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Who are you?

• Find someone you don’t know well.
• Find somewhere comfortable to chat.
• Have a conversation about each others’ 

career stories, mentoring role,  hopes for 
today’s session.

• Be ready to introduce your partner to the 
group.

Before we start

• Safety information
• Tea and tiddle
• Confidentiality
• Mobile devices
• Anything else?

Who are you?

Introduction to the session
• Purpose: to build mentoring and coaching 

capacity in the museums sector in the South 
East region

• It’s for ‘Inspiring a Culture of Philanthropy’ 
mentors, Accreditation mentors, members of the 
South East Museum Development Programme 
team and others who are, or have the potential 
to become, mentors to museums in the region

Outline of the day

• Morning:
– Introduction
– Knowledge check
– Questioning, 

listening and 
clarifying

– Feelings and 
relationships

• Afternoon:
– Giving feedback
– Learning circles
– Expectations
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Skills we’ve already practised!

Application 
in coaching 

or 
mentoring?

Skills 
you 

used?

How much do you know about 
coaching and mentoring

• Pub quiz (but no beer)
• You have five minutes maximum
• Each question has 3 statements. Identify 

the one which is untrue
• First team to get them all right wins a prize

Questioning, listening, clarifying

Why do these skills matter?

Questioning, listening and 
clarifying in mentoring

• Improving mentee’s understanding, not 
just the mentors

• Identifying when/how the mentee needs 
support in solving a problem or developing 
a plan 

• Helping mentee to reflect on how to make 
improvements

Active listening
• Both listening and responding to another 

person.
• Improves mutual understanding. 
• Focuses the attention on the speaker -

body language, gestures, emotion, not just 
the words they are saying 

• Listener’s response demonstrates that 
they have understood the psychological 
aspect of a situation.

Open and closed questions
Open questions
• Usually begin with who, 

what, when, where, why, 
how 

• Elicit knowledge, opinion 
or feelings

• Encourage mentee to talk 
• Help you see and hear 

things from their 
perspective 

• Give them more control

Closed questions
• Usually get a single word 

or very short, factual 
answer 

• Test your understanding 
• Discourage the other 

person from talking by 
appearing to restrict their 
options 

• Overused, can damage 
rapport
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wwwww

Five bums on a rugby post ?

Clarifying

• To make sure you understand what is 
being said 

• To help mentee understand own situation
• Mentee feels fully understood, not 

interrogated
• Confirm understanding by reflecting or 

paraphrasing back

Powerful questions

• A good question can help bring clarity for 
your mentee ‘light bulb moment’

• Make sense of an issue or situation which 
previously seemed complicated or made 
no sense at all

• Powerful questions are short and 
focussed, get to the heart of the issue

The GROW model

What’s 
your 

goal?

What’s 
the 

reality?

What 
options
do you 
have?

What will 
you do?

GROW 
model: 
John 

Whitmore

Asking GROW questions
When will you do 

that by? 
How will you know 
you’ve succeeded?

What do you need 
to achieve? 

How can we help 
you?

Who is involved?
How do you know? 
How might that look 

from their 
perspective?

What are your 
possible courses of 

action?
What would be the 

benefits of that 
approach?

What might be the 
obstacles?

What else might you 
do?

What’s 
your 

goal?

What’s 
the 

reality?

What 
options
do you 
have?

What will 
you do?

Practicing powerful questions
• In threes or fours (One mentee and 2 or 

three mentors)
• Mentee: You are the curator of Bugsley 

Museum. Talk for a few minutes about a 
challenge you are facing at work.

• Mentors: Listen to your mentee, and then 
write down a question that you would ask 
next.

• Compare your questions.
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Feelings and emotions

• Put the cards into order – from the one 
that make you feel most comfortable to the 
one that makes you feel most 
uncomfortable

Feelings and emotions in 
mentoring

• Why do they matter?
• What should we do with them?

Active listening: attending to 
emotion

Verbal Non-verbal voice Non-verbal physical 
• Words used (emotions 

based and other) e.g.
happy, sad, glad, fed 
up etc. Should, could, 
must, ought, want…

• Story ‘patterns’ (e.g., 
different context but 
with a similar theme)

• Expression of values, 
beliefs, points-of-view, 
opinions

• Tone
• Clarity
• Expressiveness

• Body language, 
posture, gesture

• Facial expression, eye 
contact

• Dress and grooming
• Silence

The delicate art of feedback

• If we are to make changes in what we do, 
we need to know how well, or otherwise, 
we are doing. 

• Feedback is key in the mentoring 
relationship, and performs a valuable role 
in improving self awareness, raising 
morale; motivation; improving performance

Effective feedback
• Illuminates both strengths and areas for 

development 
• Regular and timely 
• About the behaviour / practice not the 

person or the organisation
• Accurate, brief and clear with examples
• Constructive and solution-focused so 

mentee can identify how to improve

Comfort Stretch

Stagnation Panic

High level of support

High level 
of challenge

Low level of support

Low level 
of challenge

After Nevitt Sanford
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Feedback practice

• In pairs or threes: 
Mentee/Mentor/Observer

• Using the Bugsley Case study, mentors 
provide feedback on an aspect of the 
museum’s performance

• Review the conversation – how did the 
mentor apply the principles of effective 
feedback

Learning circle conversations

• Focusing on a real issue, from someone’s 
experience as a mentor.

• Others provide support and challenge.
• Procrastination to motivation in 20 minutes!
• Sit in a circle.
• One person offer a challenge relevant to 

being a mentor. Something you can explain 
quickly and would welcome help with.

The discussion process
1. Presenter outlines the issue and explains its context. 

No one else speaks. Silence is OK. (2 minutes) 
2. Others ask open-ended questions to allow presenter to 

go into greater depth. Others can give feedback e.g. 
apparent emotion or important phrases. Try not to jump 
in with advice or how you would approach it! (10 
minutes)

3. Presenter forms action point - supported by others but 
presenter controls outcome and decides on action. (5 
minutes)

4. Presenter writes down what they will do and by when. 
(3 minutes)

Asking GROW questions
When will you do 

that by? 
How will you know 
you’ve succeeded?

What do you need 
to achieve? 

How can we help 
you?

Who is involved?
How do you know? 
How might that look 

from their 
perspective?

What are your 
possible courses of 

action?
What would be the 

benefits of that 
approach?

What might be the 
obstacles?

What else might you 
do?

What’s 
your 

goal?

What’s 
the 

reality?

What 
options
do you 
have?

What will 
you do?

Expectations

• How will you set clear expectations with 
your mentee?

• What resources can you use to help you?
• What other resources do you need?

Review of the day

What I’ll do differently

Good because

Even better if
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Resources
• South of England Museums and Mentoring LinkedIn 

group
• ‘Everyone Needs a Mentor: Fostering Talent in Your 

Organisation’ by David Clutterbuck
• ‘Coaching For Performance: Growing People, 

Performance and Purpose’ by Sir John Whitmore
• ‘Coaching & Mentoring’ by Eric Parsloe & Monika Wray 
• ‘Action Learning: A Practitioner's Guide’ by Liz Beaty & 

Ian McGill 
• European Mentoring and Coaching Council 

www.emccouncil.org

Contact me

Lucy Marder
Cultural Partnerships Officer, Hampshire 
Solent
m: 07721 262141
t: 01962 826724
e: lucy.marder@hampshireculturaltrust.org.uk

http://www.emccouncil.org
mailto:lucy.marder@hampshireculturaltrust.org.uk

