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Mentoring
Active Listening, Empathy, 

Feedback and negotiating conflict 



Counselling

Coaching

Mentoring

Supervising

Sponsorship

Consulting

Training

The various approaches to people development

Patronage

Teaching



In modern mentoring models (often described as 
developmental mentoring) the emphasis is on mentees 
finding their own solutions to challenges rather than 
straight advice-giving by the mentor.



“A mentor is not someone who walks ahead of us to 
show us how they did it. 

A mentor walks alongside us to show us what we can 
do” Simon Sinek



Think of an issue you’d like to be mentored 
on, for example

Ø Developing a skill e.g. networking, 
managing conflict, managing time 

Ø Solving a problem at work, or at home

Ø Applying for promotion

…..write it down



How do we help mentees find their own solutions ?





Active 
Listening 
skills

You hear their concerns, goals, 
values and beliefs about what is and 
is not possible

You distinguish between the words, the 
tone of voice, and the body language

You listen to what is being said, as well 
what is NOT being said 

You summarize, paraphrase, 
reiterate, and mirror back to ensure 
clarity and understanding



You encourage, accept, explore and reinforce 
the expression of feelings, perceptions, 
concerns and beliefs.

You allow the mentee to vent or “clear” the 
situation without judgment or attachment in 
order to move on to next steps.

Active 
Listening 
skills



Empathy plays an important role in 
our society’s ability to function, 
promoting a “sharing of 
experiences, needs, and 
desires between individuals.”

Helen Riess The Science of 
Empathy Journal of Patient 
Experience 2017 

Empathy is the backbone of connection



“I’ve learned that people will forget what you said, 
people will forget what you did, but people will never 

forget how you made them feel.” 
Maya Angelou 

American poet, singer, 
civil rights activist

(1928-2014)



What empathy is not

Ø Cure evangelism
Ø ’Hijacking’ someone’s story
Ø Pity
Ø Giving advice (when its not wanted)
Ø Cliches



What
exactly is 
Powerful 
Questioning?

It is the ability to ask questions that 
reveal the information needed for 
maximum benefit to the relationship and 
the other person.



Powerful 
Questioning

•Ask questions that reflect an understanding 
of the other person’s perspective.

•Ask questions that evoke discovery, insight, 
commitment or action (e.g., those that 
challenge assumptions).

•Ask open-ended questions that create 
greater clarity, possibility or new learning.

•Ask questions that move the other person 
toward what they desire, not questions that 
ask for the client to justify or look 
backward.



What kind of 
questions do 
you think get 
the best 
responses?

Open questions, what?, 
who?, how?, when?

01

Avoid why, and closed 
(yes/no) questions

02

03 Genuine curiosity is 
really important

A reminder: Why?’ questions can very frequently make someone defensive. 

There’s almost always an implied scepticism  in a why question: namely ‘Why did 
you do this not that?’ 



Introduction
to the 
GROW-S 
model

The GROW-S model is a framework 
that will help you structure an 
empowering conversation/mentor 
session/presentation



How does 
it work?

Goal - what do you want 
to happen?g

Reality - what is happening 
now?r

Options - what could you 
do?o

Will - what will you 
commit to doing?w

Support – who can help?
s



▪Take yourself forward to a 
point in time when your issue is 
resolved: What do you notice 
that shows you have achieved 
your goal?

▪What are you doing that shows 
you have achieved the goal?

▪How will you know you have 
achieved your goal? Is there a 
measurement you can use?

▪When do you want to have 
achieved this by?

Goal- what  do 
you want to  
happen?

Some sample 
questions



•What is going on right now that 
tells you have an issue here?

•What has worked/not worked?

•What might get in the way?

•What resources do you already 
have to help you get where you 
want to go (skills, support, 
personal qualities, funding 
etc.)?

R e a l i t y
- w h a t  i s  
h a p p e n i n g  n o w ?

Some Sample 
Questions



•What could you do to move yourself 
forward just one step right now?

•If you went to a friend what might 
they suggest? 

•If you were advising a friend with 
the same challenge what would you 
suggest?

•Write down your list of options and 
rate them in order of preference -
choose one option to start with.

Options
-what  could  
you do?

Some sample 
questions



▪List the actions you are going 
to take

▪When exactly are you going to 
do these things? (give a specific 
date and time and write it in a
diary)

▪Who can support you in this 
and who can hold you 
accountable?

▪Is there anything that could 
stop you? How will you 
overcome that?

▪How committed out of 10 are 
you to doing these things?

Will  - What 
will  you 
commit to 
doing?

Some Sample 
Questions



Support
needed to 
achieve your 
Goal?

What kind of support 
would you require to 
achieve your goals?

01
Who might be able 
to help?02

Have you worked with 
these people before and 
how well do you 
understand them?

03
What kind of 
relationship do 
you have with them?

04



It is NOT your role to provide answers

Your role is to help the mentee realise
what the answer is





PPCO is a thinking tool that is effective at giving people feedback in 
a way that supports creative thinking. 

Plusses: What is good about the idea/issue at hand?

Potentials: If the idea succeeds/the issue is resolved, what other 
benefits might result?

Concerns: Phrase your concerns as open ended questions that 
begin with the phrase How to. ‘How might you, how might we…’ In 
what ways might you, we…?

Overcoming Concerns: Brainstorm ideas for answering your 
concern.

The PPCO  originated in the early 1980’s by Diane Foucar-Szocki, Bill Shephard, and Roger Firestein

Constructive Feedback using PPCO



Let’s have a practice run



Part 2. Mentoring practice in groups of three (20 
minutes) 

Person 1. Mentee - you decide what issue/scenario that you 
would  like to coached on. You assume an interactive role by 
engaging with the coach and sharing information.

Person 2. Mentor – you use the GROW-S model to help the 
mentee make progress and you provide constructive and 
purposeful feedback.

Person 3 You observe the interaction between the mentor and 
the mentee. You observe the listening technique, questioning, 
observe the emotions expressed, body language and critique the 
mentoring/feedback at the end



Choose your own issue that you’d like to be mentored 
on
e.g. 
• You can’t manage all you have to do at work and home in the 

time you have
• You are finding it very difficult to manage one of the members 

of your team
• You are finding one particular aspect of your research 

methodology particularly difficult
• You have just taken on a new role but you feel like an imposter
• You feel as though your supervisor doesn’t listen to you and 

you’d like to have much greater influence with them



Have a go

It will be awkward before 
it is elegant



Mentors should prioritize active listening, posing open 
questions, supporting mentees to find their own solutions to 
challenges and providing constructive feedback  

At the first meeting, discuss and agree upon points outlined in 
the mentoring contract and keep checking back on your 
original contract

Ask your mentee to reflect on, and provide their (3) key take 
aways from the meeting – in the week following not straight 
away (you can give immediate feedback or can keep them to 
bridge to the next meeting)

Final words



Some common feedback mistakes

ØSpeaking out only when things are wrong.

ØProviding generic praise without specifics or an honest 
underpinning.

ØWaiting too long until performance or behavior is substantially 
below expectations before acting on it.

ØGiving negative feedback in public.



Some more common feedback mistakes/tips

ØCriticizing performance without giving suggestions for 
improvement.

ØNot conducting regular performance reviews.

ØGiving and receiving constructive feedback is a skill that needs to 
be practiced.

ØGetting confident in this, is essential to building good 
relationships with and motivating performance from your 
group/team.


