in your life?”
 “By achieving this goal, what will happen to you or to other important people in your life?”    
 “By achieving this goal, what will not happen for you or for other people in your life?” Etc.

R-REALITY (stories and facts)
 “What is happening now (what, who, when and how often)?
 “What is the effect / result of this?”
 “Have you already taken a step towards your goal?”

O-OPTIONS
 “What are all the possible ways to achieve this goal?” 
 “What other options are there?”
 “Do you know someone who has achieved a similar goal in a different way?” 
 “What else can you do?”
 “What happens if that obstacle is removed? Would that change things?” 
 “What factors or considerations will you use to weigh up the options?”
 “What are the advantages and disadvantages of each option?” 
 “What do you need to stop doing to achieve this goal?”
 “What obstacles stand in your way?” Etc.

W-WIL: Actions
 “What will you do to make this happen?”
 “What do you have to do now?”
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The SMART model– “What doesn’t get measured, doesn’t get 
done.”

The	SMART	model	is	a	very	useful	model	that	helps	us	specify	in	a	specific	way	the
actions	that	the	client	defines.

S-Specific 
 “What specifically are you going to do?”
 “What would be a first step?”
 “How are you going to do it?”
 “How will you remember to do it?”

M-Measurable  
 “How are you going to measure your progress?”
 “How can you monitor these actions?”, Etc.

A-Achievable
 “From 1 to 10, how much possible is it for you to do these activities?”

R-Realistic/Result 
 “Taking into account the all the resources that you have, can this objective be achieved?” 
 “Taking into account the all options that you have, can this goal be achieved?”

T-Time 
 “When are you going to start?”
 “What is the date by when you are going to do it?” 
 “How long do you need to do it?”
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The OSCAR model

The OSCAR Coaching Model is a popular tool in professional coaching. its
name is also an acronym, which means:

Objective
 “What is the goal for our session?”
 “What would make our session a successful session for you?”
 “What would be the theme for our session today?”
 “What would you like to achieve / take out of our session today?”

Situation
Evaluation of the current and desired reality:
 “Where are you now in regard to this objective / goal?”
 “What steps have you taken so far towards this goal?” 
 “What opportunities and challenges are there?” 
 “What is the current status regarding this objective?”
 “From 1 to 10, where are you now with regard to progressing towards achieving this goal?” 
 “And where would you like to be, from 1 to 10, by the end of our session?”

Evaluation of external resources:
 “What would you need to achieve your goal?” 
 “What would you need from our session today?”
 “How can I best support you today to progress towards your goal?”

Evaluation of internal resources:
 “How do you feel about this goal?”
 “What do you need from yourself to achieve this goal?”
 “What is your experience of having and feeling these resources that you require to achieve you 
goal?”

Create Choices (values   and needs):
Values:
 “What is significant to you regarding the 
 achievement of this goal?”
 “What makes this goal important to you?”
 “What values   do you honor by achieving this goal?”
 “What makes this goal important /relevant?”

Needs
 “What for do you want to achieve this goal?”
 “What does achieving this goal bring you?”
 “If you achieve this goal, what else do you achieve?”
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Options:
 “What are all the options you have to achieve this goal?”
 “What can you do to achieve this goal?”, “And what else?”

Actions:
Activities/Tasking
 “What are you going to do?”
 “What would be a first step that has to be taken until the next session?”

Commitment 
 “Are you going to do these tasks?”
 “How committed are you to these 1 to 10 activities?”
 How would you like me to hold you accountable for these actions?

Review:
Progreso:
 “How are you going to measure your progress?”
 “What would be an indication that you are progressing?”
 “How will you know you are progressing?”

The session:
 “How are we doing with respect to what you wanted to achieve today?”
 “Do you feel that something is missing for today?”
 “Is there anything else I could support you with today?”
 “Do you feel like we haven’t covered something today in regards to what you wanted from our   
 session?”

The learning:
 “What have you learned about yourself today?”
 “What have you learned about the situation / objective today?”
 “What have you learned from our session?”
 “What do you keep from our session?”

Closure:
 “So my feeling is that it is a good time to close the session today. Do you think it’s OK?”
 “If there is no more for today, is it okay to log out here?”
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 Exercise for setting objectives and increase choice: The crossroad

Every day we make decisions that impact our lives. Also, we stop taking them for fear of choosing 
the wrong path and making a wrong decision. Learning to make decisions is a key factor for a fuller 
and more balanced life. The ability to make correct decision is a skill that not many master.

This exercise can also be used with psychogeography. That is, ask the client to walk the path. 

Suppositions:

• Each	decision	takes	us	on	a	different	path.
• By walking a certain path, we honor a series of values, beliefs and demonstrate a series of be-

haviors and skills.
• When	choosing	a	path,	we	say	“Yes”	and	“No”	to	a	number	of	factors	at	the	same	time.
• The	choice	of	path	is	actually	a	choice	between	to	what	we	say	“Yes”	and	“No”.

STEPS:

Use	a	“crossroads”	metaphor	and	ask	the	client	to	identify	a	place	that	represents	the	crossroads.
 “If you had to be in this place now, at the crossroads, what would you see in front of you?” 
 “What are these roads like?”

Explore each path.
 “What is it like to walk this path?”
 “What is possible when you choose this path?” 
 “What can you do differently by walking this path?”
 “What skills do you use or are necessary when walking this route?” 
 “What is significant for you when walking this path?”
 “What emotions do you experience?”
 “Who else benefits if you choose this path?”
 “What do you say “Yes” to and what do you say “No” to when choosing this path?”

We explore the second path by asking the same questions as above. 

We gather learning about the choice and about the person:
 “What did you just learn from all this?”
 “What did you just learn about yourself from all this?”
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Use	learning	to	co-define	actions:	
 “What are you going to do now with this learning?”
 “What has to be done?”

Commitment and follow-up:
 “How committed are you to putting these actions into practice?”
 “How can you measure the progress of these actions?”
 “What would you need from me to ensure that these actions are going to be put into practice?”
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3. A conversation for trust
In which the client gains greater access to internal and external resources in order to move from 
current reality to the desired future.

We focus attention on two dimensions through the lens of a kaleidoscope:

External: opportunities and obstacles 
 What makes it difficult? - Obstacle
 How do you know this is a challenge? - Obstacle
 What makes you think this is not easy? - Obstacle

 What opportunities are there for you? - Opportunities 
 What (more) could be an advantage? - Opportunities 
 What new can come up here for you? - Opportunities

Internal: limitations (internal saboteur) and resources. 
 And how do you feel about all this? - Listen to the internal saboteurs

	 Use	the	“Journey	within”	exercise	by	asking:
  Which member of your team is speaking now?
  Who would you need to speak to now?
  How would the wise voice speak in this situation? What would they say to you?

VISUALIZATION

By using the metaphor of a time machine, that allows you to go to the future and live and experi-
ence that sense of accomplishment. We can ask:
 “What will you see, hear and feel once all of this is accomplished?” 
 “What will you be doing?”
 “What new things can happen in your life?”
 “What values do you honor by having achieved this goal?”, Etc.

Gain access to internal resources:
 “Now when you look back at all the steps you took to get to where you are today, what did you   
 do?”
 “Looking back on this journey, what were the choices you made in order to get here today? .   
 “Looking back on this experience, that got you to where you are now, what did you learn about   
 yourself?

Gain access to external resources:
 “And looking back on this journey, what were the external opportunities that you took 
 advantage of?
 “Who were the people that helped you the most?” Who else was involved?
 Whereas before, your unconscious choice was probably to believe that “it is difficult” now you   
 have a new option: “to believe that it is possible.”
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2.4.2 Powerful Questions

Proposal of ideas:
• Questions are the intersection between language and learning.
• Powerful questions encourage depth of thinking, introspection, and challenging ways of think- 

ing
• All questions are powerful as long as the client broadens their perspective and learns some-

thing new about themselves or the situation they are experiencing.
• A question is powerful when the client has to think in order to give an answer.
• In	Coaching,	the	Coach	will	always	find	what	he	is	looking	and	what	they	find	is	what	drives	the	

client’s attention.
• The Coach’s genuine curiosity transforms questions into powerful questions.
• A	powerful	question	is	a	question	that	the	client	does	not	find	the	answer	to	immediately.

“I DON’T KNOW”
Sometimes a powerful question can block the client, as this may be the
the	first	time	they	think	about	the	situation	in	such	a	way	or	they	have	just	had	a	very	deep	learn-
ing. In turn, a client blocked by a question can block the Coach, by not knowing how to continue 
the	session	when	faced	with	the	answer	“I	don’t	know.”	Therefore,	there	are	Coaches,	early	in	their	
career,	who	think	that	the	worst	thing	that	can	happen	to	them	is	having	this	response.	However,	“I	
don’t	know”	is	actually	an	indication	of	great	learning	by	the	client.	It	is	one	of	the	things	that	many	
times we want to hear in coaching, as it can be a good indication that the client is beginning to 
learn new things about themselves and their situation.

Possible	questions	to	the	answer	“I	don’t	know”	are:

Client: “I don’t know. You tell me as you are my coach.”
Coach: “I am an expert in coaching, but you are an expert in your life.”

Cliente:	“I don’t know. The truth is that I don’t know.”
Coach:	“I	understand	that	it	may	be	the	first	time	that	you	are	thinking	about	this?”
	 “I	understand	you	don’t	know	and	if	you	have	to	think	about	it,	what	would	your	instinct	tell		 	
	 you,	what	would	it	be?”
	 “What	did	you	just	learn	about	the	fact	that	you	don’t	know,	what	could	the	answer	be?”		 	
	 “What	do	you	think	about	the	fact	that	you	don’t	know?”
	 “How	could	I	support	you	to	find	an	answer?”
	 “What	would	you	like	me	to	ask	you	now	and	what	could	I	help	you	find	an	answer?”
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 Exercise - Powerful Questions

Please mark with an X the questions that you think open the client’s perspective and promote new 
learning.
Think about what you want to identify that question.

“What	would	you	like	to	explore	today?”
“If	you	had	endless	choice	in	the	matter,	what	would	you	do?”	
“And	what	would	you	do	in	this	situation?”
“What	did	he	say	when	you	told	him	this?”	
“What	do	you	think	about	what	you	just	said?”
	“What	did	you	just	learn	about	yourself?”	
“What	are	you	going	to	do?”
“What	are	the	obstacles?”
“What	makes	this	goal	meaningful	to	you?”	
“What	are	all	the	possibilities?”
“How	do	you	think	someone	else	you	respect	would	look	at	this?”	
“Can	you	give	me	an	example	of	when	you	did	it?”
“What	if	this	doesn’t	work?”
“What	if	you	could	turn	back	time.	Would	you	do	it	differently?”
“What	do	you	think	is	the	problem	here?”	
“What	was	your	part	in	this?”
“Considering	your	life	purpose,	how	important	is	this	to	you?”	
“What	other	aspects	of	your	life	could	be	affected	if	you	do	this?”
“How	would	you	describe	everything	you’ve	mentioned	in	one	sentence?”	
“Is	there	anything	else	I	could	support	you	with	in	today’s	session?”	
“What	is	a	good	example	of	a	solution?”
“How	do	you	feel	about	what	you	have	just	said?	
“How	would	you	explain	this	to	yourself?”	
“What	are	you	tolerating	in	your	life?”

Additional Notes:

____________________________________________

_________________________________________________

______________________________________________________
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2.4.3 Metaphors

Proposal of ideas: Metaphors
• They are the greatest gift a client can give a Coach.
• It is the domain of new learning.
• They stimulate creativity.
• They connect with resources.

 Exercise - The use of metaphors

Work in pair: Coach-Client. The client thinks of a goal for a coaching session and
chooses a metaphor of their own, or one of the metaphor examples below, to explain their situation 
during the session.

The coach coaches using the metaphor chosen by the client.

Examples of metaphors

“This situation is like a power plant. There are so many colored cables, that I don’t know which one to 
start with, where the problem is and which cable has run out of power “

“It’s like when you go to the water park. You want to try everything in the park, but when you get to the 
top of the slide it’s scary and you don’t know whether to trust or not. In the end, you decide to do it and 
whilst you are going down at great speed, turning and you do not know where you are, it runs through 
your mind if you really made the right decision. In the end you land in the water ... being left with adren-
aline and also with a desire to do it again, but also, with great fear”

“It is known that there are many more stars in the sky than we can actually see with our naked eye and 
that the stars are also there during the day ... but since you can’t see them ... it’s hard to trust and relax, 
knowing that there are so many things that we can’t see!”

“I feel like everyone is dancing to the same song, but I have headphones on, listening to another song 
and my dance rhythm is totally different to the others. If you look at all this, it seems that there is a 
mad- man who is completely out of sync with the world. “

“I feel that this person is like a plant that you have to take great care of. If you put too much water it 
dies and if you don’t put enough water, it dries up. It’s so difficult to find the right amount of water”

“I feel like my mind is like an old computer making this constant background noise because there are 
so many programs open at the same time. But of course, you can’t close the programs because some-
times you don’t know which one is overloading the system and other times it’s because you need to 
work with all of them. “
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“It’s like when you go to a course to learn to paint and you are given only the primary colors, but no- 
body tells you how they are mixed to create new colors. Or nobody tells you what kind of brushes to 
use or in what order to put the colors on the canvas. “

“What I feel in my heart now is that there are many musical notes and I know that, if  I put them in the 
right order, a beautiful song comes out, but the issue is, that I can’t find the correct order and more 
noise than music comes out.”

“I don’t know how to talk to him. It’s like trying to find a radio station while you’re driving at 200 km per 
hour and you don’t have time, it’s dangerous to stop looking through the windscreen to look at the 
radio buttons. When you think that you have found a station, the frequency is changed because you 
have moved too much. “
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2.4.4 Clean Communication

The	closer	we	stay	to	the	client’s	language	the	more	we	create	a	space	of	“speaking	the	same	lan-	
guage”,	of	understanding	and	rapport.

Clean communication happens generally when coaches:

• Stay on the message
This involves following from where you client left their answer. Meaning, using their words to con- 
tinue with the next question. For example:

	 Client:	“I	would	like	to	be	able	to	write	a	new	story	for	my	life”
	 Coach:	“And	what	would	you	like	to	write	it	about?”	or	“And	what	would	that	story	sound	like?”

• Make it a two-way conversation
 “So, what I understand is this and that. Is that correct?”
 “What I heard is that you’d like to write a new story, is that so?”

• Pace the client at a non-verbal level

• Stick to the first question or statement

• Use the client’s metaphor

• Use descriptive messages

Professional coaches keep their own opinions and advice to themselves. They will provide feed- 
back to their client in a descriptive way, meaning that they will state what they saw and not the 
interpretation of what they saw.
 “I can tell that you are frowning as you say this. What are you experiencing? “

• Listen to understand
Coaches will listen to understand and then they will ask more to understand even better. For exam- 
ple,	they	may	ask	“So	what	you	said	is	that	this	is	important	to	you.	What	makes	it	important?”

• Stick to the most important point
When clients reveal many topics at the same time, Coaches will narrow down everything that is 
said,	for	a	more	direct	and	effective	communication	flow:

 “So I am hearing that there is a topic related to your wish of having more time for yourself and 
that is also very important for you to improve your relationship with your manager. It seems to me that 
we have two very interesting topics to talk about. With which one would you like to start today?”

• Summarize
 “So what you are saying is x and y ? Did I under- stand correctly?”
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2.5. EMPOWER 

Coaches focus on empowering clients when:

A client ignores, or simply doesn’t see, a resource or a skill that they have.
• There is an obstacle that comes along and the client loses their 
motivation or gets discouraged.
•	The	client	feels	blocked	in	how	to	achieve	a	specific	objective.
• The client is disconnected from their vision and values.
• The client’s inner voice is mainly the one of the saboteur.

2.5.1 Empowerment skills:

Focus on the strengths
As a coach, you want your clients to recognize, articulate, and fully embrace their strengths, wheth- 
er they be attitudes, skills, or behaviors.

As coaches, you can facilitate success by shinning a light on those strengths:
• Identify them and bring them to light in your client’s awareness.
• Explore areas where they can be used.
• Facilitate learning for your clients in how to best use them in these areas.
• Use	them	to	balance	the	areas	of	“weakness’,	in	order	to	have	a	more	balanced	conception	of	

themselves.

Acknowledge
Often, we are unconsciously aware of our internal resources and power. We do things on automat- 
ic pilot and we are not even aware of what we can do or be. When we acknowledge, bring those 
resources to the client’s awareness, we are facilitating learning about themselves.

Words that recognize the resources of the client:

Calm,	personable,	focused,	confident,	cheerful,	committed,	intelligent,	empathetic,	cou-	rageous,	
curious,	dedicated,	diligent,	determined,	effective,	efficient,	energetic,	enthusiastic,	excited,	gener-
ous, grateful, happy, hopeful, creative, etc.

Debriefing
Debriefing	is	different	from	story-telling,	it	is	more	about	highlighting	actions.	When	clients	debrief,	
they make a short list of what has been achieved since the last session. Seeing a list of actions ac- 
complished boosts our motivation and it empowers us to move even further.

Reframe
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 Exercise - Reframe and Empowering

Transform the following negatively framed (and commonly used) phrases into phrases that empha- 
size	the	positive.	When	necessary,	provide	a	context	to	“contain”	any	negatives.

Rephrase sentences with positive language that is consistent with the way you speak and that 
sounds authentically yours.

I’m tired, exhausted.   ____________________________________________________

I always forget something.   ____________________________________________________

That’s not a bad idea.   ____________________________________________________

This	is	going	to	be	very	difficult.				_____________________________________________________

I	guess	that	it	should	be	a	lot	more	difficult	_________________________________

This has taken me a great deal of preparation and planning. _______________

This exercise is a nightmare. __________________________________________________

I don’t want to make the same mistake next time.  ____________________________________

I don’t have good ideas __________________________________________________________

I’ve always been impulsive. ___________________________________

I failed___________________________________
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2.5.2 The change and implementation process

Change in general is not easy, as it involves challenging ways of thinking, doing and feeling. It in- 
volves moving outside the SPACE of what we know.

Coaches	do	not	impose	the	change	for	their	clients,	but	definitely	support	their	client	throughout	
this process of change.

THE STAGES OF CHANGE:

James	O.	Prochaska	is	the	lead	developer	of	the	Transtheoretical	Model	of	Behavioral	Change	
since 1983 where he proposed that there are 6 levels of change that clients can go through.

PRE-CONTEMPLATION
In this stage, clients do not intend to take action in the foreseeable future (for example within the 
next 6 months). Clients are unaware of the need for change, or even unaware of their current pat- 
terns or behavior.

Coach’s role: Emphasize the client’s increasing awareness. 

CONTEMPLATION
Clients in this stage are considering making a change, they are open to it and they now recognize 
that their behavior may interfere with their desired outcomes.

Coache’s role: reflection,	introspection,	recognition	of	the	need	for	change.

PREPARATION
At this stage, clients are ready to act in the next 30 days.

Coach’s role:
 - Responsibility issues,
 - Helps the client discover resources, identify their needs and reconnect with their full 
    potential
 - Inspire a positive perspective on their goal.

ACTION
This is the classic stage where clients actually take action, practice new behaviors and explore new 
options.

Coach’s role: Ensure that the actions of clients are consistent with who they are, with their values 
and their highest vision.
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MAINTENANCE
In	this	stage,	clients	have	sustained	their	change	for	a	while	(defined	as	more	than	6	months)	and	
intend to maintain the behavior going forward.

Coach’s role:
 - Work together with the client on how to prevent a relapse from previous stages.
 - Continue to recognize the change and celebrate the great work of the client

TERMINATION
In this stage, clients have no desire to return to their unhealthy behaviors and are sure they will not 
relapse.

The behavior is integrated into their day to day life and it is transformed into an automatic habit.

Coach’s role:
 - Support clients to decide if the coaching process has been completed successfully   
  and enquire if there is a need for ongoing maintenance of what has been achieved, or   
  if they have a new goal for a new process
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 Exercise - The stages of change

In what stage of the change process could the client make the following statements and what 
questions	would	you	ask?

“I think I have to correct some of my behaviors, I think this is the reason why my boss gave me this 
coaching process.”

___________________________________________________

___________________________________________________

“I need to do something about my impulsiveness, as I feel that it is not beneficial for me. “
___________________________________________________

___________________________________________________

“I am happy with the way I communicate now. What I want, is not to lose my assertiveness again.”

___________________________________________________

___________________________________________________

“I think it is time to start working on my emotional freedom.”

___________________________________________________

___________________________________________________

“I have worked and continue to work on my self-confidence, and I have improved a great deal, even 
so, I feel that sometimes it continues to give me problems and that is why I need your help, to know 
now how to im- prove it and integrate it within myself.“

___________________________________________________

___________________________________________________
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2.5.3 Future orientation

Co-design actions

As we’ve seen so far, Coaches don’t leave powerful insights and conversations in the air. Coaches 
encourage their clients to co-design small steps towards their goals. We can describe this process 
in the following stages:

Perspective: 
 “I would like to take a minute to remind us of all that you have accomplished so far. What do all   
 these achievements say about you? “

Options:
 “And knowing all this, what is possible for you now?”

Choice:
 “What is significant about this option?”

Co-design the strategy:
 “What would be the plan now, to achieve your goal?” 
 “What has to be done?”
 “What are you going to do?”

Actions:
 “What  would be the first step you have to take?”
 “What specifically are you going to do by our next session?”

COMMITMENT 

Committing moves everything to a deeper and more motivating level. It is one thing to estab-
lish what the options are and another to commit to move into action. Committing, is crossing the 
threshold, a threshold between good ideas, plans and aspirations, from a mental approach taking 
action and making them reality.
 
 “How engaged are you, on a scale of 1 to 10?” 
 “How can you bring that commitment to a 10?”
 
If	the	client	says	“10”,	we	can	extend	their	commitment	further.	We	can	ask	“What	would	take	your	
commitment	to	15?”	for	example.

 “What are you ready and committed to say “NO” to in your life?” 
 “What are you ready and committed to say “YES” to your life?”
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RESPONSIBILITY
Although progress tracking can be done by both parties, coach and client, the real responsibility of 
tracking	progress	and	implementing	actions	defined	during	the	session,	is	more	of	a	client	activity.	
It is a way for the client to take responsibility for the progress that is being made, from session to 
session, and a useful way to maintain the client’s engagement.

 “How can you measure your progress?”
 “What will hold you responsible for doing this?”
 “Looking at your current schedule and commitments, when can you realistically put in the time   
 you need to complete this?”
 “Do you have any other commitments that could get in the way of your commitment from this   
 session?”
 “What do you want me to do, if you don’t keep your commitment to…? What would be a good   
 way present this to you?

MONITORING PROGRESS
It is said that what keeps us motivated is a feeling of progress, a feeling of moving towards the 
achievement of a goal. Tracking and measuring progress is another key activity of a Coach. It pro-
vides accountability and structure to our sessions, maintains the clarity of where we are going, and 
facilitates the collection of valuable learning.

	 “How	did	it	go	in	terms	of	the	actions	you	said	that	you	were	going	to	take?”	
	 “How	about	the	activities	that	you	said	you	were	going	to	do?”
	 “What	did	you	learn	from	these	activities?”
	 “What	important	things	did	you	notice	whilst	doing	this?”	
	 “How	did	things	change	for	you	by	doing	this?”
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3. ADVANCED COACHING SKILLS

3.1 Facilitate learning

Coaching is all about discovery and experiencing new ways of doing and thinking, outside the ra- 
dar	of	the	“known	territory”	of	the	client.	Through	questions,	clients	get	powerful	insights,	which	in	
turn, means that they bring to their awareness new perspectives.

By taking actions to support that awareness, clients have a direct experience of how it feels to 
operate from a new mind-set and new behaviors. Both discovery and experience facilitate clients 
to acquire a new level of knowledge about themselves, others and their environment. They get 
to	learn	how	to	tap	into	their	full	potential	and	how	to	act	from	a	different	place.	As	we	have	seen	
so far, coaching is all about creating this SPACE where clients can start a journey of learning and 
change.

The Logical Levels by Gregory Bateson (May 9, 1904 - July 4, 1980, Anthropologist)

Learning principles:

• Human beings learn and organize experiences at the unconscious level.
• Learning	takes	place	at	different	logical	levels.
• The name we give to things does not represent the object itself. It is the meaning we give it, that 

impacts us.
• Changing	something	at	a	lower	level	could,	but	not	necessarily,	affect	higher	levels.
• Changing something at higher levels changes the lower levels.

Learning levels:

Learning level 0 - Environment
At this level there is no learning. The principle is based on external stimulus - emotional response. 
The goals clients have sounds something like: 
 “I feel like I am stressed out by everything.”
 “I don’t know why the way he talks affects me”
 “I want to change the way I react when ...”

Learning level 1 - Behaviour
Learning	at	this	level	means	gradual	and	incremental	change.	Often,	words	such	as	“better”,	“in	a	
better	way”,	“less”,	“more”,	etc.	are	used.
 “I wish I had more patience when.”
 “I want to improve my assertiveness.” 
 “I feel like I need to be less impulsive.”

Learning level 2 - Values and beliefs
Learning at this level is instantaneous. It implies a change in values, ways of seeing things and pri-
orities.	It	involves	“realizing”	why	you	want	to	achieve	something.	The	goals	that	clients	have	sound	
something like:
	 “I	know	what	I	have	to	do,	I	understand	it,	but	I	don’t	know	why	I	can’t.”
	 “I	don’t	understand	why	I	don’t	make	all	my	skills	obvious	in	my	company.”
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Learning level 3 - Irdentity
Learning at this level implies an evolutionary change. The goals that clients mention usually contain 
the	verb	“to	be”,	such	as:
 “I want to be better at my job.”
 “I want to be a leader in two years.”
 “I don’t want to be an overly protective parent.”

Learning level 4 - Life purpose
Learning at this level involves revolutionary change. It is linked to a vision or purpose greater than 
the	goal	itself.	The	objectives	that	clients	mention	usually	contain	the	“why”,	such	as:
	 “I	don’t	understand	why	I’m	trying	so	hard.”
	 “I	would	like	everything	I	do	to	make	sense.”
	 “I	want	my	work	to	have	a	greater	impact	on	clients.”

3.2 Alignment and Congruence of the Logical Levels

Our transformational change occurs best when all levels of our experience are congruent and 
aligned. All levels working together to support a desired objective or change. That this to say, 
“where and when clients are doing what they are doing, how they are doing it, why they are doing it, 
who are they when they are doing what they are doing and for who or what else”

Congruency references to how our actions are in line with our values, beliefs and the image that 
we have about ourselves.

Alignment is the process that leads us to obtain the desired congruency for our clients, in order to 
establish meaningful goals, actions and dreams. When alignment occurs, congruency is a default 
result.

The sensations that clients describe when they have all these levels aligned is one of peace of 
mind,	self-motivation,	clarity	about	their	“wants”	and	“needs”	and	a	deep	understanding	of	the	
meaning behind everything that they are doing.

When	we	are	clear	about	“what	for”,	that	is,	our	purpose,	we	are	motivated	to	keep	moving	forward	
and	everything	we	do	fits	in	with	the	rest	of	the	client’s	system:	BEING-DOING-MEANING.
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	 Exercise	-	Define	the	purpose	of	life	from	congruence	and	alignment

STEP 1: Congruency in defining the vision. Think about the following questions:

Where	and	when	would	you	like	to	use	coaching?

 ____________________________________________________

What	would	you	like	to	do	in	that	space	-	“where	and	when	will	you	do	it?”,	“What	kinds	of	new	be-
haviors	will	you	have	in	that	context?

____________________________________________________

What	kind	of	skills	and	abilities	do	you	need?”	“What	will	allow	you	to	behave	that	way	in	that	con-
text?”

____________________________________________________

What	values	and	beliefs	do	you	need	to	be	able	to	activate	theoe	skills	and	abilities?
_____________________________________________________

Who	will	you	be	when	you	act	on	these	values,	beliefs?”		“when	will	you	access	those	capabilities,	
to	perform	these	specific	actions	in	that	context?

 _____________________________________________________

In what broader vision will you be participating and serving when you are this person, with these 
values	and	beliefs,	these	capacities,	doing	the	things	that	you	will	do	and	in	that	context?	For	
whom	do	you	do	this?

_____________________________________________________

What	image	comes	to	mind	when	you	look	at	your	last	answer?	-	Draw	it.

_____________________________________________________
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STEP 2: Alignment with the vision.

Work in pairs: Coach - Client. 

• The client shows his drawing to the Coach and describes it.
• The coach asks the following questions, leaving space and silence for the client:

And	while	you	are	aware	of	this	vision,	if	I	had	to	ask	you	“who	are	you”,	what	would	you	say?

_____________________________________________________

Being	this	person,	what	is	important	to	you?	or	“What	else	do	you	see	as	meaningful?

 _____________________________________________________

What	are	your	skills	and	abilities	that	you	show	by	being	that	person?	Who	values	this?

_____________________________________________________

What	kind	of	activities	can	you	do,	being	that	person?	For	whom	is	this	important?		Who	else	has	
this	vision?

____________________________________________________

What happens now in your life, as this person who has these values and who demonstrates these 
skills	and	behaviors	towards	this	vision?
____________________________________________________

What	did	you	just	learn	about	yourself	/	about	your	goal	/	from	our	conversation?	(three	separate	
questions). Wait for the answer to each one before asking the next question)

____________________________________________________

____________________________________________________

____________________________________________________
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3.3 Beliefs and Values

If values refer to the relevance and importance of a concept in our lives, beliefs are the uncon- sci- 
ous reason, the judgments and considerations that we have that lead us to have those values.

We	can	summarize	the	importance	of	our	beliefs	just	by	thinking	about	Henry	Ford’s	famous	quote:”	
Whether	you	believe	you	can,	or	you	think	you	can’t,	you’re	right”.

Beliefs come from:
• The environment in which we have grown up and lived.
• The models that we have unconsciously chosen as a reference.
• The education we have received
• The conclusions that we have drawn after having certain experiences in life.
• Projections or mental simulations of the future we make to predict what will happen.

We can have 
beliefs about

The cause of some-
thig.

“I don’t get the job be-
cause my boss doesn’t 
like me” (the cause 
being the dislike of the 
boss)

The conclusion or the mean-
ing	that	we	give	to	specific	
events.

“I don’t get the job because 
my boss doesn’t like me” -> 
results in the meaning: “Which 
means I’m not a likeable per-
son” or “He’s not a good boss.”

Our own limitation of 
thoughts.

- Necessity and Possibility: I 
can(‘t), it is (im)possible.
	-	The	world	around	us:	“It	is	
difficult	to	find	honest	peo-
ple”
 - Capability “I’m not ready 
for...”
 - Identity: “I’m not a good 
trainer”

Beliefs can 
trigger emo-
tions such as:

Blockage
“I don’t know what to 
do.”

Impotence
“I see it almost impossible to 
achieve my objective.”

Worthiness

“Honesty, I just did my job. I 
haven’t done anything spe-
cial. “
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 Exercise - Working with beliefs

Work in pairs: Coach y client.

STEP 1: Identify the belief.

The client presents their topic for the session.
The coach listens to what the client says and notes if behind what is said you hear: 

Something that causes a way of feeling.

 ____________________________________________________

A conclusion or a meaning that the person gives to what happens.

____________________________________________________

A	feeling	of	possibility	/	impossibility	or	obligation	(“I	have	to”	for	example).

____________________________________________________

Also write down what you think the client feels: blocking, impotence, unworthiness.

_____________________________________________________

STEP 2: Identify the origin of beliefs and syllogism

Ask: 

“How	do	you	know	this	to	be	so?”	(the	premises	of	the	syllogism)

_____________________________________________________

“What	makes	this	happen?”	(the	cause)

_____________________________________________________

“What	does	it	mean?”	(the	meaning	or	conclusion)

_____________________________________________________
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STEP 3: Reframing of Neurological Levels

The coach reduces limiting beliefs to a lower level or raises an empowering belief to a higher level.

STEP 4: Learning

The coach supports the client to verbalize their learning about:

The new possibilities:
	 “What	have	you	learned	that	is	possible?”

Their capabilities/themselves:
	 “What	have	you	learned	about	yourself	today?”

STEP 5: Generalize learning

The	coach	invites	the	client	to	reflect	on	future	situations	or	other	contexts,	where	this	learning	will	
serve them.
	 “In	what	other	situations	can	you	apply	what	you	have	just	learnt?”
	 “How	are	you	going	to	put	this	learning	into	practice	in	future	situations?	
	 “What	are	you	going	to	do	with	what	you	just	learnt?”



59
© Coaching Spacce Institute and Headway Coaching Group– SPACE Coaching Workbook

3.4 Emotional Intelligence applied to Coaching

No	human	being	is	without	feeling.	From	a	baby’s	first	cry	to	a	person’s	last	conscious	breath,	feel-
ing forms the experience of the human experience. If people are to act intelligently in the so- cial 
world, they need to pay attention to their emotions and give them equal status as thought and 
action.

In the SPACE of coaching, there are not only conversations that unfold, but there is an invisible and 
dynamic	field	filled	with	the	energy	of	both	the	clients’	and	coaches’	emotions,	that	fuel	those	con-	
versations.

Emotional Intelligence is so important in coaching mainly because behind every wish, dream or 
objective there is a deeper level of experience: the emotions. By harnessing the energy of a client’s 
passions,	a	coach	can	develop	practical	applications	for	achieving	specific	goals	and	aspirations.

A coach is also in a unique position to notice patterns in a client’s behavior and can share these per-
ceptions in a thoughtful and non-judgemental way, enabling the client to become more self- aware 
and	to	“unstick”	unproductive	habits.

Listening to clients’ emotions is listening to BEING and a professional coach knows how to approach 
Coaching questions, in such a way, that fosters a balance between BEING, DOING and MEANING 
for their clients.

Focusing only on DOING means not taking into account the fundamental aspects that move the 
client to have a certain behavior or attitude: the emotions, energy and feelings of the person.



60
© Coaching Spacce Institute and Headway Coaching Group– SPACE Coaching Workbook

 Exercise - Self Perception

Work in paris: Coach-Client. 

STEP 1: Identify corresponding emotions.
The client decides a topic for the session whilst the Coach listens for keywords, which describe the 
feeling of the client, using the Wheel of Emotions.

STEP 2: Link emotions with physical sensations.

The Coach may ask something like:
 “How do these emotions feel in your body?”

If the client is already making hand gestures indicating the feeling of emotion, the Coach can ask 
the client to develop more about the gesture:
 “And I notice this gesture that you are making. What is moving there?”
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STEP 3: Identify alternatives of desired emotions
The Coach may ask:
 “What would you like to happen to this feeling?”
 “How else would you like to feel?”

STEP 4: Identify solutions
 “I wonder, what does this action ask you to do?”
 “What has to happen for this sensation / feeling to change?”
 “What do you have to do to make this change?”
 “What do you have to think for this to change?”

STEP 5: Learning
 “In thinking this, how do you feel?”
 “What did you just learn about yourself / situation?”

STEP 6: Actions
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 Exercise - Self Regards

Work in pairs: Coach-Client. 

STEP 1: Identify your IDEAL Self. 

Ask:
 “What resources do you require to achieve this objective? What from you, your full potential,do   
 you need to access to achieve this objective
 “On a scale of 1 to 10, how important are these qualities in achieving your objective?

Qualities Importance

Being constant 10

Respond to my emails on time 9

Patience with my clients 10

STEP 2: Identify the Real Self

Ask: 
 “On a scale of 1 to 10, how much do you feel you achieve the scores on this list?”
 “From 1 to 10, how much do you think you meet your grading in each of these areas?”

Qualities Importance Reality

Being constant 10 8

Respond to my emails on time 9 7

Patience with my clients 10 9
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STEP 3: Fill the gap between the IDEAL SELF and the REAL SELF

Ideal Self: the qualities / expectations that the client has of themselves.
Real Me: how much does the client think they meet those qualities / expectations.

Identify learning about themselves and the situation. 
 “What did you just learn about yourself?”
 “What did you just learn about the situation?” 
 “What did you just learn from this exercise?”

Identify solutions:
 “What are you going to do with what you just learned?”
 “What do you have to do to raise this score?”
 “How can you be more consistent?”

Co-design actions:
	 “What	are	you	going	to	do?”
	 “How	are	you	going	to	put	this	into	practice?”
	 “What	would	be	a	first	step?”,	Etc.

Follow-up:
	 “How	are	you	going	to	make	sure	you	do	what	you	just	said?”
	 “What	else	could	you	do?”

Commitment:
 “How committed are you, from 1 to 10?
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 Exercise - Self Realization

This refers to the client’s ability to set meaningful goals while maintaining their motivation to learn 
and develop their skills, abilities, and behaviors.

STEP 1: Define the objective
	 “What	would	you	like	to	talk	about	in	today’s	session?”
	 “What	would	be	the	goal	for	our	session	today?

STEP 2: Link the objective to the customer’s values
 “What	makes	this	goal	significant?”
	 “What	makes	this	goal	important	to	you?”

STEP 3: Link the objective with the client’s needs (the vision or the “why”)
 “What	does	achieving	this	goal	bring	you?”
	 “What	else	happens	if	you	make	it?”
	 “For	who	else?”
	 “What	wish	is	fulfilled	if	you	achieve	this	goal?”

STEP 4:Identify the saboteur and the sage (the exercise “Journey inward”)
	 “What	do	you	feel	is	getting	in	the	way	of	this	vision?”	-	the	saboteur
	 “What	part	of	you	does	this	vision	want?”,	“What	does	this	part	tell	you?”

STEP 5: Link actions to vision
At this point, it is important to keep the client connected with the inner Wise voice, with the values 
and the vision, to be able to identify the necessary actions from a state where there is no
fear and where the creativity of the client plays its role.
 
 “Knowing that this objective is actually towards your greater vision/purpose, what does your   
 wise inner voice advise you to do?”

STEP 6: Future Orientation

• Identify learning about themselves and the situation.

• Co-design actions

• Follow-up

• Commitment
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 Exercise - Emotional Expression: Assertiveness

This part of EI is primarily concerned with assertiveness and independence of our judgments and 
thoughts.

Assertiveness refers to our ability to set our limits and to support our own point of view in a re-
spectful way, whilst acknowledging and respecting the limits of others.

When clients hold back their opinions, they can become passive and their great ideas and opinions 
can be lost if they are not shared. Coaches support their clients to
express their emotions and thoughts independently and to have a clear understanding of their lim- 
its	and	how	to	defend	them	effectively.

STEP 1: Define my territory

The territory is a metaphor that represents the client’s world with their values, needs, beliefs and 
desires.

We identify these factors and place them inside the circle:
Values:
 “What is important to you in this situation?”
 “What do you need to respect in order to enter this space?” “
 What do you want to have in this space?”
 “What relevant qualities have to be present in this space?” 
 “What makes this space meaningful?”

Needs:
 “What has to be done / respected (by others) in this space?”
 “What kind of behavior is accepted here?”, Etc.

STEP 2: Define the boundaries

The boundaries are actually the values that we honor and when they are not respected, can elicit 
incongruent and unwanted behavioral responses.

Having boundaries also means having tolerance. In other words, a client can have a tolerance level 
of	zero,	if	someone	does	not	respect	their	value	of	“honesty”	but,	can	have	a	tolerance	level	of	tol-
erance	of	3	if	someone	does	not	say	hello	when	entering	the	office.

This step is necessary to increase the client’s awareness of what is behind their behavioral respons-
es and how they can better manage their emotional reaction. The important thing is to communi-
cate when our limits have been crossed, before the tolerance level reaches its limit. Assertiveness 
is	most	effective,	when	we	have	not	yet	reached	the	highest	level	of	intolerance.

The invisible list: every time someone crosses our boundaries, we create an invisible list to count 
these	actions,	until	we	reach	the	point	of	“no	return”	and	communicate	in	an	unwanted	way.

Respect

Honesty
Transparency

Positive attitude

etc
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To increase customer awareness, we can ask:
 “How many times does someone need to do that before you respond?” 
 “How do you respond / communicate in that moment?”

STEP 3: Identify alternative response:
 “How would you like to respond / communicate in these situations?”
 “When do you think it would be a good time to communicate that someone has crossed your   
 limits?”
 “How can you address this issue, if you say so before you reach the limit?

STEP 4: Future orientation

• Identify learning about themselves and the situation.

• Co-design actions

• Follow-up

• Commitment

Area of tolerance

My territory
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 Exercise - Empathy: Our Land

Empathy refers to our ability to understand the other person’s point of view and to appreciate how 
our behavior impacts others.

This	exercise	can	be	useful	when	we	hear	clients	say	something	like	“I	don’t	understand	your	point	
of	view.”,	“I	don’t	agree	with	you”,	“What	you	are	doing	doesn’t	seem	fair	to	me,”	etc.

Understanding someone’s behavior can broaden the client’s perception of reality and therefore 
increase their power of choice towards how the react emotionally.

In this exercise we use a metaphor that proposes that each person has their own world or territory 
that	is	defined	by	the	limits	of	their	values,	needs	and	desires.	It	is	like	a	city	in	which	the	inhabitants	
respect these rules, behaviors and values.

STEP 1: Define “My Land”
• This	step	refers	to	the	definition	of	the	client’s	own	world.
• We may ask:
 “What are the inhabitants of this place like? 
 “What are their qualities?”
 “How are they?”
 “What challenges do you they have at the moment?” 
 “What is important to them?”
 “What laws or regulations do they respect?”
 “What is their purpose?” or “Why do they do what they do?” 
 “What do you have to respect to be welcome in this world?” 
 “What do visitors have to bring to enter?”

STEP 2: Define “Your Land”
•    This step refers to defining the context of the other person, their world with its values, needs,
desires and challenges.
•    We ask the same questions as above, but for the other person.

STEP 3: Amplify Perspective
 “As you are seeing both worlds, what did you just realize?” 
 “What did you just learn about yourself?”
 “What did you just learn about the other person?”

STEP 4: Future Orientation

• Identify learning about themselves and the situation.

• Co-design actions

• Follow-up

• Commitment
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 Exercise - Decision Making and Reality Testing

This facet of EI addresses the ways we use emotional information and reveals how well we under- 
stand the impact emotions have on decision-making, including the ability to resist, or delay, urges 
and	remain	objective	to	avoid	reckless	behaviors	and	ineffective	attempts	to	solve	problems.	Solv-	
ing these involves a reality check of both threats and opportunities.

STEP 1: Reality Testing

This step involves an analysis of the current situation of the client.

S - Strengths
 “Which of your skills and resources are necessary in this situation?”
 “What could be beneficial about what you do and how you do it in this context?”

W- Weaknesses
 “What skills do you think you need to develop further, to successfully achieve your goal?” 
 “How else could you do things?”
 “What behaviors would you like to develop that could benefit you in this context?”

O - Oportunidades
 “What are the opportunities you perceive in this context?”
 “What new and beneficial things could come out of this context?” 
 “What skills could you improve in these challenging circumstances?” 
 “What new behaviors will you use and practice in this situation?” 
 “How can this situation help you learn new things?” Etc.

T – THREATHS
 “What are the milestones that you perceive in this context?” 
 “What are the challenges?”
  “What could go wrong?” and if so “What are you going to do?” or “What is your plan?”

If	““Strengths”	and	“Weaknesses”	refer	more	to	the	client’s	internal	resources,	“Opportunities”	and	
“Threats”	are	related	to	external	factors	in	a	given	context.

STEP 2: Do the exercise “The crossroads” identifying the following aspects for each choice:

• The learning that this choice could bring to the client.
• The	challenges	and	opportunities	that	the	client	may	find.
• The milestones you have.
• The values that the client is honoring by choosing this path.
• The needs that will be met by choosing this path.
• What	does	the	customer	have	to	say	“YES”	to	and	“NO”	to	on	this	path?
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STEP 3: Future Orientation

• Identify learning about themselves and the situation.

• Co-design actions

• Follow-up

• Commitment
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THANK YOU FOR PROMOTING 

PERSONAL EXCELLENCE


