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Course Agenda 
 
Day 1 
 

• Introduction 
• Lean, Agile and Scrum 

o Agile and Scrum Review and Refresh 
o Fixed vs. Growth Mindset 
o Patterns for Excellent Scrum 

• Agile Facilitation 
o Facilitating Scrum 
o Group Decision Making 
o Active Listening 
o Non-Violent Communication 

• Agile Coaching 
o Facilitating, Teaching, Mentoring and Coaching 
o Powerful Questions 
o Coaching Dojo 

 
Day 2 
 

• Modelling Agile Mindset in Our Language and Behaviour 
o Green List / Red List 

• Service to the Development Team 
o Servant Leadership vs. Traditional Management 
o Agile Engineering Techniques 

• Service to the Product Owner 
o What Support Does the Product Owner Need? 
o Techniques for Stakeholder Management 

• Service to the Organisation 
o Dealing with Impediments: Circles and Soup and The Executive 

Action Team 
o Leadership Storytelling 

• Questions and Answers 
  



CSM Workbook    
 

5 
 

Agile, Lean and Scrum 
The Manifesto for Agile Software Development 

 
We are uncovering better ways of developing software by doing it and helping 
others do it. Through this work we have come to value: 

 

 

over 

 

 

 

over 

 

 

 

over 

 

 

 

over 

 

 

 

That is, while there is value in the items on the right, we value the items on the left 
more.  
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The Principles Behind the Agile Manifesto – Pocket-Sized 
Principles 
 
 Principle 3 word summary 

1. Our highest priority is to satisfy the 
customer through early and 
continuous delivery of valuable 
software. 

 

2. Welcome changing requirements, 
even late in development. Agile 
processes harness change for the 
customer’s competitive advantage. 

 

3. Deliver working software frequently, 
from a couple of weeks to a couple 
of months, with a preference to the 
shorter timescale. 

 

4. Business people and developers must 
work together daily throughout the 
project. 

 

5. Build projects around motivated 
individuals. Give them the 
environment and support they need, 
and trust them to get the job done. 

 

6. The most efficient and effective 
method of conveying information to 
and within a development team is 
face-to-face conversation. 

 

7. Working software is the primary 
measure of progress. 

 

8. Agile processes promote sustainable 
development. The sponsors, 
developers, and users should be able 
to maintain a constant pace 
indefinitely. 

 

9. Continuous attention to technical 
excellence and good design enhances 
agility. 

 

10. Simplicity—the art of maximizing the 
amount of work not done—is 
essential. 

 

11. The best architectures, 
requirements, and designs emerge 
from self-organizing teams. 

 

12. At regular intervals, the team reflects 
on how to become more effective, 
then tunes and adjusts its behaviour 
accordingly. 
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The Three Pillars of Empirical Process Control 
 

1. Write down the three pillars of empirical process control. 
2. In pairs, discuss why each pillar is there, and what might happen if one of the 

pillars is missing. 
 

  

Notes 
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Complexity – Where Do We Need an Agile Approach? 
 
The diagram below illustrates the Cynefin framework (Snowden et al). Complete the 
diagram to show the name, type of process and type of practice associated with each 
domain. 
 
Domains: Obvious, Chaotic, Disordered, Complex, Complicated 
 
Process types: Probe-Sense-Respond, Act-Sense-Respond, Sense-Categorise-
Respond, Sense-Analyse-Respond 
 
Practices: Emergent Practice, Novel Practice, Best Practice, Good Practice 
 
 

 
 
Which domain is dominant for the problems that you and your team need to solve? 
Would an Agile approach (such as Scrum) be an appropriate choice for this work? 
 

  

Notes 
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Agile Mindset 
 
At its core, Agile is about mindset. Carol Dweck’s research on mindset shows that 
there two basic mindsets: fixed and growth. 

By completing the simple quiz below you can get some insights into your dominant 
mindset. 

Mindset Quiz 

For each question below, indicate where you “are” on the scale. 

1. Your intelligence is something very basic about you that you can’t change very 
much. 

1  2  3  4  5 

Strongly Agree      Strongly Disagree 

2.  I appreciate when people, parents, coaches, teachers give me feedback about my 
performance. 

1  2  3  4  5 

Strongly Agree      Strongly Disagree 

3. Human beings are basically good, but sometimes make terrible decisions. 

1  2  3  4  5 

Strongly Agree      Strongly Disagree 

4. You are a certain kind of person, and there is not much that can be done to 
really change that. 

1  2  3  4  5 

Strongly Agree      Strongly Disagree 

5. Music talent can be learned by anyone. 

1  2  3  4  5 

Strongly Agree      Strongly Disagree 

6.  Trying new things is stressful for me and I avoid it.  

1  2  3  4  5 

Strongly Agree      Strongly Disagree 

7.  You can do things differently, but the important parts of who you are can’t really 
be changed.  

1  2  3  4  5 

Strongly Agree      Strongly Disagree 
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8.  Some people are good and kind, and some are not – it’s not often that people 
change. 

1  2  3  4  5 

Strongly Agree      Strongly Disagree 

9.  No matter how much intelligence you have, you can always change it quite a bit.  

1  2  3  4  5 

Strongly Agree      Strongly Disagree 

10.  The harder you work at something, the better you will be at it. 

1  2  3  4  5 

Strongly Agree      Strongly Disagree 

11.  Truly smart people do not need to try hard. 

1  2  3  4  5 

Strongly Agree      Strongly Disagree 

12. An important reason why I do my school work is that I like to learn new things. 

1  2  3  4  5 

Strongly Agree      Strongly Disagree 

 

Total your scores from the following questions in each category. 

SCORING 

FIXED MINDSET    GROWTH MINDSET 

1, 4, 6, 7, 8, 11 Total: ___________  2, 3, 5, 9, 10, 12 Total: ___________ 

 

NOTE:  LOWER SCORE INDICATES YOUR DOMINANT MINDSET. 

My dominant mindset is ___________________________________. 

  

Notes 
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Agile Approaches 
 
Agile is a family of approaches, not a standardised process. We will briefly discuss 
the different approaches that are underneath the “Agile Umbrella”. 

 
 

  

Notes 
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The History of Scrum 
 
The following diagram shows Scrum in the context of other 20th and 21st century 
management developments and identifies some of the key influences on it. 
 

 

  

Notes 
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The Scrum Flow 
In your table groups, match the words below to the blanks in the Scrum framework 
diagram. Record the results in your workbook: 
 
Potentially Shippable Product Increment (Increment), Development Team, Sprint 
Review, Sprint Backlog, Daily Scrum, Product Backlog, Scrum Master, Definition of 
Done, Product Owner, Sprint Retrospective, Sprint, Sprint Planning. 
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The Scrum Values 
 
Below you can note ideas on how you will live the Scrum values during your work 
and challenges on staying true to these values: 

  

Commitment 

Focus 

Openness 

Respect 

Courage 

Notes 
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Product Backlog 
 

The Product Backlog 
 

• Is an ordered list of everything that might be needed in the 
product (Product Backlog Items). 

• Is the single source of requirements for any changes to be 
made to the product to achieve the product vision. 

• Emerges throughout development. It is dynamic; it constantly 
changes to identify what the product needs to be appropriate, 
competitive, and useful. 

• Can be contributed to by anyone, but the Product Owner is 
ultimately responsible for content and ordering. 

• Should be DEEP; Detailed appropriately, Estimated, Emergent 
& Prioritised 

Product Backlog Items (PBIs) 
 

• May be features, functions, 
requirements, enhancements, or fixes 
as well as risks that need to be 
removed or mitigated. 

• Often represented by user stories, but 
need not be. 

• Contain the attributes of a ‘description’, 
‘order’, ‘estimate’ and ‘value’. 

• The higher up the Product Backlog 
items are, the clearer and more detailed 
they are. More precise estimates are 
made based on the greater clarity and increased detail. Items towards the 
bottom do not yet need to be fully understood in detail. 

• Where possible, Product Backlog Items are ‘vertical slices’ of user-centric 
functionality. 

 

  

Notes 
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The Product Backlog Iceberg 
 

 
 
Through Product Backlog Refinement, items gradually move towards the top of the 
Backlog. As this happens, they are split into smaller chunks, clarified, ordered and 
estimated. Once they are of sufficiently small size, and enough is known about them, 
they are deemed ‘Ready’ for a Sprint. We do not need to know the details of items 
that may not be worked on for some weeks. Analysis is performed just-in-time. 
 
The product backlog should be DEEP: 

• Detailed Appropriately 
• Emergent 
• Estimated 
• Prioritised 

  

Notes 
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Techniques for Initial Backlog Estimation 

Large Backlogs  
At the beginning of projects (e.g. to develop a major release of a product), there is 
often a relatively large product backlog comprised of perhaps 30-60 backlog items 
(referred to as stories in this document). While planning poker is a very effective 
means of estimating stories, it could take a very long time to estimate the initial 
backlog in such a case. This document describes some approaches for estimating 
initial backlogs.  

Multiple Teams  
The techniques described in this document can be used to enable several teams to 
estimate the backlog simultaneously. This requires enough space to move around 
and a long table. Encourage the estimators to keep circulating so everyone can give 
their input.  

Estimate Without Talking  
When the estimators estimate without talking, they are able to get into better 
contact with their intuition. When we use verbal communication our ability to to do 
this is suppressed (this is a known human psychological effect). This is why the initial 
sorting in affinity estimation is performed silently.  

Story Points Are Effort, Not Complexity  
Please note that when we estimate in story points we should be estimating “size”. 
Size is relative effort, not complexity. The product owner is not interested in how 
hard the work is, but rather in how much it will cost and how much can be done by 
a date in the future.  

Reproducibility and Consistency  
As teams learn they will naturally be able to deliver more stories per sprint. So that 
velocity is meaningful and provides a useful planning and predictive tool for the 
product owner, it is crucial that stories are consistently estimated. For example, 
stories that are estimated with 3 story points should always be estimated with 3 
story points (unless a fundamental error in the estimate is detected), not with fewer 
story points because the team is faster. Size does not present the capacity of the 
sprint but the ability of the team to deliver things that have business value.  
So that velocity remains a powerful tool for the product owner, spikes (technical 
research, experiments or prototypes) and bug fixes should not contribute to velocity 
but do consume capacity (it may be helpful to “size” them). 

Affinity Estimating (Lowell Lindstrom)  
Affinity Estimating is a technique many teams use to quickly and easily estimate (in 
Story Points) a large number of user stories. This is a great technique if you’re just 
starting a project and have a backlog that hasn’t been estimated yet. We started by 
reading out each Story to the entire team. Lowell then asked us to arrange the 
stories horizontally on a wall in order of size, without talking. We placed the largest 
stories on the left and the smallest stories on the right. This only took a few 
minutes. We were then given a final opportunity to make adjustments to the 
ordering, again without talking.� �  
Lowell then placed some numbers above the list of stories. In our case, he used the 
Fibonacci numbers as described by Mike Cohn in “Agile Estimating and Planning“. He 
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asked us to group the user stories around the nearest number. After only a few 
minutes, our team had estimated about 30 User Stories.  
“I loved this estimating technique for a number of reasons: It’s quick and easy; it feels very 
natural; and, the entire decision-making process is made very visible. Finally, “Affinity 
Estimating” helps make estimating a positive experience rather than a confrontational one. 
The next time you have a need to estimate a large number of User Stories, consider trying 
“Affinity Estimating.””  
 
Suggested steps for affinity estimation: 
 

1. PO reads stories to the estimators. Some questions from estimators allowed. 
� 

2. Estimators sort the stories from smallest to largest without talking. This is 
best done on a long horizontal surface rather than on a wall since the stories 
are more mobile. If esimators have different opinions, they should show them 
by taking action – i.e. by moving the stories. � 

3. Once the sorting has reached stability, although perhaps with some 
disagreements, the facilitator (e.g. ScrumMaster) can facilitate a short 
discussion between those with different opinions. It is important that people 
first of all show their different opinions with actions (by moving the story to 
where they would like it to be in the sorted order) and then the discussions 
will be easier. � 

4. The estimators group the stories into clusters of similar size (suggest 5-9 
clusters). Talking allowed! � 

5. The facilitator lays out the available story point values (1, 2, 3, 5, 8, 13, 20, 40, 
100). � 

6. The estimators map a story point value onto each cluster. Each story in the 
cluster gets that number of story points. � 

7. All perform a couple of plausibility checks – e.g considering the 2 point and 8 
point stories and considering whether the relationship of 1:4 in size (relative 
effort) is believable. � 

8. Done! � 

Bucket Estimating (Jukka Lindström)  
A) Before you start using the technique, you first create the buckets with examples 
(a scale).  
For example just start with two items and ask which one of them is bigger, then add 
a third item and ask whether that is the same size, smaller, bigger or in between of 
those two items in size. We've used buckets in sizes of the Fibonacci sequence (just 
like planning poker cards). BTW when you do this exercise it is better if you have 
the items written on index cards and create the initial scale on a table - this way the 
items are easy to move and the scale is easy to create.  
When you have the buckets ready (usually 2-3 examples per bucket). It's time to 
create the physical buckets. I usually have printed out papers with a box within them 
which we can use in the backlog estimation meetings (part B). I have attached the 
template that I use to create the buckets.  
B) When estimating backlog items, bring the scale with you. Also print or write the 
items to be estimated on index cards. I really prefer to do this physically, because a 
very nice characteristic of index cards is that they are easy to move, sort and read.  
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Then, one by one, assign each new item to a bucket based on the items and 
examples that already have been assigned into the same bucket. It's very easy and 
fast to do the comparison. ('Yea, I think it's about the same size as these...' or 'It's 
somewhat bigger then these, so let's put in the next bucket')  
Assigning to the buckets can be done quickly by just comparing and discussing OR 
you can do it with planning poker to facilitate also discussion about the size. Use the 
latter especially with new teams.  
After the estimation session (or couple of times during the session if it is a long one - 
say half-a-day or more) go through each of the buckets and see whether the items 
really are of the same size. If not, move the items that you think are bigger or 
smaller to the corresponding other bucket.  
Anyway the advantages of this in my opinion are:  
- it facilitates relative estimation better than planning poker (where you have to 
'remember' what estimates you have been given)�- it prevents the estimation 
inflation or deflation (because the examples don't move from bucket to bucket - with 
planning poker estimates sometimes inflate or deflate with time, because they are 
based more on your personal feel of the numbers and their sizes)  
- it's very fast  
Disadvantages:�- items are sometimes not discussed as thoroughly. Especially if you 
do not use planning poker with the bucket estimation, might not discuss the 
differences in opinions about the item.  
 

 

Notes 
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Ready and Done 
 
A definition of ready can be useful to help create clarity about the goal of product 
backlog refinement – i.e. to get PBIs ready to be implemented. However, the 
definition of ready is not part of Scrum. It should be used with caution since it can be 
used to perpetuate the waterfall or a phased based approach to doing the work. 
 
The definition of done is a key part of Scrum and helps to create clarity about the 
state of PBIs by the end of the sprint. Without a clear definition of done it is 
practically impossible to provide meaningful feedback at the sprint review meeting, 
making inspection and adaption difficult. 
 

 
 
  Definition of Ready Definition of Done 
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Scrum Roles 
 

Role 

 

Accountable For Activities 

 

Characteristic/ 

Constraints 

 

 

 

 

Product 
Owner 

 

 

 
 
 
 
 

  

 

 

 

Team 

 

 

 

 
 
 
 
 
 

  

 

 

 

Scrum 
Master 
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Product Backlog Refinement 
 

Purpose (why?) 
 
This is not an official Scrum event. It is an ongoing activity. It represents the process 
of adding detail, estimates, and order to items in the Product Backlog – i.e. of getting 
PBIs ready to be implemented. It is carried out continuously as part of every sprint.  

Attendees (who?) 
 
Product Owner ¨ Development Team ¨ ScrumMaster ¨ 

When and How long? 
 

• At whatever time, and in whatever format, the Scrum Team decides. 
• Up to                 % of the Sprint capacity. 

Format (what?) 
 
Typical activities include: 

• Discussion to generate understanding and clarify requirements. 
• Estimation of effort and value 
• Splitting large items into small ones 
• Ordering of the PBIs (prioritisation) 

 

 
  

Notes 
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Sprint Planning 

Purpose (why?) 
 
To plan the work for the Sprint by answering the following questions: 

• What can be delivered in the Increment resulting from the upcoming Sprint? 
• How will the work needed to deliver the Increment be achieved? 

Attendees (who?) 
 
Product Owner ¨  Development Team ¨ ScrumMaster ¨ 
 

When and How long? 
 

• The very first thing in a Sprint. 
•                 hour(s) per Sprint-week (  hours for a 2-week Sprint). 

 

Format (what?) 
 

• Development Team forecasts what can be done in the Sprint and the entire 
Scrum Team crafts a Sprint Goal (a business oriented summary of the most 
important PBIs in the Sprint). 

• Development Team decides how the work will be done and decomposes the 
work for the first few days into tasks. 

• Development Team creates a Sprint Backlog, which comprises the PBIs and a 
plan for delivering them to achieve the Sprint Goal. 
 
 

  

Notes 
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Sprint Backlog 
 

 
 
The Sprint Backlog consists of the Product Backlog Items selected for the Sprint and 
a plan for realising the Sprint Goal. It makes the work that the Development Team 
identifies as necessary to meet the Sprint Goal visible. 
The Sprint Backlog is a plan with enough detail so that progress can be understood 
in the Daily Scrum. More detail in the Sprint Backlog emerges during the Sprint. 
As new work is required, the Development Team adds it to the Sprint Backlog. As 
work is performed or completed, the estimated remaining work is updated. When 
elements of the plan are deemed unnecessary, they are removed. Only the 
Development Team can change its Sprint Backlog. The Sprint Backlog is a highly 
visible, real-time picture of the work that the Development Team plans to 
accomplish during the Sprint, and it belongs solely to the Development Team. 
 

 
  

Notes 
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Daily Scrum 

Purpose (why?) 
 
For the Scrum Team1 to synchronise its activities, inspect progress towards the 
Sprint Goal, and create a plan for the next 24 hours. 
 

Attendees (who?) 
 
Product Owner ¨ Development Team ¨ Scrum Master ¨ 
 

When and How long? 
 

• At the same time and place every day. 
• A maximum of   minutes. 

 

Format (what?) 
 

• Everyone provides answers to three questions: 
o What did I do yesterday that helped the Development Team meet the 

Sprint Goal? 
o What will I do today to help the Development Team meet the Sprint 

Goal? 
o Do I see any impediment that prevents me, or the Development Team, 

from meeting the Sprint Goal? 
 

  
                                            
1 Primarily Development Team, although creating great results requires collaboration 
with the product owner and others. Usually it makes sense for all Scrum Team 
members to answer these questions. 

Notes 
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Tracking Sprint Progress 
 
At any point in time in a Sprint, the total work remaining in the Sprint Backlog can 
be calculated. The Development Team is sole the owner of the Sprint Backlog. They 
continuous track the work remaining, to predict the likelihood of achieving the 
Sprint Goal. 
One way to visualise progress is with a Sprint Burndown chart. A sprint burndown is 
not part of Scrum but is often used. The outstanding work can be in hours (if the 
Development Team estimates tasks in hours), story points (if the Development 
Team uses them), Product Backlog Items or anything else the Development Team 
finds useful. 

 

  

Notes 
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Sprint Review 

Purpose (why?) 
 
An opportunity to inspect the Increment and progress and to adapt the Product 
Backlog by generating ideas to improve the product. 

Attendees (who?) 
 
Product Owner ¨ Development Team ¨ Scrum Master ¨ 
Stakeholders ¨ 

When and How long? 
 
At the end of a Sprint. Just before the Sprint Retrospective. 
                hour(s) per Sprint-week (  hours for a 2-week Sprint). 

 

Format (what?) 
 
A typical agenda includes: 

• The development team demonstrates the “done” functionality. 
• Stakeholders (anyone with a legitimate interest) give feedback. 
• The product owner captures this feedback and considers which product 

improvement ideas to incorporate into the product backlog. 
• The product owner gives an update on progress. This might include progress 

against current release plans and a financial update.  
 

 

  

Notes 
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Sprint Retrospective 

Purpose (why?) 
 
An opportunity for the Scrum Team to inspect and adapt its process within the 
Scrum framework. 

Attendees (who?) 
 
Product Owner ¨ Development Team ¨ Scrum Master ¨ 

When and How long? 
 

• The very end of a Sprint. 
•                 minutes per Sprint-week (  hours for a 2-week Sprint). 

 

Format (what?) 
 

• Scrum Team inspects how the last Sprint went with regards to people, 
relationships, process, and tools. 

• Scrum Team identifies and orders the major items that went well and 
potential improvements. 

• Scrum Team creates a plan for implementing improvements to the way it 
does its work. 

 

Notes 
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Patterns for Excellent Scrum 
 
Patterns define a typical problem situation and propose a reusable solution. 
Collections of patterns exist for building architecture, software architecture and 
design and, of course, for Scrum! Industry experts meet every year to discuss and 
document the most important patterns for Scrum. These are documented at 
http://scrumplop.org. 
 
We will learn about some of the most important of these patterns: 
 

• Stable Teams 
• Swarming: One-Piece Continuous Flow 
• Scrumming the Scrum 
• Illegitimus Non-Interruptus 
• Quantum Entanglement 
• Emergency Procedure 
• Teams That Finish Early, Accelerate Faster 

 

  

Notes 
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Agile Facilitation 
 
According to Leadership Strategies Inc. “a facilitated session is a highly structured 
meeting in which the meeting leader (the facilitator) guides the participants through a 
series of pre-defined steps to arrive at a result that is created, understood, and 
accepted by all participants.” Roles that a facilitator may serve include: “guide, 
motivator, bridge builder, clairvoyant, peacemaker, taskmaster, praiser, active 
listener.” Additional roles that may be filled by the facilitator or others include: 
“planning sponsor, project manager, methodologist, recorder, documentor, 
timekeeper, participant, and observer.” According to IAF, some of the most 
important tasks a facilitator accomplishes are: 
 

● Helping the participants learn how to work together 
● Balancing process with content 
● Making sure everyone has an equal voice 

 
Why do meetings need facilitators? A reason of great concern today is that “time is 
money.” The next time you are seated in a meeting, look around you and estimate 
the average hourly salary of the attendees. Multiply this figure times the number of 
attendees and the duration of the meeting. Then, factor in additional costs as 
appropriate for refreshments, plus travel and meeting space costs for offsite sessions. 
When you add it all up, it usually represents a significant financial investment. 
According to GroupSystems, U.S. businesses: 
 

● Spend more than $30 billion annually on meetings 
● Have managers who spend nearly 80% of their time in meetings 
● Hold 15 million meetings per day 
● Incur business trip costs averaging $1,400 in hard costs and more than 

$3,000 in total costs including personnel time 
● Rate at least 40% of meetings as unproductive 
● Estimate that meetings are responsible for $37 billion in productivity losses 

 
Few of us like to spend time in unproductive gatherings that are poorly planned, 
poorly focused, and poorly managed. Eric Matson identifies “The Seven Deadly Sins 
of Meetings” as: 
 

● People don't take meetings seriously. They arrive late, leave early, and spend 
most of their time doodling. 

● Meetings are too long. They should accomplish twice as much in half the 
time. 

● People wander off the topic. Participants spend more time digressing than 
discussing. 

● Nothing happens once the meeting ends. People don't convert decisions into 
action. 

● People don't tell the truth. There's plenty of conversation, but not much 
candor. 

● Meetings are always missing important information, so they postpone critical 
decisions. 

● Meetings never get better. People make the same mistakes. 
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A facilitator cannot solve all of these issues, and may not be required for every 
meeting, but virtually every meeting could be improved by using basic facilitation 
skills 

Resources 
http://corpslakes.usace.army.mil/employees/facilitator/pdfs/FacilitatorMnl.pdf 
http://blog.emergenceconsulting.net/2006/10/facilitation_ba.html 
Facilitator’s Guide to Participatory Decision-Making, Sam Kaner et al. 

Conclusions & Actions 
How can facilitation change the outcome of a meeting? 
 

 
 

Notes 



CSM Workbook    

32 
 

Active Listening 
Active listening is a communication technique that requires the listener to feedback 
what he or she hears to the speaker. This can be in the form of a simple repetition 
of what the speaker has said or by paraphrasing in the listener’s own words. Active 
listening aims to confirm that the message as spoken has been received and 
understood by the listener. 
 
There are three elements in active listening: 

● Comprehending, in which the listener seeks to understand what he or 
she is hearing. 

● Retaining, in which the listener mindfully listens to the speaker and makes 
sense of what he or she hears. Memory plays a key part in listening - it is only 
after we have heard the entire message that we can understand it. 

● Responding is interaction between the listener and speaker - the 
interaction can be verbal (the listener becomes the speaker when reflecting 
back what he or she has understood) or non-verbal (e.g. head nodding). 

 
There are three degrees of active listening: 

● Repeating the message using exactly the same words used by the speaker. 
● Paraphrasing. Rendering the message using similar words and similar 

phrase arrangement to the ones used by the speaker. 
● Reflecting. Rendering the message using your own words and sentence 

structure. 
 

 
 

 

Notes 
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Conflict Navigation 

What is Conflict? 
We define conflict as a disagreement through which the parties involved perceive a threat to their needs, interests or concerns. Within this 
simple definition there are several important understandings that emerge: 
 
http://www.ohrd.wisc.edu/onlinetraining/resolution/aboutwhatisit.htm 

Glasl's Nine-Stage Model Of Conflict Escalation 
 

 

Non-Violent Communication 
Nonviolent communication (NVC) is a communication process developed by 
Marshall beginning in the 1960s.[3] NVC often functions as a conflict resolution 
process. It focuses on three aspects of communication: self-empathy (defined as a 
deep and compassionate awareness of one's own inner experience),  empathy 
(defined as listening to another with deep compassion), and honest self-expression 
(defined as expressing oneself authentically in a way that is likely to inspire 
compassion in others). 
 
NVC focuses attention on four components: 

1. Observation: the facts (what we are seeing, hearing, or touching) as 
distinct from our evaluation of meaning and significance. NVC discourages 
static generalizations. It is said that "When we combine observation with 
evaluation others are apt to hear criticism and resist what we are saying." 
Instead, a focus on observations specific to time and context is 
recommended. 

2. Feelings: emotions or sensations, free of thought and story. These are to 
be distinguished from thoughts (e.g., "I feel I didn't get a fair deal") and from 
words colloquially used as feelings but which convey what we think we are 
(e.g., "inadequate"), how we think others are evaluating us (e.g., 
"unimportant"), or what we think others are doing to us (e.g., 
"misunderstood", "ignored"). Feelings are said to reflect whether we are 
experiencing our needs as met or unmet. Identifying feelings is said to allow 
us to more easily connect with one another, and "Allowing ourselves to be 
vulnerable by expressing our feelings can help resolve conflicts." ([29] ch.4) 
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3. Needs: universal human needs, as distinct from particular strategies for 
meeting needs. It is posited "Everything we do is in service of our needs." 

4. Request: request for a specific action, free of demand. Requests are 
distinguished from demands in that one is open to hearing a response of "no" 
without this triggering an attempt to force the matter. If one makes a request 
and receives a "no" it is recommended not that one give up, but that one 
empathize with what is preventing the other person from saying "yes," before 
deciding how to continue the conversation. It is recommended that requests 
use clear, positive, concrete action language. 

5 Steps for Conflict Mediation 
1. Setting the stage 
2. Defining the conflict 
3. Working on the conflict 
4. Finding possible solutions 
5. Agreeing on a solution and corresponding actions. 

Resources 
http://de.wikipedia.org/wiki/Konflikteskalation_nach_Friedrich_Glasl 
http://en.wikipedia.org/wiki/Nonviolent_Communication 
 

Conclusion/Action 
Which of these tools or models will you use as an agile coach? Why? 
 

  

Notes 
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Agile Coaching 
What is Coaching? 
The first contact many have with coaching is through sports, and though sports 
metaphors are often used the emphasis is very different in professional coaching. 

Coaching 
Coaching is using questions and feedback to provoke the thought of the coachee. 
The coach does not supply solutions or advice to the situation but helps the coachee 
think through ideas and consequences to achieve the best answer themselves. 

Mentoring 
Mentoring is sharing experiences and advice for a given problem, normally to help 
someone take on new responsibilities. The mentor is also an expert in the subject, 
engaged to increase the workplace performance of the person being mentored. 

Counselling 
Counselling is working with people to resolve personal problems and conflicts. This 
can involve discussing and feeding back on issues in the past to improve the person’s 
emotional state. 
 

 Coach Mentor Counsellor 

Interactions Questions and 
feedback 

Sharing experiences 
and advice 

Questions, feedback 
and advice 

Focus Workplace 
performance 

Workplace 
performance 

Personal problems 
and conflict 

Begins with Goal or aspiration Change Problem 

Time frame Future Present Often the past 

Outcome Achieving specific 
goals 

Improved 
performance 

Improved emotional 
state 

Expertise Coaching Subject matter Counselling 

 

Conclusion/Action 
How will you use these distinctions between coaching, counselling and mentoring? 
Do they matter to you? 
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Resources 
The Coaches Training Institute http://www.thecoaches.com/ 
International Coach Federation http://www.coachfederation.org/ 
 

Coaching Questions 
 
The right question at the right time can change the whole course of a conversation, 
leading to new ways of thinking or viewing the task at hand.  
 

 
 

THE ART OF POWERFUL QUESTIONS: Catalyzing Insight, Innovation, and Action 
by Eric E. Vogt, Juanita Brown & David Isaacs 

 

Question Structure 
The language used in a question can impact the ability for a person to respond. A 
simple yes/no question is unlikely to lead to further discussions on the topic, while a 
more open question can lead not only to further discussion but also new, creative 
ways of thinking. 

Question Scope 
The scope of a question, the domain of inquiry, has a strong effect on a person’s 
ability to respond. For example, asking how a new budget will affect the country’s 
economy is outside of many people’s capacity to understand or effectively act upon. 
Before asking any question be sure to understand the boundaries of the questions. 

Question Assumptions 
The nature of language is that it will often imply assumptions. Examining any question 
for the presence of assumptions can lead to new lines of thought, allowing new 
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possibilities to become apparent. If you are unsure of the assumptions underlying the 
conversation one way to discover them is to ask for them. 
 
 

Resources 
The Art of Powerful Questions - World Café 
http://www.theworldcafe.com/pdfs/aopq.pdf 
Coaching Questions Don’t Always End in Question Marks 
http://www.schoolofcoachingmastery.com/coaching-blog/bid/84712/Coaching-
Questions-Don-t-Always-End-With-Question-Marks 
Coaching questions: ask the right questions 
http://www.personneltoday.com/Articles/16/02/2009/49435/coaching-questions-ask-
the-right-questions.htm#.UA6gZzFiiBU 
Coaching Questions: A Coach's Guide to Powerful Asking Skills, Tony Stoltzfus, 
ISBN: 978-0979416361 

Conclusion/Action 
How will powerful questions influence your behaviour? 
 

Notes 
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Service to the Organisation: Change Mastery 
Scrum and Organisational Change: Circles and Soup and the 
Executive Action Team 
 
By doing Scrum we discover what doesn’t work or is less than optimal in our 
organisation – automatically. But you have to do something with the information! 
This is what differentiates organisations that have sustainable success with Scrum, 
and beat the competition, from those which don’t. 
 
As a Scrum Master you are an agent for change in the organization. That doesn’t 
mean that you have the power to change everything yourself. 
 
The technique “Circles and Soup2” can be very helpful in categorising the 
impediments. Draw 3 concentric circles on a meta plan board, flip chart page or 
similar, leaving as much room as possible for collecting post-its. 
 
 

 
 
 
The inner circle represents the things that you and your team can change directly. 
Your role as Scrum Master is to facilitate this change. The second ring from the 
centre, represents the things that you can influence. Engage with others who can 
help you to bring about necessary change. 

                                            
2 https://www.futureworksconsulting.com/blog/2010/07/26/circles-and-soup/ 
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The outer ring (the soup) represents the part of the environment in which you and 
you team work, where change is much harder. Be prepared to raise these issues 
with those who can change the givens. Organisations where agile methods often are 
being introduced often use an executive action team (EAT) which can provide a 
place for Scrum Masters to bring hard to crack organisational impediments. 

Leadership Storytelling 

Concept 
How do you inspire enduring enthusiasm for a cause? 
Connect with risk-averse, diverse, difficult, cynical audiences? 
 
The western tradition for persuading people to change is to: 
 

1. Define the problem 
2. Analyse it 
3. Define the solution 

 
Research shows that this helps to reinforce the belief in the change for those who 
already believe but that it does not work on sceptics. 
 
Instead we can tell a story which incorporates these elements: 
 

1. Get the listener’s attention by incorporating the unexpected, making the 
story relevant and/or describing a negative situation (e.g. adversity). 

2. Elicit desire for the change by incorporating a positive outcome, that is 
memorable, lets the listener contribute and generates a new story. 

3. Reinforce with reasons by incorporating neutral stories than explain the 
what, how and the why of the change. 

Resources 
The Leader's Guide to Storytelling, Stephen Denning. 

Conclusions/Action 
In what situations will you use storytelling as an agile coach? 

Notes 
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Fearless Change 
 
This set of patterns provides a rich set of ideas on how to help people to change. 

Resources 
Fearless Change: Patterns for introducing new ideas, Mary Lann Manns, Linda Rising 
(and More Fearless Change). 
http://www.fearlesschangepatterns.com 
 
Fearless Journey – a game for learning the fearless change patterns: 
http://fearlessjourney.info 

Change Leadership 
 
John Kotter’s “reasons why transformations fail” provide a convenient checklist to 
guide change leadership. It should not be regarded as prescriptive process but rather 
as a list of things not to forget when guiding change: 
 

1. Not Establishing a Great Enough Sense of Urgency 
2. Not Creating a Powerful Enough Guiding Coalition 
3. Lacking a Vision 
4. Under Communicating the Vision by a Factor of Ten 
5. Not Removing Obstacles to the New Vision 
6. Not Systematically Planning For, and Creating, Short-Term Wins 
7. Declaring Victory Too Soon 
8. Not Anchoring Changes in the Corporation’s Culture 

Resources 
Leading Change, John P. Kotter. 

  

Notes 
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Further Support for Your Agile Journey 
 

Training from ScrumCenter 
 

• Certified ScrumMaster® (CSM) 

• Certified Scrum Product Owner® (CSPO) 

• Certified Scrum Developer® (CSD) 

• Certified Scrum@Scale® Practitioner 

• Agile Leadership (Radical Management Practitioner) 

• User Stories Explored 

• Advanced Scrum Master and Product Owner 
 

Coaching and Consultancy from ScrumCenter 
 

• Scrum coaching and team kick-offs 

• Agile transformations and health-checks 

• Scrum Master and Product Owner capability building 

• Leadership coaching 
 
 
 
 
 


