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Congratulations  
and Welcome!
Introduction:

You have been selected to join our innovative ‘Top Leaders’ Mentoring scheme.

This handbook has been designed to help you familiarise yourself with  
the principles, practice and supporting processes for leadership and  
management mentoring within South Western Ambulance Services  
Foundation NHS Trust (SWASFT).
As an organisation, we are keen to support and develop our employees’ aspirations and careers in a way that  
helps them to actively contribute to service innovation and improvement. We believe personal development  
and motivation are key to offering high quality and sustainable services.

The mentoring practice and processes outlined in the pages that follow are designed to support the  
aspirations set out in the Talent Management (Aspire) Scheme.

You can of course read it cover to cover, or you can dip into it at a point that has caught your eye.  
Regardless, we hope it will act as a useful resource.

The handbook  
comprises  
of 3 Sections:   

 
Section | 1  
Principles of mentoring.  

Section | 2   
The Mentee Toolkit.

Section | 3  
Supporting Documents.
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Section | 1 
Principles of mentoring.

Let’s start at the very beginning

We start by explaining what coaching and mentoring are, how they differ and how 
they can help you develop greater self-awareness and personal mastery.

And finally, we will outline the internal processes and forms that you will need to complete 
to help track and record your progress, and deal with any problems you encounter.

We look forward to working with you and to seeing you grow.

Why we use developmental roles in business

There are three key developmental roles used in business when the goal focus is about 
personal development and growth. These are; Trainer, Coach and Mentor. 

All of these are different to the role of your Manager. Each has a different standpoint and principal purpose.  

A Trainer exists to help you develop your knowledge base.  

A Coach seeks to inspire you to take your often newly-acquired knowledge and apply 
it to a given situation in order to achieve the best outcome e.g. skill usage.  

A Mentor is slightly different again. Typically, a mentor will have ‘trod the path before’ and will spend 
considerable time working with you to prepare you to take on a job or task before that job or task may actually 
be required, e.g. when considering onward career progression or settling into a new role or organisation.

Coaches tend to be more focussed on the ‘what and how’, whilst mentors focus on the ‘why and who’.

What is mentoring? 

Be aware there are many definitions of mentoring 
and that these are often interchanged with 
coaching. Mentoring is defined as follows: 

‘Mentoring is a developmental relationship in 
which one person (the Mentor) - usually someone 
more experienced (though ‘peer’ mentoring 
can be as successful) who helps another (the 
Mentee) to discover more about themselves, 
and develop their potential capability’.  

It is a status-free relationship, based upon 
encouragement, constructive feedback, openness, 
mutual trust, respect and a willingness to learn and 
share.  Mentoring is undertaken outside 

of the normal line management structures 
to provide a safe, independent, impartial and 
confidential environment for personal growth.

Mentoring is about exploring and increasing awareness 
of self and others.  Ideally, it should form part of a 
formal development plan designed to support career 
progression and widen an individual’s networks.  

Mentoring is additional to, and not a replacement 
for, other more structured training or 
performance management approaches. 

Figure one overleaf sets out the differing 
perspectives and outcomes of various developmental 
roles used in the commercial world.

4 5
Developing Top Leaders A Handbook for those being Mentored



Relationship Characteristics Role Indication Outcome

Preceptor/Business 
Buddy

• Internal to organisation

• Formal 

• Short-term

• Frequent

• Restrictive

Undertaken by perceived and 
nominated ‘subject expert’

Useful for role transitions where 
technical expertise is required

Minimises organisational risk

Clarity in role, responsibility 
and authority achieved

Agreed objectives likely to be met

Enables objective assessment 
of learning with appropriate 
application to skills

Supervision • Formal

• Internal

• Long-term

• Periodic or infrequent

• Restrictive/selective

Undertaken by perceived and 
nominated ‘subject expert’

Imperative that organisational 
standards are met

Risk management 

Work is of ethical concern

Behavioural/performance 
standards are explicit

Monitoring is ongoing

Action plans are implemented

Learning is supported

Mentoring • Informal

• Often external

• Periodic

• Selective

Peer or person with 
referent power

Career development

Managing role transitions

Higher level self-awareness

Improved decision making

Development of political 
awareness, statesmanship

Coaching • Formal

• Internal

• Permissive

Any of the above

Coaching power base varied 

Coach shows high 
personal power 

Strategy designed to meet specific 
professional and role objectives

Solution skills strategies

Learning contracts in place

Clear evidence of goal attainment

Feedback linked into personal objectives

Line managers and mentors benefit too!

The good news is that helping you to develop will almost certainly help develop others. Typically, they might notice:

• Increased opportunity for relevant delegation 
or deputising to represent line manager 
outside of the team/organisation 

• Improved understanding of 
organisation within the team

• Increased confidence and self-awareness of 
individual, who in turn may be more receptive 
to coaching/change within their role 

• Cost-effective development opportunity

• Bring a fresh perspective to 
challenges and other issues

• Help to motivate and renew energy for those 
involved, inspiring growth and developing potential

• An effective development tool for talented staff.

How will I know if mentoring is helping me to develop?

Although the following is not attributed solely to the existence of a mentoring 
scheme, it is likely that someone who has been mentored effectively:

• May demonstrate increased  
self-awareness and self-esteem

• May have more success when seeking promotions

• May stay longer within an organisation 
and have greater career progression

• May receive specific guidance on how to 
tackle work issues through objective, honest 
advice and constructive feedback

• May report significantly increased job 
satisfaction and higher morale than those 
who have not been coached or mentored

• May be more resilient in the face of  
personal challenge

• May develop more personal influence 
and wider social networks.

In practice, this means you will almost certainly 
find that your level of personal influence within the 
organisation will grow, you will be able to focus more 
clearly and learn how to present your case in a more 
articulate and concise way. You can expect to improve 
your strategic and critical thinking skills, too!

How will SWASFT benefit?

• It is an essential part of building the 
capacity of employees and ultimately 
underpins organisational growth

• The Mentor can provide knowledge and 
understanding of the objectives, needs and 
culture of the organisation, facilitating the 
integration of these with the goals of the Mentee

• The Mentor acts as a role model and 
cascades good practice and demonstrates 
a high level of management competency

• Development of first line managers for more 
senior roles – contributing to workforce 
development and potential succession planning  

• Improves staff retention/motivation

• Supports change or management 
development programmes

• Supports personal and professional/
management development

• Supports self-managed learning and 
growth of a learning culture

• Breaks down barriers that can 
deter individual progress

• Creates cross-organisational working, greater 
understanding of challenges within other 
service areas and sharing of best practice 

• Provides relevant and accessible development 
for all levels of management from Directors 
to newly appointed first line managers 

• Translates learning into improved performance 

• Supports a ‘grow your own’ approach 

• Provides cost-effective development 
opportunities for both Mentors and Mentees

• Increases morale for those 
participating in the scheme

• Increases potential for income from 
development bids or funding streams

• Contributes to improved external 
assessment results 

• Helps the Trust to capitalise on talented staff.
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Whom not to choose

As a general principle, you should avoid being mentored 
by people that you do not admire. In addition, you should 
not choose a Mentor to whom you are related e.g. partner, 
spouse or other family member, because their mentoring 
of you will require them to be objective. It is often very hard 
to be objective with loved ones and all too easy to end up 
acting in the role of victim when challenged. Neither should 
you agree to be mentored by your boss or a peer, even if 
they initially try to ‘hook’ you into being their Mentee.

Mentoring is not a soft option,  
but it isn’t a punishment either!

Whilst it is important to understand what we mean when we talk about mentoring, we also need you to be reassured 
that it is not being chosen organisationally speaking as a ‘soft option’ in place of other possibly more formal training 
or performance management strategies, neither is it a form of punishment for the behaviourally disadvantaged!

So, let’s be quite clear, mentoring is:

• Not counselling

• Not therapy

• Not about you taking responsibility for others

• Not about ‘parenting’ another adult

• Not punishing for past or present mistakes

• Not formal training or teaching

• Not about a chat over a cup of tea 
with a friend for a ‘catch up’.

The matching process

Ideally, your Mentor will be a member of your own 
organisation, however, there should be some ‘distance’ 
between the two of you. Notionally, your Mentor should be 
at least two steps ahead of you in terms of career ladder and 
be working in another Service Unit/Department to your own, 
so that there is minimal risk of your relationship undermining 
your existing relationship with your line manager.

The information on the Mentor and Mentee Profiles 
will be used to undertake a ‘matching process’ where 
potential suitable Mentor(s)/Mentee(s) will be identified. 
This process will be undertaken by the HR and OD 
Team who will then advise you of your Mentor.

Once you have received notification of your 
matched Mentor, the first meeting between you 
both should take place within one month of the 
match being agreed. It is your responsibility to 
make the initial appointment with your Mentor.  

It is extremely important that individuals are matched 
appropriately, but it is inevitable that there will be 
occasions when it is not possible to develop the right 
kind of partnership that is conducive to productive 
working. Ideally, we recommend that the Mentor and 
Mentee should meet at least twice before either party 
decides whether it will be a suitable match. Should either 
party feel that the match is not suitable, an alternative 
Mentor may be available.  Should this occur, please 
contact the HR and OD Team for further guidance.

How do I find a Mentor?

The Trust is committed to developing a learning culture. This means that it is 
actively working to create integrated systems and processes, aligned with the vision 
and organisational direction that support and enable reflective practice.

In future, anyone wanting to be mentored on their leadership and management skill-set will be 
asked to complete a Mentoring Profile, which will ask them to specify what it is that they wish 
to do or the skill they wish to develop. The profile form is in Section 3 of this handbook and will 
also be made available on the intranet to download.  The completed form should be returned 
to the HR and OD Team.  All Trust Mentors will also be required to complete a similar profile.

The Mentoring Profile will include information on:

• Name, station or service unit 
and contact details

• Outline of current role and responsibility

• Areas of identified skill in 
need of development

• Study/development undertaken to date

• Other information they may wish to include 
which may help in the matching process.
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Mentoring  
considerations

Although mentoring is carried out in 
many different organisations, each with 
their own culture, there are some basic 
principles that are worth considering.

1) ‘Poor’ mentoring can be worse than  
having none.  A relationship that is ill-defined 
and not purposeful is likely to have a significant 
negative impact on your personal growth 
and development. Additionally, where your 
Mentor is driving the relationship for their 
own ends rather than yours, taking advantage 
of you, breaching professional boundaries or 
pushing you to act in ways which might be 
interpreted as unethical, your relationship 
will be jeopardised. As in medicine, the 
guiding principle must be ‘first do no harm’

2) Mentoring starts with you as the learner.   
The relationship is about your development 
in the first instance.  What is it that you wish 
to learn, develop or achieve?  What are your 
priorities?  You must be encouraged to take 
an active role and own your development, 
irrespective of your age, ability and experience.  
You need to understand that this is not about you 
being told what to do.  Your mentor will explore 
all possible ways that you might meet your 
developmental goal.  You then will need to decide 
which best fits with who you are as a person.

3) Effective Mentors are willing to encourage 
and confront their Mentee.  In order to 
maintain balance in the relationship and 
demonstrate mutual respect, it is important 
that each party is willing and has the 
necessary skills to give specific, honest, 
open feedback. This keeps the relationship 
generative, on track and well-balanced.

The mentoring agreement

Once you have established what you want to achieve and whether you feel that you can work with your 
Coach/Mentor, the next thing you will need to do is to put a frame around the working relationship so 
that you both work within the agreed boundaries. This is called a Mentoring Agreement or contract. 

You will need to work together to complete a learning agreement at the start of your relationship.  
A template to aid this process will be provided to your Mentor, however, this template agreement  
along with a template for a Mentee Action Plan are also available to download from the intranet.

Your agreement should include:

• The desired outcomes/objectives of the relationship 
(e.g. qualification support, career development, 
personal development, problem solving, etc.)

• What the contribution of the Mentor will be

• The agreed length of meetings, frequency, 
venue(s) and length of agreement 

• That all discussions between you both are 
confidential, which means that no information will 
be fed back to anyone, (unless there is significant 
cause for concern arising from breaches related 
to Trust Policies and Codes of Conduct) 

• Contact arrangements, particularly for 
communication between meetings

• How key milestones will be reviewed 
and the learning evaluated

• Successful completion of Agreement (e.g. 
qualification achieved, problem solved, promotion)

• How the ‘agenda’ will be agreed for each meeting, 
areas that can be talked about and what is ‘off limits’

• ‘Homework’, if any

• Style preferences e.g. how you would 
like to give and receive feedback

• Personal physical/touch boundaries (what’s 
comfortable? Are either of you huggers or not?)

• When you might refer to someone 
else for additional assistance 

• Sanctions for non-compliance with the agreement 
e.g. will the Mentor terminate the agreement where 
agreed work is not addressed in a timely fashion?

Handling boundary  
dilemmas

The purpose of the agreement or contract is to set out 
clearly defined boundaries within which the relationship 
will be conducted. You will have expectations of them 
and they will have expectations of you. We want to 
ensure that the relationship functions at an adult level, 
it is most definitely not a parent/child one, neither 
is it a co-dependent one.  However, we appreciate 
that there may be occasions when breaches may 
inadvertently occur and it is important that these are 
dealt with sensibly, sensitively and above all promptly.  

Remember, where the unexpected occurs more 
than twice and is accepted, there is a danger 
that it may be interpreted by the other party as 
acceptable and so they become commonplace.  

Commonly, boundary breaches are due to 
misinterpretation. When this is the case, try to take it in 
your stride. Reiterate your perception of events and use 
it as an opportunity to reaffirm your understanding of 
the agreement between you. If your Mentor continues 
to push the boundaries or tries to take unfair advantage 
of you, you may need to become firmer and even end 
the relationship. If this does happen, you will need to 
let the HR and OD Team know your reasons for this. 
Do not just halt the relationship and tell no one.

Review and evaluation

This is a new scheme for the Trust and evaluation  
will be important to getting it right.   
We plan to review the scheme and guidelines 
at the end of the first twelve months and may 
approach Mentees for feedback, in confidence, 
to assist us in further developing our scheme.
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The process
 
As a first step to beginning work your Mentor will 
doubtless ask you why you have elected to choose 
this as a personal development method. They will 
also probably ask you to clarify your expectation 
of them as a Mentor.  Be clear, tell them what you 
want to achieve. Be specific, don’t talk in general 
terms. As a general rule, if you can’t see it, touch 
or feel it, you are not being specific enough!

Setting goals

Helping you to formulate a plan to achieve your goals 
will be a key part of the mentor responsibility. Be aware 
that it is good practice to write down your goals.  

SWASFT has chosen to adopt a simple method for goal 
setting and problem solving called the GROW model. 

As a general rule  
the goal should:

• Be written down and included in your Agreement

• Have target dates

• Be expressed in the present tense, as if it 
has already happened or is in place

• Be reviewed daily to ensure that it 
stays in conscious thought

• Have clearly defined outcome criteria for success

• Contain tangible rewards for attainment

• Be unlimited e.g. consider every possibility

• Have a defined infrastructure in that the 
resources needed to achieve it are also stated.

G

R

The Goal is the end point of what you wish 
to achieve or where you wish to be

This is the current reality of where you are now. 
What are the issues associated with this position?

What is stopping you having, doing or being where you want 
to be? What things will you have to overcome in order to get 
where you want to be or to have what you want to have?

This is about you exploring your options and making 
a commitment to deal with the obstacles.

O

Goal

Reality 

Obstacles

Options

This is about exploring all the different things you could do to help 
attain your goal. This needs to be converted into action steps.W Way Forward

GROW is an acronym that stands for:
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Section | 2 
The Mentee Toolkit.

Communication skills  
and building rapport

In order to develop a high quality relationship, you will 
need to communicate effectively with your Mentor. 
Be aware that the meaning of communication is 
the response you get so naturally it follows that 
good communicators get a better response.  

In part, it will be reliant on your personal style 
and there is a lot you can do to help increase 
the chance that what you say is received in the 
way you intended it to be heard. Remember, it’s 
not what you say but the way that you say it!

Your communication message comprises of your 
words, your tone and your body language!

Initially, you will need to build a rapport so you can 
talk honestly and openly about your development 
needs.  Time will be limited and so it is important that 
you both learn how to key into your respective ‘models 
of the world’ at an early stage in order to understand 
what messages they are sending you and vice versa. 

Rapport comes from being able to show another 
person through your behaviour and language that you 
unreservedly accept the validity of their experience. 
However, being ‘in rapport’ with someone does not 
always mean that you have to agree with them.

Everyday examples  
of rapport 

• Caring enough to genuinely ask how someone else is

• Taking time to build trust

• Acknowledging how it is for someone 
else in a non-judgemental way

• Remembering what is important to others.

 
The major elements in building rapport are being able 
to match and mirror the other person in a subtle, non-
obvious way. If they suspect that you are doing so, you 
will alienate them as they will think you are parodying 
them.  Rapport is not about manipulation. Rapport is 
about being respectful.  Whilst being in rapport can 
be enjoyable, it is important to be aware that we can 
be in rapport and demonstrate mutual respect and 
still not like or get on personally with an individual.

Rapport is developed through consciously taking 
time to step out of our shoes and to be willing 
to try to step into the other person’s shoes.

Pacing and leading, matching and mirroring
Pacing, leading and mirroring are communication skills that Mentors can use to help their Mentee expand 
their thinking, or consider things from a different perspective or to develop increased behavioural resource.

Pacing is where you enter another person’s ‘model of the world’ on their terms, rather like 
walking beside them. If you move too quickly they have to run to catch you up, too slow 
and they will hold themselves back or disengage because they have lost interest.  

You can learn how to pace someone by examining their posture, stance, expression and vocabulary 
usage.  Once you are in rapport with them you can then lead them to consider a different viewpoint 
to the one they initially present with. Matching is when you match another’s language, tonality and 
physiology, whereas mirroring is when you create a mirror image of what they are doing or being.
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Exploring and using perceptual positions

Perceptual positioning is a highly valuable coaching and mentoring strategy. Your perception 
of any experience will depend on the position from which you perceive it. It is a technique that 
coaches and mentors regularly use so don’t be surprised if on occasion they ask you to change 
position and move to another chair somewhere else in the room! They are not going mad, they are 
just asking you to start looking at the issue under discussion from a different viewpoint.

There are three positions which are particularly useful for you to consider:  

• First position; in this position you are in your own body, looking out as if 
through your own eyes, seeing things from your point of view

• Second position; stepping into someone else’s shoes, imaging what it might 
be like to be them, looking at the world through their eyes

• Third position; taking a concerned observer’s view of events in which you are involved, 
being a ‘fly on the wall’, and accessing the view or comments of your ‘wiser’ self.

Using these positions will help you both to see things from a different set of perspectives, to gather new 
information and insights to bring to the issue being considered.  They can be useful to help you improve 
rapport as they enable you to check out the results of your strategy before actually enacting them.

Listening is just as important as talking!

Some will say that listening is automatic - it’s not!  It is a skill that must be learnt:

• Be interested!  You need to show you care about 
what your Mentor is saying to you, so don’t glaze

• It is useful to find an uninterrupted area free from 
distractions so conversation can flow freely

• Silence your own internal chatter. Let the 
other person finish what they are saying, wait 
for a reasonable amount of time at the end of 
their sentence before you start speaking

• Don’t jump in, give them time to 
finish what they are saying 

• Give them your full attention, maintain eye contact, 
use your body language to good effect; if you have 
to take notes to explain what you are doing, attribute 
it to the importance of what they are saying

• Stay focussed, don’t get defensive 
when receiving feedback

• Check back to ensure you have 
understood what has been said

• Learn how to summarise and structure 
your ideas to avoid wasting time

• Spend time examining other perspectives  
but don’t use it as an opportunity to go to war 
or to try and knock the Mentor down. Instead, 
learn how to ask them to help you to explore 
reasons why things may or may not work and 
the consequences of taking action or not

• Be aware of self and personal prejudices 
and making hasty judgements

• Relax, tension reduces the effectiveness 
of hearing and recall.

Active listening

Listening is an active verb and process, so it is important to learn how to say as little 
as possible and learn as much as you can in the shortest possible time.  

Remember the 7/11 Rule, in 7 seconds of contact 
with you, your Mentor will form 11 impressions of 
you and the service you deliver (and vice versa!). 
So, it is particularly important to spend time 
making sure you understand what is being said to 
you and equally that you are being understood.

Three different levels of listening are described below:

• Level 1 - partially listens to what is 
being said but attention is more focused 
on what their response will be

• Level 2 - listener really pays attention to 
the words, gives speaker full attention

• Level 3 - pays attention to words and all the 
other cues to gain deeper understanding.

You will doubtless recognise the  
different types of listener set out below:

• Sympathetic - ‘I know what you mean’

• Active - nods, says ‘go on’ or ‘yes and’

• Biased – interrupts, tries to finish your sentences

• Disregarding - doesn’t listen, attention elsewhere

• Subliminal - listens without hearing 
background noise, but ear attuned

• Affirmative - agrees with what you say 
and keeps conversation going
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The golden rules are:

• Purity of intention, so ask ‘why am I 
doing this?’ before you give it 

• Feedback must be specific, measurable, 
communicated assertively, so don’t start 
with an apology! Realistic and timely

• It takes time to get it right so don’t do it on the 
hop, think about what it is you really want to say

• Couch it in terms of observation and impact, e.g. ‘this 
is what I have noticed and this is the impact of it on 
me personally’ (remember you cannot take ownership 
for anyone else) e.g. ‘I have noticed you really listen to 
what I say’ before you respond and that means ‘I know 
you have considered my point of view and I never have 
to worry that anything will be missed inadvertently’

• Always seek permission first e.g. ‘may 
I give you some feedback?’

• Consider using a two-step strategy, starting with the 
positive area first then the area for improvement 
or future work (NB this is NOT weakness)

• Do NOT presume to tell the other person what 
they need to do next, remember you are not 
parenting them. They need time to consider 
what has been said and to examine its validity

• When receiving it, say thank you and nothing 
else. Pause and resist the temptation to go on 
the defensive and give an immediate response. 
Giving someone feedback means they are 
honouring you as a person, because it means 
that they have spent time thinking about 
you, and how you are impacting on them.

Feedback

It is said that feedback is the breakfast of 
champions. The challenge to us all is to give and  
receive it graciously. Feedback that is specific 
and given in an impartial, constructive 
way can help us to grow and develop.  

As a Mentee, you are there to ‘grow’ your 
skills just as they are there to learn from you. 
So make sure that you take the opportunity 
to both give and receive feedback.
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Section | 3 
Supporting Documents.

Mentee Profile 

Name ................................................................................................ 

Contact No .....................................................................................  

Job Title .......................................................................................... 

Station/Business Unit ............................................................... 

Line Manager .................................................................................

Key areas of responsibility: Briefly outline what your development needs are and what you 
would like to improve as a result of a Mentoring relationship:

For your mentoring to be judged as successful, what outcomes or 
measures might you want to achieve? (up to 3 key issues)

What particular skills, areas of knowledge, expertise or background would 
you wish your Mentor to have in order to support your development?  

(you might include level of seniority)
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Mentee Profile 

Does your Mentor need to have experience of: (please tick and specify)

It is preferable that your line manager supports this application and 
has discussed the mentoring opportunity with you.  

Line Managers

I support this application and have discussed and agreed the development needs and outcomes stated above.

Mentee Signature

Line Manager  
Signature

Date

Date

Please return this form to the HR and OD Team.

Details will be used solely for the purpose of the Mentoring Scheme.

Additional Reading

Background to coaching  
and mentoring 
It is suggested that the discipline of mentoring comes 
originally from Greek Mythology. Mentor (actually the 
goddess Athena in disguise), a character in Homer’s 
Odyssey, supports a young man called Telemachus to 
search for his father Odysseus. In the story Telemachus 
often appears to have the right intention but lacks 
judgement, often acting impetuously. Older and wiser, 
Mentor guides Telemachus, helping develop his skills  
of political awareness, gravitas, statesmanship and 
leadership, meaning that he can return to Ithaca and 
ascend to the throne in his father’s absence.  

Wanting to avoid creating a co-dependent relationship, 
Athena doesn’t reveal all her knowledge to Telemachus, 
instead choosing to assume the position of someone 
who has ‘been there and done that’, giving him only 
enough information to stimulate his curiosity. So, rather 
than directly answering all of his questions, she inspires 
him to go and find out more.  

She gives him enough leeway to make mistakes 
so that he can learn from the consequences 
of his actions through guided reflection.

Further Reading.

Beattie. M. (2007) 
Co-dependence No More Workbook 
Exercises for learning to stop controlling others and 
start caring for yourself. 
Hazleden 

Bolton. R. & Bolton. D.G. (1996)  
People Styles at Work… And Beyond: 
How to make bad relationships good and good 
relationships better. 
Amacom  

Clutterbuck. D., Ragins. B.R. (2002) 
Mentoring and Diversity: An International Perspective 
Butterworth Heinemann

Covey. S. (1989) 
7 Habits of Highly Effective People  
Simon & Schuster

Merlevede. P. E. & Bridoux. D. C. (2004) 
Mastering Mentoring and Coaching with Emotional 
Intelligence 
Crown House Publishing

O’Connor. J. ( 2001) 
NLP Workbook 
Thorsons

Starr. J. (2003) 
The Coaching Manual: The Definitive Guide to the 
Process and Skills of Personal Coaching 
Prentice Hall Business

People

Information

Other

Projects

Finance Resources

Operations
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