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Volunteer Aspiration Mentoring Scheme
TRAINING MANUAL
Aim of the Induction Training

To ensure volunteers develop their understanding of the mentoring process and to offer them support, guidance and encouragement to develop their skills, knowledge, potential and talents to mentor young people on a one to one basis.
Learning Outcomes

On completion of the initial training participants will:

· Be able to define communication

· Have explored the barriers to effective communication

· Have discussed/explored the process of a mentoring relationship

· Have gained experience of using communication skills

· Have gained experience of problem solving approaches and strategies

· Have demonstrated an ability to work within the Good Practice, Confidentiality and Equal Opportunity Policies

· Be aware of their own attitudes and assumptions

· Have thought about how to reduce the impact of any personal prejudices on mentees

· Know how to use the supervision and support structure

HANDOUT 1

[image: image1.png]PEOPLE BINGO
	WATCHES EASTENDERS


	PLAYS A SPORT
	HATES ANSWERPHONES

	CYCLES TO WORK


	DOES NOT DRIVE
	BUYS A MAGAZINE REGULARLY

	IS A VEGETARIAN


	IS LEFT HANDED
	LIKES TO SING

	HAS MORE THAN ONE PET


	PLAYS A MUSICAL INSTRUMENT
	ENJOYS COOKING


Wander around the room and try to get a name in each of the above boxes

                  






HANDOUT 2

WHAT IS COMMUNICATION?

The transfer of information and understanding from one person to another

The way in which we make ourselves understood and how we have our needs met by others

HANDOUT 3

BARRIERS TO EFFECTIVE COMMUNICATION

Behaviours, assumptions and attitudes can become real barriers to communicating effectively.

Rather than simply listening and trying to understand what someone is communicating to us, we can often get distracted.  We can also distract the other person (people), due to our responses/reaction to what they are saying.

Our own judgements about people and their behaviour can affect how we communicate particularly if we give off judgemental messages.

Some judgemental messages:

· Criticising, blaming, praising or agreeing

· Analysing or diagnosing

· Sympathising or reassuring

· Questioning or probing

We can also get too easily caught up with trying to offer solutions to what someone is saying to us.

Some solution messages:

· Making suggestions, advising, ordering or directing

· Warning or threatening

· Preaching or moralising

Each of the above messages can silence someone in their efforts to communicate with us.  This is particularly so if our behaviour, attitude or assumption causes us to divert or withdraw from the communication.                                                   
LISTENING SKILLS – OPINION CONTINUUM
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              STRONGLY         
  


     STRONGLY






                                                               AGREE        
            


                    DISAGREE

	                                                                                                                                                                                                               STATEMENT
	1
	2
	3
	4
	5
	6

	1.  Listening is a passive action
	
	
	
	
	
	

	2.  The best listeners are those with higher I.Q’s
	
	
	
	
	
	

	3.  Most people are able to listen well whilst reading something else at the same time
	
	
	
	
	
	

	4.  Most people develop listening skills automatically
	
	
	
	
	
	

	5.  Training to listen well is unnecessary – you’ve either got it or you haven’t

	
	
	
	
	
	

	6.   What we hear is usually what is said

	
	
	
	
	
	

	7.   Listening is concerned with content rather than feeling

	
	
	
	
	
	


HANDOUT 5

LISTENING SKILLS

· Active listening is essential for good communication.

· Active listening is the process by which we try to understand someone’s’ feelings and thoughts and let them know that we understand.

· Good listening allows the listener and the speaker to reach an understanding about what is being communicated.

Active listening – Some Top Tips

Hear the message

· by being aware of both the verbal and non-verbal information

· don’t rush in with a response until the other person has had a good chance to finish what they are saying

· don’t try to ‘jump in’ to avoid a silence; silences can be used to think about what’s been said

Interpret the message

· good interpretation is when the speaker and listener have a shared understanding of what’s been said

· letting the listener know that you are hearing and understanding them can be done through making non-committal verbal acknowledgments such as “oh” “ I see”, and “mm”  and non-verbal acknowledgements such as head nodding and keeping an open posture.  This sort of acknowledgment will let the speaker know that you’re interested and encourage them to talk.  However, be aware that jumping in too quickly with verbal acknowledgments could lead someone to think that you’re hurrying them along to finish speaking.

Evaluate the message

· As a good listener, your opinion should be based on all the information available.  To seek clarity and evaluate what someone is saying.

· ‘Door openers’ such as “tell me about”, “do you want to say more?” and “has that affected how you feel about her? Are useful ways of seeking more information and clarifying what the speaker is saying?

Respond to the message

· Good active listening includes giving the speaker the response(s) that shows them that you have been listening and that you understand what they have said.  This can be done both verbally and non-verbally.

Be mindful of your own attitudes and assumptions

An effective listener remains open to really hearing the message without clouding it with their own beliefs, thoughts, or attitudes.  Try not to let yours distract you from listening to and trying to understand what someone is saying to you.

                                               HANDOUT 6
DIFFERENT TYPES OF QUESTIONS

Using different types of questions allows us to pace the timing and content of a conversation.  Sometimes we need to use questions that will encourage people to open up and share information and sometimes we need to use questions that will give us the information we need without any more detail.

OPEN QUESTIONS

Open questions are useful to encourage someone to open up and share information.  They require more than a yes or no response and allow the speaker to decide how much to share.

Open questions generally begin with words such as:

How, What, Who, Can you tell me about?

They may be used to:

Gain information:  “What happened as a result of your meeting with Peter”?

Explore thoughts, feelings attitudes and opinions:

“Can you tell me about how you felt after your Dad died”? and “What did you think might happen about it”?

Consider hypothetical situations:

“If you were an animal which one would you be”?

Clarify information:

“Why do you want to be a volunteer with this project”?

‘Why’ questions are useful open questions but beware of making them sound too judgemental e.g. “Why did you do that”?  and “Why didn’t you tell me”?

They can appear loaded with judgment (even if this isn’t your intention) and can make someone feel like they’ve been put on the spot.

CLOSED QUESTIONS

These questions invite a ‘yes or no’ answer.  They are useful for checking out simple information such as:

“Do you live in Cornwall”? and “are you retired”?  

or to get quick answers when time is limited:

“Are you free on Monday at 3pm “? and “do you like the colour red”?

Repeated use of closed questions may result in the mentee saying less and less and the mentor feeling pressurised to ask more and more questions to keep the conversation going.

Sometimes people mistakenly ask complicated closed questions when they think they’re asking an open question:

“If the phone rang and you were in and you were near it and you didn’t mind, do you think you would be able to say that I’ll be back in 5 mins”.

LEADING QUESTIONS

Leading questions suggest that a particular answer/comment is required or that particular values should be held:

“Shouldn’t you be considering looking for full time work”? and “Don’t you think it’s really important to employ homeless people here”?

MULITPLE QUESTIONS

When several questions are rolled into one it can be very difficult and confusing to respond to:

“Do you feel cold … Or do you think it’s me… Or would it be any different if we had a gas fire in here ….or not….or electric?

HYPOTHETICAL QUESTIONS

As well as being open questions, these can help a mentee consider things out of the ordinary or in a different vein:

“What would you do if you had all the money you could want”? and “If you could really excel in something, what would you like it to be”?

HANDOUT 7
EMPATHY

Empathy is a skill that enables us to identify with other peoples feelings and let them know that we understand how they feel.  We do not have to have had the same experience, or feel the same way, to be able to identify with another persons feeling.

To demonstrate empathy we need to show that we are ‘tuned into’ the other persons’ feelings and can feel with them.  We let them know that we understand how their feelings are affecting them.

Empathy is directly related to the skill of listening; actively listening to the content and feelings.  Empathy involves listening to, understanding and accepting how someone feels and reflecting this back to them.

Empathy – Basic Skills

Listen

     -
to what the person is saying and feeling

Acknowledge    -
their feelings and that you understand them

Clarify                -
anything you don’t understand e.g. “are you saying that your anger was about being lied to”?

Check                -
out that you’ve heard and understood correctly, e.g. “as I understand it, you think that your future is bright, but you feel a bit lost at present – is that right?
Barriers to Empathy 

As with all means of communication our behaviours, assumptions and attitudes can become barriers to demonstrating an empathic understanding.
· Fixing and advising:

Sometimes we can get too caught up with trying to fix someone’s problem by advising and telling them what to do, or by hurrying them along in an effort to get away from the feelings.  True empathy is shown by being with someone throughout their feeling – not trying to offer a solution.

· Fact finding and Questioning:

In order to understand someone’s feelings, we don’t necessarily need to know all the facts surrounding them e.g. if someone is upset about an argument they have just had with their partner, it is not relevant or necessary to know whether this was in the morning or the afternoon; how it has affected them and what they feel is the issue.

Always seeking more information and facts will steer someone away from what they are feeling and build up an unnecessary picture of factual events.

· Judging:

Our own judgement about people’s behaviour and their feelings can distract us from understanding how they feel.  If we evaluate someone’s feelings based on our own attitudes and judgements, we are not demonstrating empathy.  We need to accept someone’s feelings exactly as they are.
HANDOUT 8
WHAT A MENTEE MAY HOPE TO GET FROM A MENTOR

A Role Model

· Stands as an example to mentee

· Demonstrates through actions, behaviour and attitudes

· Is reliable and dependable

A Companion

· Shares interests 

· Spends time with mentee

· Enjoys being with mentee

A Resource

· Provides opportunities to try new things

· Introduces mentee to new ideas, values, interests and people

· Provides access to new information and resources

· Supports mentee to try out new and different things

A Motivator

· Believes in mentees abilities

· Respects mentees potential and talents

· Encourages mentee to develop interests and try new things

· Believes in mentees interests and talents
· Enables mentee to set goals and then to achieve them

· Gives regular positive feedback

· Encourages mentee to think independently

· Encourages mentee to act on own initiative

An Empathiser

· Demonstrates warmth and caring for mentee

· Listens to mentees problems and concerns

· Demonstrates understanding of the mentees situation(s)

                                                                         HANDOUT 9
DEVELOPING A MENTORING RELATIONSHIP

PHASE 1 – INITIATION

Agreeing needs.  Finding out what the mentee wants from you, from your relationship and in the longer term.

Scenario

Michael is 13 years old.  He thinks he might want to be a footballer.  He has poor literacy and numeracy skills and wants to develop them.

He lacks confidence and finds it really hard to get involved in new things or to become motivated.

He doesn’t mind what kind of mentor he has but would like someone who is into sports and can have a laugh.  The person he’d find least suitable would be a posh person who looks down on him and tells him what to do.

1.  How might you go about finding out what Michael wants from you as a       mentor?

2.  How would you go about breaking his overall ambition into small manageable steps?

                                                              HANDOUT 10
DEVELOPING A MENTORING RELATIONSHIP

PHASE 2 – DEVELOPMENT

Setting goals and creating development plans.

Goal setting lays out the direction and provides the substance of the relationship for a mentor and the mentee.  When setting goals with a mentee it is important to remember:

*
Be realistic about what can be achieved

*
Break the overall goal down into a series of small manageable steps.

*
Regular achievements build confidence

Feedback is very important. The mentor should concentrate on giving positive feedback throughout the mentoring process.

If a mentee notices that, they are achieving on a regular basis it will help to build their confidence.

Concentrating on any failure will reinforce a poor negative self-image and get in the way of building up the mentees’ confidence and strength.  However, it is important to acknowledge when things do not work out to avoid the same thing happening again and to learn from the experience.
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DEVELOPING A MENTORING RELATIONSHIP

PHASE 3 – COMPLETION

The relationship has reached the aims set out at the beginning.

Ideally, the mentee is now more confident and independent, having been empowered by a process of supported self-direction.

Ending the mentoring relationship properly is crucial as it can shape how the mentee looks back on and learns from the whole experience.  Mentors should plan ahead for ending the relationship and should use supervision and support sessions to plan this.

Not all mentoring pairs will work through all phases and sometimes relationships end early and even abruptly.  If the mentor needs to leave for any reason, then the premature ending must be done properly and sensitively.  The Virtual School Headteacher and PSW role is to support you to do this in a way that still achieves a positive ending.

If the mentee leaves prematurely the Virtual School Headteacher/PSW will identify with the mentor, what achievements have been made and what lessons can be drawn from the experience – no matter how brief.

                                                 

          HANDOUT 12
6 STEPS TO PROBLEM SOLVING

This is a “no-lose” or “win-win” method to problem solving and is relevant to many different types of problems.  It is a useful way to approach a problem as mentor and mentee but can also be useful for solving a point of conflict between 2 people.  It requires both parties to make an effort and be committed to resolving the problem.

STEP 1:  We define the problem

This means understanding it.  As a mentor, you will be concentrating on your mentees’ problems so it is important that you work with their understanding of their problem.  The aim with this step is to define the problem into a simple sentence such as “I want to be a teacher but my English isn’t very good”, or “my main problem is that I don’t believe in myself”.  You should make sure that you do not communicate any judgement about the problem or the definition of the problem. 

For problems between two people, each person needs to state their understanding and needs and listen to the other persons.  Active listening and all communication skills are very important and each person needs to remain clear that you are looking for an acceptable solution where neither you nor the other person will lose.

STEP 2:  We think up all the possible solutions we can 

This is a creative part of problem solving where you try to think laterally.  It is often difficult to come up with a good solution immediately but initial ones usually trigger off better ones.  Do not criticise or dismiss any solutions at this stage.

STEP 3:  We check to see which solutions look most promising

Both people explore the solutions and weigh up, the pros and cons of each. Sometimes this leads to even more possible solutions being identified.

STEP 4:  We decide on the best one

Usually when the pros and cons have been weighed up, one solution becomes quite obvious. When trying to resolve conflict, a mutual commitment to one solution must be made.

STEP 5:  
We try it out

Having decided on a solution, you talk about making it happen.  This includes planning who needs to do what and by when.

STEP 6:
We check

To see if it solved the problem.  Sometimes when we try a solution it does not work because of a ‘flaw’ we hadn’t thought of or because circumstances change.  In this case, another solution needs to be tried, or more created.  If the problems gone, then the solution worked!

HANDOUT 13

Handout 13

Confidentiality Policy

To allow you to build a trusting and effective relationship with your Mentee we offer all young people who access the project a three-way confidential service. By three-way we mean confidential between yourself, your Mentor and the Virtual School Head/PSW.

This means that:

Anything a mentee says to you will be treated with respect. We will not discuss any personal details outside of the confines of the mentoring relationship without the young person’s knowledge.

Confidentiality will only be broken in very exceptional circumstances, and usually we would discuss this with the young person before taking any action.  This would be if:

· A young person tells you something that makes you believe they or another young person are being harmed or at risk of being harmed

· A young person tells you something that makes you believe that a crime has been committed or there is a risk of a crime being committed. 

Informing young people about our Confidentiality Policy 

Best practice would be to:
· Inform young people about the Confidentiality Policy when they join the project and check that they understand it.

· Having confidentiality statements on display

· At the start of a session

· Where appropriate remind young people about  your roles and responsibilities with regard to Confidentiality

· Where appropriate ensure that the young person knows when you are passing on any information 

How to inform young people about our confidentiality policy
“Before we go any further, I need to tell you that in my role as an employee of Staffordshire County Council.  Although our discussions are confidential (between you and me) where I feel that you are at risk, in danger, or in breach of the law’ I will not be able to keep this information to myself, I will have to tell someone else.”

GOOD PRACTICE – OPINION CONTINUUM                                                                                                                                         HANDOUT 14









    STRONGLY





     STRONGLY










      AGREE





      DISAGREE

	                                                                                                                                                                                                               STATEMENT
	1
	2
	3
	4
	5
	6

	1. Buying gifts for your mentee is a good way of building up your relationship and will help relieve their poverty a bit.


	
	
	
	
	
	

	2. Volunteer mentors should be able to contact the local press/media to get some publicity for the plight, or successes of looked after people.


	
	
	
	
	
	

	3. Part of working with young people, particularly those who’ve experienced pain and rejection, is accepting a certain level of verbal abuse.


	
	
	
	
	
	

	4. Mentees should never have a mentor’s home phone number.


	
	
	
	
	
	


HANDOUT 15

Supervision, Support and On-going Training

Quarterly Review:

All mentors are invited to attend Quarterly Review Sessions.  These sessions provide mentors with a regular time and place to meet together, share ideas/concerns and give and receive support from each other.

The Virtual School Headteacher/PSW facilitates each session.  Some sessions concentrate purely on mentor’s current mentoring work when each mentor gives a general update about how they and their mentee are doing.  Any particular difficulties or achievements can then be focussed upon during the session.  The co-ordinator also updates the group about how the other mentors (from the other groups) are doing and about the project itself.

Some sessions concentrate on a situation that is current for a particular mentor and the co-ordinator plans these in advance.  They enable the group to work together and learn from a particular issue whilst offering the individual mentor support and encouragement.  Examples of some of the scenarios covered are; encouraging a particularly unmotivated mentee to try out new interests, separating  ‘befriending’ from mentoring in  a long established relationship and exploring future direction for a particular mentoring pair.

Bi Monthly Drop In Sessions 
Due to the nature of this mentoring work, many mentors need a more in depth focus on their work.  Drop in sessions can look at any of the following; any particular concern/difficulty in the mentoring relationship, the need to explore something in particular in detail, to give the mentor individual support.

VOLUNTEER MENTORS’ AGREEMENT
As a volunteer I agree to:

Fulfil my responsibilities as laid out in role description and Initial Training 

Remain with the project for a minimum of twelve months

Attend Quarterly Revue monthly drop in and sessions when required

Abide by the Confidentiality Policy

Signed: 

………………………………………………………………
Print Name: 
……………………………………………………………
Date: 

………………………………………………………………












____________________________________________________________

PROUD OF OUR PAST OUR PRESENT AND FOR OUR FUTURE

