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 What is its purpose? 
This booklet has been produced to offer some key theories, research, and models
that you might find useful as a professional coach, as well as provide the key
information you will require for the knowledge test (as part of your Level 5
assessment process at the end of the programme). 

How is it organised? 
It is organised into 9 sections, reflecting the 9 different standards the Knowledge
Test will assess. There are summaries of all the key information required that will
provide a basis for your further research. There are also 15 questions set
throughout this booklet that will help you to engage with the information.  

How will it be used?
It will be used as a workbook during the apprenticeship, with your facilitator setting
questions from it, as post-session challenges. It can also be used by you as a revision
guide, prior to your knowledge test.

Purpose of the Multiple-Choice Knowledge Test

The Coaching Professional End Point Assessment consists of three components. One of
these components is the Multiple-choice Knowledge Test. 

The Multiple-choice Knowledge Test will assess your understanding of various areas of
the Coaching Professional Standard.

Format of the Multiple-Choice Knowledge Test
The Knowledge Test will last 90 minutes and consists of 40 questions. Each question will
have 4 possible options, 1 of which will be correct, and will be worth 1 mark each.

10 of the multiple-choice questions will be based on two given scenarios. There will be 5
questions per scenario. 

The Knowledge Test is a closed-book test and must be taken under exam conditions.
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Concrete experience (FEEL) – the learner performs an activity, or has an experience,
relating to the subject they will learn about.
Reflective observation (WATCH) – the learner reviews, or reflects on their concrete
experience, preferably in a systematic way to help them remember.
Abstract conceptualization (THINK) – the learner forms concrete conclusions
relating to their experience. It is also possible to tie these conclusions to certain
theories to better categorise them.
Active experimentation (DO) - having formed the conclusions, the learner can start
actively implementing them in their practice, to improve the outcomes of their activity
and simultaneously evaluate the results of their learning.

K1a) Theories of learning and reflective practice 

David Kolb’s learning styles model  
The main aim of the theory was to assist learners in transforming their experience into
knowledge. According to this model, there exist four main stages of learning; the
learning occurs as a cyclic process in which these four stages follow one another:

1.

2.

3.

4.

It is easy to see that the fourth stage overlaps with the first one; the process of learning
continues further. It is also evident that, according to this model, learning is a dynamic
process; knowledge is “continuously created and recreated”. Based on these four learning
stages, Kolb (2015) speaks of four learning styles, each of which focuses mainly on two
of the four stages. These styles are:
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Theories of learning and reflective practice (K1)
 

Theories of learning and reflective practice such as Kolb, Bloom’s, Schön, Gibbs, etc., and
basic schools of psychology and neuroscience, including linguistic interpretation and

application.
 

Accommodating (active
experimentation + concrete
experience): “feel and do.”
Individuals whose learning
style is accommodating
prefer dealing with down-to-
earth problems and practical
tasks, relying on their
instincts rather than analysis.

1.
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Assimilating (reflective observation + abstract conceptualization): “think and watch.”
These people prefer logical thinking and clarity and are good at synthesizing
information and framing it in a logical way.
Converging (abstract conceptualization + active experimentation): “think and do.”
Individuals who use this learning style are good at finding solutions to practical,
technical problems.
Diverging (concrete experience + reflective observation): “feel and watch.” Such people
tend to observe rather than act, accumulate information and provide theoretical
solutions.

1.

2.

3.

Coaching Professional Accreditation Programme



Honey and Mumford’s 4 Learning Styles
Honey and Mumford developed Kolb's model by focusing on how learning is used in
practice, particularly at work. They identified four new learning styles: Activist, Pragmatist,
Reflector, and Theorist – using terms that we might naturally pick to describe ourselves and
our colleagues.
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Activist. Activists are people
who learn best by doing. 

Theorist. Theorists are
people who learn best by
understanding the theory
behind why something is the
way it is. They need models,
concepts, and facts to be
able to learn effectively.

Pragmatist. Pragmatists
learn best when they can see 
how what they are learning can be put into practice in the real world. 

Reflector: Reflectors are people who learn best when they can observe others and think
about what they have just observed. They avoid jumping straight in and prefer to watch
first.

Coaching Professional Accreditation Programme



Bloom’s Taxonomy
Bloom’s model consists of six levels, with the three lower levels (knowledge,
comprehension, and application) being more basic than the higher levels (analysis,
evaluation, and creation). Some think of the levels as a stairway, in which learners are
encouraged to achieve a higher level of thinking. If a person has mastered a higher level,
then he or she is considered to 
have mastered the 
levels below 
that level.
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Assumptions. These are the underlying assumptions, values, and beliefs behind our
actions – the ‘Why’. 
Strategies. These are the concrete plans used by people to solve problems.
Results. These are the results (both intended and non-intended) of the actions that
were carried out. Has the problem been solved?

Argyris’s and Schön’s Theory of Double-Loop Learning, 1974
Schön created a model of mental maps that determine how organisations and separate
people act in various situations; these maps relate to the ways in which individuals plan,
carry out, and revise their actions. To explain this process, three key elements of the
decision-making process are employed. These elements are as follows:

1.

2.
3.

For Schön, learning is a continuous process that involves identifying and correcting
mistakes or solving problems. They differentiate between the single-loop and double-loop
learning models. 

Coaching Professional Accreditation Programme

In the single-loop model, an entity carries out actions and then evaluates their results
(REFLECTION IN ACTION). If the results are not satisfactory, the entity revises their
strategies to find others that would achieve their goals more effectively and carry out new
actions with new consequences. 
On the other hand, the double-loop model utilises REFLECTION ON ACTION. It employs the
whole cycle in the single-loop model, but also critically revises the underlying values, beliefs,
and assumptions behind them. Such challenges can lead to fundamental changes in the
person or place, and how and why decisions are made. 
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Gibbs’ Theory of Reflective Learning
Gibbs argues that it is important to reflect on one’s experience and activities, and that
doing so may have a positive effect on one’s performance. It may prove especially helpful
when used to analyse situations that do not go well and require substantial improvement.
Through such reflection, it is possible to find new ways to approach the situation and
enhance it. In addition, reflection provides an individual with a better chance to learn from
their previous experiences.

Coaching Professional Accreditation Programme

Description - describe the situation in detail.
Feelings – describe the feelings and emotions felt during the event.
Evaluation and analysis- objectively assess what happened and identify the
approaches that helped to address it, as well as the ones that were ineffective.
Conclusions- draw conclusions about the situation and consider other approaches
instead of the ineffective ones previously identified. (Sometimes this is two separate
steps, Analysis and Conclusions.)
Action plan– finally, outline a plan of actions based on the previous steps that could
be implemented in similar occurrences in the future.

This reflection can be carried out in a five-step cycle:

1.
2.
3.

4.

5.

Following these steps,
it is possible to
usefully reflect on a
situation that took
place in the past and
learn from it to better
address similar
circumstances that
may arise in the
future.
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Question 1
Identify 2 theories of learning and reflective practice and explain how they might be
useful when coaching someone you work with. 
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K1b) Basic schools of psychology and neuroscience.

Structuralism in Psychology: Created and led by William Wundt. It focuses on the
structure of the mind and its impact on, for example, perception and sensation. Its
methods focus on internal behaviour i.e. examining and becoming aware of one’s own
consciousness, feelings and emotions. 

Functionalism in Psychology: In reaction to this, William James led the development of
Functionalism. It focuses on the function of the mind, analysing “why and how” the mind
functions in the way it does. Its methods focus on applications, with the help of mental
testing and behavioural methods.

Behaviourism in Psychology: Behaviourism, also known as behavioural psychology,
developed from Functionalism and is a theory of learning, which states that all behaviours
are learned through interaction with the environment through a process called
conditioning. A person’s history may ensure conditioning is reinforced (or challenged).
Therefore, when born our minds are a ‘blank slate.’ 

Gestalt Psychology: While followers of structuralism were interested in breaking down
psychological matters into their smallest possible parts, the Gestalt psychologists wanted
instead to look at the totality of the mind and behaviour. Gestalt therapy is based on the
idea that our overall perception depends on the interaction between many factors,
including our past experiences, current environment, thoughts, feelings, and needs.

Positive Psychology: It studies what makes life worth living. Positive psychologists have
suggested several factors may contribute to happiness and subjective well-being. For
example, social ties with a spouse, family, friends, colleagues, and wider networks;
membership in clubs or social organizations; physical exercise, and the practice of
meditation. Spirituality can also be considered a factor that leads to increased individual
happiness and well-being. 

Cognitive Psychology: It is the scientific study of the mind as an information processor.
Cognitive processing can often be affected by schemas (a mental framework of beliefs and
expectations developed from experience that helps us organise and interpret information).
Schemas help us to interpret incoming information quickly and effectively, preventing us
from becoming overwhelmed. However, it can also lead to distortion of this information, as
we select and interpret environmental stimuli using schemas that might not be relevant.

Psychoanalysis: It is a method of explaining and treating mental and emotional problems
where the patient talks about their dreams, feelings, and especially memories.
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The brain is the body’s most complex organ.
Neurons communicate using both electrical and chemical signals.
Genetically determined circuits are the foundation of the nervous system.
Life experiences change the nervous system (neuroplasticity means we continually
change – for example, alter our mindsets and improve our memories through
deliberate practice).
Intelligence arises as the brain reasons, plans, and solves problems.
The brain makes it possible to communicate knowledge through language.
The human brain endows us with a natural curiosity to understand how the world
works.
Fundamental discoveries promote healthy living and treatment of disease

Humanist Psychology: Humanistic, humanism and humanist are terms in psychology
relating to an approach that studies the whole person and the uniqueness of everyone.
Essentially, these terms refer to the same approach in psychology. “Humanistic psychology
is a perspective that emphasizes looking at the whole person, and the uniqueness of
everyone.” Led by people like Maslow, Humanism rejected the assumptions of the
behaviourist perspective which is characterized as deterministic, focused on reinforcement
of stimulus-response behaviour and heavily dependent on animal research.

Basic Neuroscience: Neuroscience is the study of the brain. The brain is, perhaps, the
most complicated and intricate system that exists – it processes and creates almost every
aspect of our conscious experience. Over the years, neuroscientists have attempted to
clarify the complications and smooth out the intricacies of the brain to better understand it,
and as a result, better understand ourselves. Neuroscience’s basic principles are below.

1.
2.
3.
4.

5.
6.
7.

8.

“Pushing ourselves past our boundaries of limitation and extreme, sometimes to something
that knocks off our comfort zone, it creates new neuro-pathways with our brain, we
become smarter, wiser, more clarity, our life becomes more fulfilling. Only because we have
a totally new experience. We get a new brain with that. Neuroplasticity ” Angie Karan.
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Question 2 
Identify 2 areas of psychology and explain how they might be useful when coaching
someone with work with. 
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Theories of emotional and social intelligence (K2)
 

The theories of emotional and social intelligence, such as Goleman and Salovey & Mayer,
and application of the theories to understanding self.

 
 

That while traditional leadership qualities, e.g., intelligence, technical skills, vision etc.
were essential ‘entry-tickets’ to good leadership, the most effective leaders also
displayed a high degree of emotional intelligence;

Emotional intelligence i.e., the ability to work well with others and effectively lead change
was twice as important in determining 
outstanding performance as technical 
skills and cognitive abilities (analytical 
reasoning);

K2) 4 Domains of Emotional Intelligence

In his research, Goleman analysed the relationship between outstanding performance
(defined by measurable business results) and emotional intelligence. He tried to
understand what separated successful leaders from ‘truly effective leaders’. Goleman’s
research found a clear link between an organisation’s business results and emotional
intelligence, and showed:

1.

2.

3. This difference became more
pronounced the higher up in the
organisation people were – in senior
leaders, emotional intelligence
accounted for 90% of the difference
in the profiles of outstanding vs.
average performers.

Self- Awareness 
• Emotional self-awareness 
• Accurate self-assessment 
• Self-confidence 

John Mayer, a psychologist at the University of New Hampshire was one of the first to study
Emotional Intelligence.  He said that self-awareness is being “aware of both our mood and
our thoughts about mood.” Emotional Intelligence is also explained by Goleman (2002) as
the ability to read and understand your emotions as well as recognize their impact on
others. It can simply be put that self-awareness is a basic understanding of how we feel and
why we feel that way. The more we are aware of our feelings the easier they are to manage
and dictate how we might respond to others. 
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Sense the emotion (feeling) 
Acknowledge the feeling 
Identify more facts 
Accept the feeling 
Reflect on why the emotion is showing up in that moment. Notice what other feelings
are present or came before it. Ask yourself what its purpose might be, what it is
communicating, demonstrating, or trying to teach you. 
Act – discuss your thoughts and feelings and take appropriate action, if needed. 
Reflect on the usefulness of the response and what lesson you would like to take away. 

Emotional self-control 
Transparency 
Adaptability 

Empathy
Organisational awareness 
Service 

Emotional awareness is the result of this sequence: 
1.
2.
3.
4.
5.

6.
7.

Self-Management 

Self-Management, or self-regulation, can be defined as the ability to manage one’s actions,
thoughts, and feelings in flexible ways to get the desired results. Optimal self-regulation
contributes to a sense of well-being, a sense of self-efficacy or confidence, and a sense of
connectedness to others. The goal is for a self-regulating individual to be able to take his or
her emotional responses as cues for both action and coping effectively in relationships. It is
important to understand self-awareness first for this to be possible. Emotions can swamp
the brain causing feelings of frustration and overwhelming thoughts. This is due to what
Goleman (1995) calls an “amygdala hijack”. The amygdala is the area in the brain that is the
centre for emotions and emotional behaviour. This area of the brain goes into overdrive
causing high activity causing us to focus and obsess about whatever is causing our distress. 
It makes it difficult to be able to think about anything else. 

For example; you are working with your fellow teen leaders on planning an upcoming camp.
However, another counsellor takes credit for your idea when sharing it with the group. You are so
focused on the unfairness of this that you miss what was said in the rest of the planning session.

The goal of self-management is to be able to recognize these feelings as a hijack and bring
the brain back to mental clarity and concentration to the task at hand. It is important to
learn strategies to allow your brain to do this before responding to the negative emotions

Social Awareness 

Achievement 
Initiative 
Optimism  

Coaching Professional Accreditation Programme
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Inspirational leadership 
Influence 
Developing others 
Change catalyst 

Social Awareness is the ability to accurately notice the emotions of others and “read”
situations appropriately. It is about sensing what other people are thinking and feeling to
be able to take their perspective using your capacity for empathy. 

Goleman explains, our ability actually comes from neurons in an extended circuitry
connected to the amygdala. They read another person’s face, voice, etc. for emotion and
help direct us on how we should speak to them. 

“Empathy refers to the cognitive and emotional processes that bind people together in
various kinds of relationships that permit sharing experiences as well as an understanding
of others” (Eslinger, 2007). 

Our brains take note of how the other person responded and the amygdala and connected
circuits keep us in an interpersonal loop of emotional connection. In order to do this, we
must have already become aware of the emotions of others around us and the
circumstances that impacted them. Social awareness is all about noticing the person in the
room that is frustrated by the task at hand and responding in a way that can prevent
further negative emotions.

Empathy is not sympathy. Empathy takes other people’s feelings into thoughtful
consideration and then we can make an intelligent decision in response to those feelings.
Strong empathy skills also help us get along better with others who see things differently
from us. Careful listening with empathy can help avoid these misunderstandings.

Relationship Management 

This is the ability to take one’s own emotions, the emotions of others, and the context to
manage social interactions successfully. This quadrant pulls together the other 3
dimensions and creates the final product – relationship management. Often if we have the
other three dimensions figured out, this will flow more naturally. This can be known as
“friendliness with a purpose” or getting desired responses when working with others. This
can vary depending on the situation and is why this dimension actually has 7 competencies
that have to do with relationships. 

Relationship management can be used to influence those around us to make good
decisions. We can sense other’s reactions to the situation and fine-tune our response to 

Conflict management 
Building bonds 
Teamwork and collaboration 
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move the interaction in a positive direction. It is critical that this is a genuine attempt to
help everyone reach the best possible outcome and not become an act of manipulation for
self-interest. 

Another example of relationship management is dealing specifically with conflicts of others.
Those strong in this area can see that conflict is forming and take steps to move others
away from this in a more positive interaction. Listening and empathizing are critical skills to
deal with these difficult conversations.

10% of conflict is due to the difference in opinion and 90% is due to the delivery and tone
of voice.

Relationship management can also be working with collaboration and teamwork of others -
using all these skills from the earlier three dimensions in order to steer the group towards
their goals. All teams are a collection of individuals and yet once together they can take on
the emotions of others, so it is important to keep emotions positive.

Question 3 
Using this model, reflect on your own emotional intelligence or someone you are
coaching.

Answer box continues to next page 
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Diversity and inclusion and bias theory and the theory of self-
actualisation (K3)

 

Diversity and inclusion and bias theory, including personality type theories, such as
preferences for introversion vs extroversion, integrity, ontology and human values and how

they impact behaviour and organisations. The theories of self-actualisation, such as
Maslow’s Hierarchy of Needs and Herzberg’s Motivational Theory.

 

Beauty bias – we tend to think that the most handsome individual will be the most
successful. This can also play out in terms of other physical attributes a person may
have.
Affinity bias – occurs when we see someone we feel we have an affinity with e.g. we
attended the same college, grew up in the same town, support the same football club
or they remind us of someone we know and like.
Halo effect – when we see one great thing about a person and we let the halo glow of
that significant thing affect our opinions of everything else about that person.
Horns effect – the direct opposite of the Halo effect. This is when we see one bad
thing about a person and we let it cloud our opinions of their other attributes.

It used to be regarded as unusual, conscious and intentional — however, it is now
considered normal, unconscious and largely unintentional. However, it can potentially exert
a powerful influence on how we interact with other people, including in our coaching
practice. Unconscious bias is not limited to the protected characteristics in the equality
legislation but extends to physical attributes, weight, social groups etc. No matter how
open-minded we might like to think we are, we are all affected by unconscious bias. These
biases develop over the course of our lives because of the influences of our family and
friends, our personal experiences, our cultural background, and external influences such as
the media. Our senses gather some 11 million bits of information every second, but the
human brain is only aware of about 50 of them. Therefore, our minds are constantly
processing and sifting vast amounts of information looking for patterns – for the most part
without our conscious awareness. Research suggests that we usually instinctively
categorise people and things using easily observed criteria such as age, weight, skin colour
and gender. But we also classify people according to educational level, disability, sexuality,
accent, social status, and job title — automatically assigning traits to anyone we
subconsciously put into these groups.

There are 9 different types of unconscious bias including:

K3a) Bias Theory

Quite simply bias is: “Prejudice in favour of or against one thing, person or group compared
with another, usually in a way considered to be unfair.”
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Similarity bias – naturally we want to surround ourselves with people we feel are
similar to us and therefore we prefer to work more with people who are like us.
Confirmation bias – when we make a judgment about another person, we
subconsciously look for evidence to back up our own opinions of that person, because
we want to believe that we are right and have made the right assessment of that
person.

Question 4 
Reflecting on diversity and the concept of unconscious bias, how might this inform your
role as a professional coach?
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Please watch this video:
Jung's Theory of Personality - Simplest Explanation Ever - Bing video

Type A and Type B personality theory (also known as the “Jacob Goldsmith
theory”)

Type A
The theory describes a Type A individual as ambitious, aggressive, business-like, controlling,
highly competitive, impatient, preoccupied with his or her status, time-conscious, and tightly
wound. People with Type A personalities are often high achieving “workaholics” who multi-task,
push themselves with deadlines, and hate both delays and ambivalence. In his 1996 book,
Type A Behaviour: Its Diagnosis and Treatment, Friedman suggests that Type A behaviour is
expressed in three major symptoms: free-floating hostility, which can be triggered by even
minor incidents; time urgency and impatience, which causes irritation and exasperation; and a
competitive drive, which causes stress and an achievement-driven mentality. The first of these
symptoms is believed to be covert and therefore less observable, while the other two are more
overt.

Type B
The theory describes Type B individuals as a perfect contrast to those with Type A
personalities. People with Type B personalities are generally patient, relaxed, easy-going, and at
times lacking an overriding sense of urgency. Because of these characteristics, Type B
individuals are often described as apathetic and disengaged by individuals with Type A or other
personality types.
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K3b) Personality Theories  

Jung’s Personality Theory
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Five Factor Modle of Personaility

Eysenck’s Personality Theory
Eysenck (1952, 1967, 1982) proposed a theory of personality based on biological
factors, arguing that individuals inherit a type of nervous system that affects their
ability to learn and adapt to the environment.
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Psychoticism/
normality: Eysenck
(1966) later added a
third trait/dimension -
Psychoticism – e.g.,
lacking in empathy, cruel,
a loner, aggressive and
troublesome. This has
been related to elevated
levels of testosterone.
The higher the
testosterone, the higher
the level of psychoticism,
with low levels related to
more normal balanced
behaviour.

Allport’s Personality Trait Theory
Under the Gordon Allport personality trait theory, it is proposed that an individual
will possess certain personality traits and that these traits form a partial foundation
for their behaviour. A trait is a specific way of behaving - it is an identifiable
characteristic or habit. For example, some people are introverts, while others are
extroverts. Many people find themselves somewhere between the two extremes.
Where the person falls on this continuum is based on how they respond to specific
contextual situations. Unlike the other proposed personality trait theories, Allport
suggests that the traits people have can be organized into three levels of hierarchy.
He refers to them as cardinal traits, central traits, and secondary traits:

Cardinal traits - are the highly generalized disposition of a person. They are so
pervasive and influential that they touch almost every aspect of a person’s life.
Allport described it as a ruling passion, a powerful force that dominates behaviour.
Nearly all actions of people are traced to them. Mahatma Gandhi’s Nonviolence is an
example of cardinal traits. 
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Central traits - also characterize an individual’s behaviour but not to the extent
cardinal traits do. They are less pervasive in effect but still form a quite generalised
disposition. These traits are the ones written in a letter of recommendation or
testimonials. Allport believed that individuals have less than 10 or 12 central traits.
Allport’s examples are positivity, proactiveness and good humour. 

Secondary traits- Secondary traits are the less generalized, less influential traits of
an individual and affect a narrow range of situations. These traits may be so
inconspicuous or weak that only a close friend would notice evidence of them. They
represent traits, such as, ‘likes sour candy’ or ‘prefers foreign cars’.

What is the difference between Trait Theory and Type Theory?

Trait Theory: Trait theory emphasizes the significance of human traits (e.g.
openness to change) in the study of human personality. 
Type Theory: Type theory emphasizes the significance of a distinct type of
personality.

Question 5 
Identify 1 personality type from one of the theories and explain how you might adapt
your practice and approach as a professional coach?

Answer box continues to next page 
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K3c) Ontological coaching

The term ontological coaching literally means “Way of Being” coaching. It is a method of
coaching that addresses how someone operates as a complete human being at a deep
level. 

The reason that ontological coaching is so powerful and transformational is that it focuses
on shifting the “observer that you are” as a human being. It is at the deeper level of

Coaching Professional Accreditation Programme

how we observe/perceive – and
thus create and generate – reality
that creates the potential for a
deep transformation of you and
your life. This can lead to powerful
action taken by you, to achieve the
lasting results you desire as a
client. So how we look at the world
is what creates the possibilities of
seeing different perspectives,
which informs the actions that are
available to you, to get the results
you truly desire to achieve. 

Question 6 
Identify 1 personality type from one of the theories and explain how you might adapt
your practice and approach as a professional coach?

Answer box continues to next page 
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K3d) The theory of self-actualisation

Maslow’s Hierarchy of Needs is a motivational theory in psychology comprising a five-
tier model of human needs, often depicted as hierarchical levels within a pyramid. Needs
lower down in the hierarchy must be satisfied before individuals can attend to the needs
higher up.
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K3e) Motivational Theories 

Herzberg’s Motivation Theory model, or Two Factor Theory, argues that there are two
factors that an organization can adjust to influence motivation in the workplace. These
factors are:

Motivators - which can
encourage employees to
work harder.
Hygiene factors - these
won’t encourage employees
to work harder but they will
cause them to become
unmotivated if they are not
present.
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Make sure the employee has the tools and time
Assign an employee that already has or will gain useful skills
Be available to provide support and encouragement

Be clear about what the reward is and how to achieve it
Give staff an outcome they value so they can trust that their effort is important
Be open about how rewards are allocated

-1 Avoiding the outcome/reward
 0 Apathetic about the outcome/reward
+1 Desiring the outcome/reward

Vroom’s Expectancy Theory
This theory works on the assumption that people will choose to maximise pleasure and
minimise pain. This means that people will behave in a way that results in the best outcome
or reward.
The theory is dependent on the idea that the more an employee values the outcome, the
more motivated they will be to achieve it. The more effort they put in to succeed, the more
certain they are of getting that satisfying reward.
To make the connection between motivation, effort and performance, Expectancy Theory
has three variables: Expectancy, Instrumentality and Valence

These are all links in the chain of motivation - if one of these links is weak, then your
employee will not be motivated, so you would need to find the problem and resolve it to
achieve the outcome.

Expectancy (E): If an employee puts in the effort, they expect a certain result. If they do
not get that result, they will not be motivated to make the effort again and so will not be
satisfied with the outcome. How can managers help employees get the results they expect?

Instrumentality (I): Your employee might make the effort and get the expected result but
if they do not believe that the result is instrumental in getting the reward, they will not be
motivated. And so the outcome is not achieved and your employee is not satisfied.
It is important to note though, that the reward might not always be what the employee
expected at first. How can managers help employees understand that the result is
instrumental in getting a satisfactory outcome?

Valence (V): Valence is how much the outcome is valued, if at all. The more an employee
values a certain reward, the more satisfied they will be with their efforts. A reward doesn’t
have to be a grand gesture, it just has to be meaningful to the employee - whether that’s a
bonus, extra time off or simply a bit of recognition. The Valence can be categorised by:
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The Valance can only be motivating if the employee would prefer to have the
outcome/reward. Say an employee makes the effort, gets the expected result and believes
that the result is instrumental in achieving the outcome. But if the value of the reward
doesn’t appeal to them - if they aren’t satisfied with the outcome - the employee will not be
motivated

It’s important to make it clear to your employee that their effort will have a satisfying
outcome or reward that they value. This establishes trust and paves the way for the rest of
the chain of motivation to succeed. 
So, the chain (or equation) of Vroom’s Expectancy Theory is as follows:

Motivational Force (MF) = Expectancy (E) x Instrumentality (I) x Valence (V)
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McClelland’s Needs Theory
People are primarily motivated by one of 3 drivers (see below). 
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Question 7 
What motivates you? What theory, skills and strategies could a coach use to motivate
you considering this information?
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The theory of organisational culture (and values) and leadership
styles (K5)

 

The theory of organisational culture (and values) and leadership styles, and the impact
these can have on individuals and their behaviour.

 
 

K5a) The theory of organisational culture and values 

Culture Iceberg Model
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Artifacts of
Organisational
Culture

Shared Values &
Shared Assumptions

Elements of Organisational Culture 

Mission
Purpose
Values
Strategic Objectives
Stories and Legends
Goals

Assumptions
Old Ways of Doing
Things
Office Politics
Negativity 
Personal Values
Conflict
Fear
Internal Competition  



2. Values
A deeper level to the superficial
artifacts that contribute to the
organisational culture is the
values of the company, the
individuals that work there and
the coherent alignment of those
values. How employees react to
situations and problems will
shape the culture. What people
think matters a lot for the
organisation. The mindset of the
individual associated with any
organisation influences the
culture of the workplace.
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3. Assumed Values
The third level is the assumed values 
of the employees that can’t be measured but 
do make a difference to the culture of the organisation. 
There are certain beliefs and facts that stay hidden but do affect the culture of the
organisation. The inner aspects of human nature come under the third level of 
organisational culture. The organisation follows certain practices that are not discussed
often but understood on its own. Such rules form the third level of the organisational
culture.

Organisational Culture
Ultimately, Schein stressed that cultures are not adopted by organisations in one day.
Rather, they are formed through the course of time as employees undergo various changes
whilst adapting to their external environment and solving problems. The culture of the
workplace is formed as employees gain from their past experiences and put such learning
into practice.

Schein's Three Level of Organisational Culture

1. Artefacts
The first level is the characteristics of the organisation that can be easily viewed, heard and
felt by individuals which are collectively known as artefacts. For instance, the dress code of
employees, office furniture, facilities, behaviours of the employees, mission and vision of
the organisation all come under artefacts and go a long way in deciding the culture of the
workplace. 

BEHAVIOUR AND ARTIFACTS 

BASIC 
ASSUMPTION 

tacit suppositions of
organisational

culture 

ESPOUSED VALES 

visible manifestations of 
organisational culture  

formalised statements of
organisational culture 
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Hofstede’s 6 Dimensions that influence Culture

Power is concentrated in the center of
the organisation. 
Decisions can be made quickly as so
few people are involved in making
them. 
Managers are judged by results rather
than the means used to obtain them.
Autocratic leadership and hierarchical
structures are features of
organisations with a power culture. 
Motivational methods are likely to
focus on financial incentives and
bonuses to reward exceptional
performance.

Power Culture
Associated with autocratic leadership. 

Staff operate within the rules and
show little creativity. 
The structure of the organisation is
well-defined, and each individual has
clear delegated authority. 
Power and influence come from a
person’s position within the
organisation. 
Decision-making is often slow and
risk-taking is frowned upon. 
Tall hierarchical structures are used
in organisations with a powerful role
culture.

Role culture 
Associated with bureaucratic
organisations.

Such teams often develop a distinctive
culture because they have been
empowered to take decisions. 
Team members are encouraged to be
creative and there may be a strong
team spirit which can lead to a very
motivating environment (meeting
workers’ intrinsic needs).

Task Culture
Groups are formed to solve problems and
communicate.

There is no emphasis on teamwork as
everyone is focused on their own
tasks and projects. 
This type of culture can be found in a
scientific research environment or in
professional partnerships (say,
lawyers and architects). 
Individuals who thrive in this type of
environment will often find it difficult
to work effectively in a more
structured organisation.

Person Culture
There may be some conflict between
individual goals and those of the whole
organisation, but this is the most creative
type of culture.
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Handy’s types of Organisational Culture
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Johnson and Scholes Cultural Web
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Robert Dilt’s NLP Logical Levels: 
Why are some changes so much easier to achieve than others? And once achieved, why do
they last longer? Whether on a personal or organisational level, it is all to do with the logical
level on which you are trying to make the change. Below are the six levels of thinking or
situation: 



Page 41Coaching Professional Accreditation Programme

Question 8  
Referring to at least 2 models above, what impact can an organisation’s culture have on
individuals you coach and their behavior?



K5b) Leadership Styles

Hersey and Blanchard 4 Leadership Styles:

Telling/ Directing: This type of leader tends to tell their direct reports what to do and how
the task needs to be completed with specificity.

Selling/ Coaching: This leader engages in a back-and-forth interaction between the
leaders in their group and the followers. The ideas are sold to the group as a way to get the
entire team to “buy-in” for the process which needs to be completed.

Participating: This type 
of leader offers less 
direction to their direct 
reports, allowing the 
individuals on their team 
to take on an active 
problem-solving role. 
These leaders help the 
team to brainstorm ideas, 
make their own decisions, 
and oversee the process 
to ensure its completion.

Delegating: This leader 
takes a hands-off 
approach to their direct 
reports. Members of the 
team are generally asked 
to make a majority of the 
decisions and are 
responsible for the 
outcomes that occur. The 
role of the leader is to take 
tasks that are given and then distribute them to appropriate team members.

The Hersey-Blanchard situational leadership theory suggests that there is a fifth type of
leader: one that can adapt their style based on the situation that they encounter. 
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Goleman’s six leadership styles

Motivates people
towards a new vision

"Try this"

Collaboration, team
leadership,
communication 

Democratic

Commanding

Pacesetting

Developing people for
the future

Forges consensus
through participation 

Creates harmony and
builds emotional
bonds 

Demands immediate
compliance 

Sets high standards for
performance 

Self-confidence,
empathy, charge
catalyst

Drive to achieve,
initiative, self-
control

Developing others,
self-awareness,
empathy

Empathy, building
relationships,
communication

Conscientiousness,
drive to achieve,
initiative

"Come with me"

"What do you
think?"

"Do what I tell
you"

"People come
first"

"Do as I do now!"

Visionary

Affiliative

Coaching



Lewin’s 3 leadership styles
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Servant leadership seeks to move management and personnel interaction away from
controlling activities and toward a synergistic relationship.
The authority figure in servant leadership environments attempts to promote
innovation, empower employees, and assure the well-being of those around them.
Servant leadership also aims to develop leadership qualities in others.
This leadership style requires an individual to demonstrate characteristics such as
empathy, listening, stewardship, and commitment to the personal growth of others.

Servant, Transactional and Transformational Leadership styles

Servant Leadership

Transactional vs Transformational Leadership  



Contingency theory of Leadership

The overlying viewpoint of the contingency theory of leadership is that effective leadership
is contingent on the situation, task and people involved. Different leaders, each with their
own leadership style, will respond differently to a myriad of factors in the workplace

Situational Leadership 

It is a flexible, adaptable leadership approach that determines whether a leader is more
directive or supportive based on their followers’ individualised needs. For instance,
business owners, executives, and managers who practice this leadership model shift their
management style based on a person’s development. 
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Question 9
How could coaching be used to develop colleagues’ leadership?

Answer box continues to next page 
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Coaching theory (K6)
 

Coaching theory, including maintaining good practice coaching protocols and a code of
conduct within the coaching process (including "unconditional positive regard", non-

judgmentalism and non- directiveness).
 
 
 

Attention: listening with palpable respect and genuine interest, and without
interruption 
Equality: treating each other as thinking peers; giving equal turns and attention;
keeping boundaries and agreements 
Ease: offering freedom from internal rush or urgency 
Appreciation: practicing a 5:1 ratio of appreciation to challenge 
Encouragement: giving the courage to go to the cutting edge of ideas by moving
beyond the internal competition 
Feelings: allowing sufficient emotional release to restore thinking 
Information: supplying the facts; recognising social context; dismantling denial
Difference: welcoming diverse group identities and diversity of thinking 
Incisive Questions: removing untrue assumptions that limit our ability to think for
ourselves well 
Place: creating a physical environment that says back to people, ‘You matter.'

K6a) Coaching theory, processes and models

Kline’s 10 areas of a great Thinking Environment

1.

2.

3.
4.
5.

6.
7.
8.
9.

10.
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Gestalt’s Cycle of Experience 

1. Sensation

7. Withdrawal  

Experiencing and
acknowledging a physical or
emotional need
Opposite: Avoiding or denying
need

Exploring and understanding the need
Opposite: minimising

The need to act is acknowledged
Opposite: Person interrupts themselves,
often seeks more information, more
reassurance 

Chose and implement 
appropriate action 
Opposite: Projection; seeing in
others what you don't see in yourself 

Seeing, hearing, sensing, moment
by moment experience 
Opposite: Never expressing 
how you feel

Savouring experiences, learning 
Opposite: being a spectator, not 
living it now

Acknowledging endings, staying
in the moment, not regretting
Opposite: staying too close and
dependenton a group, individual or
past experience  

2. Awareness

3. Mobilisation 

4. Action            

5. Final Contact 

6. Satisfaction  

GROW, CLEAR, OSKAR and CIGAR (plus COACH and STEER) models



Drama Triangle 
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aggressive 
angry 
Judgemental 

Persecutor
over-helpful
Self-sacrificing
needs to be
needed

Rescuer

downtrodden
helpless
complains of
unmet needs

Victim



Appreciative Inquiry Model

Page 51Coaching Professional Accreditation Programme

SMART goal setting

ABCDE Model



How? What? When? Where? Who Specifically?
Who Says? According to Whom?
Everybody? Always? Never? Nobody? Nothing?
All? No one?

NLP’s Meta-Model (delete, distort and generalise)

The meta-model was developed by Richard Bandler and John Grinder based on the
questions used by the therapists they originally modelled.
There are three processes that occur when we speak 1) We delete information 2) we distort
information, i.e., we make untested assumptions and we 3) generalise, i.e., we assume
because something has happened once or twice it will always happen.
Meta Model questions are basically a brutally simple questioning technique, which prompts
the clients to explore and clarify their mental maps; recovering and confronting information
they may be avoiding or forgetting and re-checking their assumptions and generalisations. 
Typical questions in the Meta Model are:
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Question 10 
Create your own coaching model.

Answer box continues to next page 
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K6b) Unconditional positive regard 

It refers to accepting and supporting another exactly as they are, without evaluating or
judging them. At the heart of the concept is the belief that every person has the personal
resources within to help themselves if they are offered the environment of acceptance to
foster their own recognition of this.



Matching and Mirroring

The mirroring and matching technique is
one of the most effective ways to build

rapport with strangers, new contacts and
potential clients. As we all know, building
rapport is one of the most critical aspects

to enhance relationships and sales. 
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K7a) Methods of Communication

      Communication Pie

Methods of communication and theories of relationship
management (K7)

 

Methods of communication including verbal / non-verbal / building rapport / matching and
mirroring. Listening skills, including levels of listening. Theories of relationship

management, including transactional analysis, power dynamics, and stakeholder
management theories.

 



Internal
Listening

Listen to speak

Level 1

Focused
Listening

Listen to understand 

Level 2 

Global
Listening

Listen to learn 

Level 3 Which level are you on?
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K7b) Listening Levels

Question 11 
Why is listening such a fundamental skill for professional coaches? How well do you
listen?



K7c) Theories of Relationship Management 

Transactional Analysis Model, Ego states

The model helps to explain in simple terms why we think, feel and behave in the way we do.

Parent Ego State
Authoritative
Condescending
Talking Down 

Adult Ego State
Fact-Based
Without Emotion
Sending and Receiving 
No Authority or Helplessness 

Child Ego State
Defensive
Emotional
Helpless
Entrenched

P

A

C
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Power dynamics Model, Raven and French

Coercion

Rewards

LegitimacyReferent

Expertise 

POWER

Coercive power:
 Comes from the belief that a

person can punish others for non-
compliance 

Reward power:
Results for one persons ability

to compensate another for
compliance 

Legitimate power:
Comes from the belief that a

person has the formal right to
make demands and to expect

compliance and obedience from
others 

Expert power:
Is based on a person's

superior skill and knowledge 

Referent power:
Is the result of a person's
perceived attractiveness,
worthiness and right to

respect from others 



K7d) Stakeholder Management Model

The model helps to explain in simple terms why we think, feel and behave in the way we do.
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Question 12
Using these two models, as a professional coach how would you interact with your
coachee and why?
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K8a) Increasing self-awareness: The Johari Window

The Johari window is a technique designed to help people better understand their
relationship with themselves and others. It was created by psychologists Joseph Luft and
Harrington Ingham.

Theories of increasing self-awareness and types of feedback (K8)
 

Theories of increasing self-awareness such as the Johari Window and the journey from
unconscious incompetence to unconscious competence, and types of feedback.
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K8b) The 4-stage journey from unconscious incompetence to unconscious
competence

Unconscious
Competence 

Performing the scale becomes
automatic 

Unconscious
Incompetence 

You are unaware of the skill and your
lack of proficiency 

Conscious
Incompetence 

You are aware of the skill but not yet
proficient 

Conscious 
Competence 

You are able to use a skill but only with
effort 



K8c) Various models and types of feedback

STAR model of Feedback
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SBI Model of Feedback

Situation - described the situation where the behaviour occurred
Task - described the task the employee performed 
Action - describe the action the employee chose in the situation
Result - describe the outcome that occurred as a result of the action  

S
T
A
R

If it is constructive feedback add an additional AR 

Alternative action - suggest an alternative action the employer
could have chosen in this situation
Alternative result - described the likely outcome that would have
occurred as an alternative result of the ultimate action

A

R

Setting and circumstances:
when and where 

What I saw you do and/ or heard you say 

The impact of your behaviour on me, others,
and/or the task
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Pendleton’s 4-Part Method of Feedback

Ask trainee what they thought was good 

Tell trainee what you thought was good

Ask trainee what they need to change

Tell trainee what they need to change 

(elicits insight and critical reflection)

(introduces reinforces (unaware) good practice)

(developed critical reflection and service improvement; encourages
trainee responsibility

(teaches improved practice; maintains patient care; is training)

360 Degree Feedback

Manager

Peers

TeamCustomers

Other 
Peers 

SELF

The process through
which feedback from an
employee's
subordinates,
colleagues, and
supervisor(s), as well as
a self-evaluation by the
employee themselves is
gathered.
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Barriers to effective Feedback

Lack of advice on how to improve behaviour

A lack of respect for the source of feedback

Fear of upsetting colleagues

Fear of damaging professional relationships

Defensive behaviour/ resistance when receiving feedback

Physical barriers: noise, or improper time, place or space

Personal agendas 

Lack of confidence

Question 13 
Select a self-awareness or feedback model and explain how you might use it as a
professional coach.

Answer box continues to next page 
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A powerful conversation that facilitates a well
functioning adult to know what they want to

achieve and through a supportive yet challenging
manner help them along a path towards

fulfilment of their goals and dreams.
 The client always remains of the expert 

COACHING

Gives advice on area of
expertise & helps with

implementation.

Consulting

Therapy provides healing.
Assumes you need help to

overcome past hurts. 

Teaches new skills &
knowledge.

Shares past experiences
and wisdom. Provides

guidance. 

Training
Counselling

Mentoring

Types of professional Practice (K10).
 

The differences and similarities between coaching, mentoring, training, counselling, and
consulting
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K10) The differences and similarities between coaching, mentoring, training,
counselling, and consulting
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Question 14
What are the 3 most important differences between coaching and mentoring?
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Relevant legislation (K11)
 

Relevant legislation (e.g. Data Protection Act, Safeguarding) and coaching competencies
and codes of ethics described by the main professional bodies.
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Receive clear information about what you will use their data for.
Access their own personal information.
Request for their data to be revised if out of date, or erased. These are known as the
right to rectification and the right to erasure
Request information about the reasoning behind any automated decisions, such as if
computer software denies them access to a loan.
Prevent or query about the automated processing of their personal data.

K11a) The key points within the Data Protection Act and GDPR

The rules the Act enforces refer to how people obtain, store, share, and use personal data.
By following these rules, businesses will handle personal data securely and protect their
privacy. Coaches must know, all data subjects have the right to:

If you receive an access or erasure request from a data subject, you must respond within a
month. It’s your responsibility to ensure you can securely access, amend, and destroy this
data where necessary.

making support more personal
giving people choice and control over decisions
asking people what they want the outcome to be

raising awareness about abuse and neglect
training staff
making sure clear, simple and accessible information is available about abuse and
where people can get help

The key points within safeguarding legislation and policy 

Principle 1: Empowerment: People should be supported and encouraged to make their
own decisions. This should be done by:

You are asked what you want to happen and plan to safeguard support around this.

Principle 2: Prevention: Organisations should work together to stop abuse before it
happens by:

You will get clear and simple information about what abuse is and who to ask for help.
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what to do if there are concerns
how to stop the abuse
how to offer help and support for people who are at risk

Principle 3: Proportionality: When dealing with abuse situations, organisations must
ensure that they always think about the risk. Any response should be appropriate to the
risk presented. Services must respect the person, think about what is best for them and
only get involved as much as needed. Services think about what is best for you and only get
involved when they need to.

Principle 4: Protection: Organisations must ensure that they know what to do when
abuse has happened by:

You can get help and support to tell people about abuse and can get involved in
safeguarding as much or as little as you want.

Principle 5: Partnership: Organisations should work in partnership with each other and
local communities. Local people also have a part to play in preventing, detecting and
reporting abuse. Staff look after your personal information and only share it when this
helps to keep you safe.

Principle 6: Accountability: Safeguarding is everybody’s business. Everyone must accept
that we are all accountable as individuals, services and as organisations. Roles and
responsibilities must be clear so that people can see and check how safeguarding is done.
You know what all the different people should do to keep you safe.

K11b) Coaching competencies and codes of ethics described by the main
professional bodies including the Global Code of Ethics and Competency
Frameworks

Please read this article: Global-Code-of-Ethics-v2-2.pdf (emccuk.org)

https://emccuk.org/common/Uploaded%20files/Global-Code-of-Ethics-v2-2.pdf
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Question 15
Considering all this legislation and guidance, summarise and articulate your own code
of conduct as a professional coach in no more than 50 words.
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Extra Space
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Extra Space
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