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1. Background & introduction 

The number of children and youth not attending schools because of COVID-19 is soaring. 
Governments all around the world, including Cambodia, have closed schools in an attempt to contain 
the global pandemic. In our collective efforts to put a stop to this pandemic, and as an organisation 
working in partner countries where cases of the new coronavirus have been confirmed, VVOB – 
education for development has taken very strict measures to ensure the health and safety of our staff, 
partners and co-citizens, in alignment with government and WHO guidelines. 
 
The most important measures taken by VVOB are the following: 
 

• Teleworking is now the norm for VVOB. VVOB staff will work from home as much as possible. 
VVOB can be reached during regular working hours through e-mail, phone, apps and other 
communication channels that do not require physical contact. 

• Scheduled in-person capacity development activities are either reorganised to take place 
digitally or rescheduled. As social distancing is one of the most effective ways to halt the 
spread of the virus (along with good personal hygiene), VVOB staff have been strongly 
advised to avoid all physical contact with others. This means that planned in-person capacity 
development activities are provided through the above-mentioned communication channels 
where possible. If this proves impossible, the planned activities are cancelled or rescheduled. 

  
VVOB is going the extra mile(s) to uphold the quality and continuity of our operations in these 
exceptional circumstances, all the while prioritising the wellbeing, health and safety of all 
individuals involved. In short, VVOB is still up and running, but differently. We are providing support 
to our partners from a distance while preparing our future activities in parallel. 
 

1.1. Online and telephone coaching 

Under normal circumstances, TIGER coaches would be meeting with the management staff and 
teaching staff of the TIGER schools for individual coaching sessions. Such individual coaching 
sessions are offered to provide management staff and teaching staff support in the actual 
implementation of the Action Guide. The obstacles they experience in converting the theory into 
practice are addressed during those individual sessions.  
 
Due to COVID-19, we need to reschedule those in-person individual coaching sessions. For now, we 
switch our approach to online and telephone coaching. Online and telephone coaching offer the 
opportunity to schedule regular coaching sessions over the telephone or using an online application 
such as Telegram, Facebook Messenger, Skype or Zoom. 
 
This manual supports coaches in conducting online and telephone coaching. In the next section 
(section 2) the manual provides practical information. Next, we share insights on what it takes to 
become a good ‘remote’ coach (section 3).  Section 4, lastly, provides a quick refresher on the 
GRROW model (including an overview of coaching questions) and the 7 coaching skills of Jef 
Clement. 
 
We hope this manual will be of use to coaches to set up successful online and phone coaching 
sessions that contribute to strengthening gender responsive school climates in primary and secondary 
schools in Battambang. Good luck! 
 
 
 
 



 
 

Guidelines for online and telephone coaching 3/10 

2. Practical information 

 

Number of participants 1 coachee 
 
 

Number of coaches   1 coach 
 
 

Platform Any platform supporting video-call, like 
Facebook Messenger, Skype or Zoom1. 
If not possible/available: regular phone call or 
Telegram. 
 
 

Duration 45 – 60 minutes for one conversation. 
 
 

Reporting Each coach reports on each coaching 
conversation by writing a short report and 
submitting to relevant manager.  
 
 

Coaching model  
 

Inspirational coaching by Jef Clement. 
 
 

Content of the coaching conversation Overall, the aim of the coaching conversation 
is to improve gender-responsive pedagogy 
and/or gender-responsive leadership (in the 
context of transforming their school into a 
center of excellence on gender-
responsiveness) through goal-setting. 
 
The goal for the coaching session can be a 
performance goal, a development goal, a 
problem to solve, or a decision to make with 
regard to gender-responsiveness.  

 

 

 

 

 

 

 
1 Zoom offers a full-featured Basic Plan for free with unlimited meetings. The Basic plan has a 40 

minutes time limit on meetings with three or more total participants. But, use of Zoom is unlimited for 
1-on-1 meetings. The coachee is an invitee in a meeting scheduled by the coach. The coachee does 
not require a Zoom account in order to join a meeting. Coachees can join a meeting from their phone, 
desktop, mobile and tablet devices.  
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3. The art of online and telephone coaching 

Like face-to-face coaching, the effectiveness of online and telephone coaching is to large extent 
dependent on the way the conversation is guided. Yet, virtual coaching is quite different from face-to-
face coaching. For instance, cues like eye contact, body language, facial expression and tone of 
voice, which are crucial to social interaction, are limited (video call), or absent (telephone coaching or 
online coaching without video) when coaching virtually. 
 
Online and telephone coaching essentially refers to any form of coaching that is conducted over the 
internet or over the telephone. This could be via telephone call or it could be over a video programme 
that enables a coach to talk to their coachee in real time. 
 

3.1. Effectiveness of online and telephone coaching 

Researchers such as Berry, Ashby, Gnilka and Matheny (2011)2 investigated whether face to face vs. 
distance coaching resulted in differences in terms of coaching outcomes and problem resolution.  
 
The results of their study suggest that there are no significant differences between face-to-face 
coaching sessions versus distance (phone) coaching sessions. This suggests that coaches may 
actually have successful coaching relationships and outcomes regardless of the method of 
contact they use. This means that the TIGER coaches can feel confident in conducting coaching 
sessions by phone/ over the internet.  
 
Online and telephone coaching can even have advantages over face-to-face coaching. Sometimes 
shy people find it easier to talk to their coach by phone or behind a computer screen, than face-to-
face.  Physical reactions like blushing are, moreover, less visible, or not visible at all. Overall, you can 
be less conscious of your body language or your appearance; which could benefit the dialogue. 
 

3.2. A few rules of thumb 

 
1. Use a structured approach to set and work towards the coaching objective of your coachee. 

We suggest using the GRROW model of Jef Clement (see section 4).   
 

2. Be aware that the absence of video (in case you use Telegram or phone) removes the 
opportunity to register non-verbal signals, that’s why it’s advised to: 

• Clarify what you hear: Regularly summarize or otherwise clarify your understanding of 
what is being said. This may help make sure you are obtaining the correct message. It 
is also important to admit when you don’t understand something. 

• Reflect on what you hear: This differs from clarification. Reflection involves showing 
the coachee that you are aware of or understand what they are feeling. You hold up a 
metaphorical mirror so the worker can see more clearly what he or she is saying and 
what reactions it is eliciting. 

o Check how your coachee feels about particular issues by paraphrasing what 
he/she is saying. 

o Regularly ask prompt questions like ‘how do you feel about that?’ or ‘can you 
tell me more about …’ to elicit the same or more detailed evidence. 

• Express your understanding and respond directly to what the coachee has said: 
Confirming responses show the coachee that you are listening to them, that you value 
what they say (e.g. ‘yes’, ‘mm-mm’, ‘clear’, ‘I understand’, …). 

• Be prepared to take a break for reflection during the telephone coaching conversation, 
just as you would in a face-to-face coaching session. 

 
2 Berry, R.M., Ashby, J.S., Gnilka, P.B., Matheny, K.B. (2011). A comparison of face-to-face and 
distance coaching practices: Coaches’ perceptions of the role of the working alliance in problem 
resolution. Consulting Psychology Journal: Practice and Research, 63, 243-253. 
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3. Location still matters. Just like coaching in person, the physical setting can have a 

significant impact on the success of a coaching conversation. Both you and the coachee 
should be in a place that offers privacy and minimizes distraction. Because it’s far more 
difficult to pick up interpersonal cues when coaching virtually, it’s even more important to 
ensure that you are both in a private, comfortable space where you won’t be interrupted 
and without background noises. 

 
4. Prepare your coachee. For some coachees, online/phone coaching may initially be 

intimidating and create a level of anxiety. Take time to ensure that the coachee feels familiar 
with the platform you will be using; you might need to instruct them on what will help them to 
be present in the session e.g. closing down applications,  wearing headphones to support 
confidentiality and/or be in a private, comfortable space where you won’t be interrupted. It is 
also recommended to set up a test meeting. 

 
5. Focus! Effective coaching in any setting requires focused attention on the other person. 

That can be tough when you’re coaching virtually, because of the pervasiveness of 
multitasking – you should avoid doing so! If you allow yourself to become distracted, you will 
be less likely to notice things like a subtle change in someone’s facial expression (in case of 
video) or tone of voice, or an unusual turn of phrase that may signify something more. That’s 
why you should not be checking your e-mail, Facebook, … in the meantime.  

  
6. Manage time.  It’s part of your job, as the coach, to track time during the conversation and 

stop at a point you’ve agreed on in advance. It’s hard to tell where coaching conversations will 
end up, but the advised duration of a ‘remote’ conversation is 45 to 60 minutes. Ensure a 
smooth ending though, don’t interrupt a coachee in the middle of a sentence! 
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4. Inspirational coaching   

The inspirational coaching theory of Jef Clement consist of the GRROW model and 7 skills for 
effective coaching. Below we provide a quick refresher on this model and those skills. For more 

detailed information, we refer to his book.3  

4.1. Refresher on GRROW model 

Coaching isn’t telling the coachee what to do—it’s helping the coachee come up with their own 
answers by asking the right question at the right time. The key to coaching hence lies in asking 
great questions. The GRROW model helps you do so! 
 
GRROW stands for: 

• Goal: Coaching starts with establishing a goal.  
o “What do you want to achieve?”  

• Reality: Helps you and the coachee gain awareness of the current situation, exploring the 
reality. 

o “What is happening now?” 

• Resources: Support the coachee to be aware of the available resources within him/herself, as 
part of the environment or in other persons.  

o “Who or what can help you?” 

• Options: Help the coachee discover possible ways of acting in the future.  
o “What can/could you do?” 

• Will: Invite the coachee to make a choice among the possible ways of acting in the future and 
come to a concrete action plan for the coachee. Ensure the coachee’s commitment. 

o “What will you do? Who? Where? What? When?” 
 

 
Figure 1: GRROW model4 

 
3 Clement J. (2007). Coach and inspire. The art of dynamic conversations. Belgium: deBoekmakerij. 
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The following are coaching questions5 TIGER coaches can utilize, categorized within the framework of 
the GRROW model. 
 

PHASE QUESTIONS 

GOAL What do you want to achieve from this coaching session? 
What goal do you want to achieve? 
What would you like to happen with ______? 
What do you really want? 
What would you like to accomplish? 
What result are you trying to achieve? 
What outcome would be ideal? 
What do you want to change? 
Why are you hoping to achieve this goal? 
What would the benefits be if you achieved this goal? 

REALITY  What is happening now (what, who, when, and how often)? What is the effect or 
result of this? 
Have you already taken any steps towards your goal? 
How would you describe what you did? 
Where are you now in relation to your goal? 
On a scale of one to 10, where are you? 
What has contributed to your success so far? 
What progress have you made so far? 
What is working well right now? 
What is required of you? 
Why haven't you reached that goal already? 
What do you think is stopping you? 
What do you think was really happening? 
Do you know other people who have achieved that goal? 
What did you learn from _____? 
What have you already tried? 
How could you turn this around this time? 
What could you do better this time? 
If you asked ____, what would they say about you? 
On a scale of one to 10, how severe/serious/urgent is the situation? 
If someone said/did that to you, what would you think/feel/do? 

RESOURCES What went well? 
Who can help you? 
What can be helpful for you? 
Where can you find information?  
Dare you ask for help? 
Which qualities of yourself can help you here? 

OPTIONS What are your options? 
What do you think you need to do next? 
What could be your first step? 
What do you think you need to do to get a better result (or closer to your goal)? 
What else could you do? 
Who else might be able to help? 
What would happen if you did nothing? 
What has worked for you already? How could you do more of that? 
What would happen if you did that? 
What is the hardest/most challenging part of that for you? 
What advice would you give to a friend about that? 
What would you gain/lose by doing/saying that? 
If someone did/said that to you what do you think would happen? 

 
4 MAVEP Partnership. (2020). Coaching Theories. Retrieved March 9, 2020, from https://mavep-
project.eu/?page_id=794  
5 This overview is adaptation from McCarthy , D. (2019, November 19). 70 Coaching Questions for 
Managers Using the GROW Model. Retrieved March 9, 2020, from 
https://www.thebalancecareers.com/coaching-questions-for-managers-2275913 

https://mavep-project.eu/?page_id=794
https://mavep-project.eu/?page_id=794
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What's the best/worst thing about that option? 
Which option do you feel ready to act on? 
How have you tacked this/a similar situation before? 
What could you do differently? 
Who do you know who has encountered a similar situation? 
If anything was possible, what would you do? 
What else? 

WILL How are going to go about it? 
What do you think you need to do right now? 
Tell me how you’re going to do that. 
How will you know when you have done it? 
Is there anything else you can do? 
On a scale of one to 10, what is the likelihood of your plan succeeding? 
What would it take to make it a 10? 
What obstacles are getting in the way of success? 
What roadblocks do you expect or require planning? 
What resources can help you? 
Is there anything missing? 
What will one small step you take now? 
When are you going to start? 
How will you know you have been successful? 
What support do you need to get that done? 
What will happen (or, what is the cost) of you NOT doing this? 
What do you need from me/others to help you achieve this? 
What are three actions you can take that would make sense this week? 
On a scale of one to 10, how committed/motivated are you to doing it? 
What would it take to make it a 10? 

 

4.2. Seven coaching skills: a refresher  

A coaching session always takes place as a conversation between the coach and the coachee and it 
focuses on helping the coachee discover answers for him- or herself based on his strengths and 
insights. As coach, you encourage an attitude of reflection and self-research. You should be prepared 
to engage in the relationship with your coachee. Herewith, we summarize the 7 coaching skills 
supporting this relationship and ensuring an effective coaching conversation.  
 

1. EXPLORE 

Coaching is like an investigation: together with your coachee, you explore what it is your coachee 
wants to change and why. As coach, you show genuine curiosity and interest. You try to make your 
coachee see something new.  
 
Three levels of exploration: 
Ask questions which encourage more precise observation and description: ask open questions and 
ask for concrete examples. 
Reformulate and summarize to check whether you understand things well and to create (more) depth.  
Share feelings and invite your coachee to do so as well. This is a source of encouragement to the 
coachee. Examples: “I can see that you …”, “It touches me …”, “I am amazed …”. 
 

2. APPRECIATE AND REINFORCE 

Recognizing and appreciating the coachee is important, because learning thrives in a climate of 
appreciation and support. Trust and appreciation are the foundation of a solid relationship.  
 
How to appreciate and reinforce? 
Do it frequently, immediately and in small doses. 
Be generous and be authentic in your words and actions. 
Train yourself in showing appreciation in different ways: non-verbal and verbal communication.  
Help the coachee to receive appreciation and reinforcement.  
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3. CONFRONT – AND STAY CONNECTED 

Say what you need to say without losing connection. You don’t have to agree with everything the 
coachee says.  Expressing disagreement is important in order to ensure an engaged authentic 
relationship, and feedback is a learning opportunity.  
 
How to confront and stay connected?  
Be concrete: focus on the process, the product, or the actions but not on the person. 
Express your own feelings. 
Do not formulate feedback as a question if it is meant as a message. 
Show interest on the reaction and the feelings of the coachee. 
Take care of the relationship. 

4. CHALLENGE 

Challenge the coachee to break his/her limits and use his/her talents in new situations. That is how 
you encourage enthusiasm and engagement.  
 
How to challenge? 
Name the talents of the coachee and encourage him/her to use them in new situations. 
Use humour and genuine commitment when breaking boundaries. 
 
 

5. INSPIRE 

Coaching can be a new starting point: it is about exploring other and new (broader) perspectives 
together. 
How to inspire? 
Spark enthusiasm by asking inspiring questions.  Examples: “What do you really want?’, “What would 
give your enthusiasm a boost?” 
Explore successful experiences: let the coachee talk about such an experience and elaborate on what 
went well. 
Coach towards creativity and innovation. Reframe frequently. Encourage the coachee to see his 
‘framework’ from a new perspective. 

6. ALLOW AND CREATE SPACE 

Create space to explore the coachee’s feelings. Coaching is about addressing what makes the 
coachee feel uncomfortable.  
 
Allow, acknowledge, and explore emotions.  
List the concerns raised under the hiding emotions. 
 

7. RELAX AND KEEP YOUR SENSE OF HUMOUR 

When you are relaxed, you learn more easily. The degree of relaxation is contagious, people take over 
tension or relaxation from each other. The art of being a good coach is to remain relaxed yourself 
throughout the conversation, not to tell the coachee to relax. 
 
Creating a relaxed atmosphere by: 
Growth mindset and trust 
Take a deep breath and relax your muscular system 
Non-verbal relaxing posture 
Humour 
Preparing yourself 
Allow moments of silence 
Allow nervous feelings and tension, be transparent 
Use inviting language 
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