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Advancesin technology are
profoundimpact on the way we
with clients and deliver our sery
co-founders of the Online Coachl
Kate Anthony and DeeAnna Nage
explore the practical and ethicalissues
involved in using technology to deliver
or enhance your coaching practice
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he use of technology for offering

coachingserviceshasaless troubled

history than that for psychotherapy and

counselling. Thatsaid, itis evident that
this particular choice for service provision needs
careful consideration, particularly in light of what
isknownas Web 2.0 technologies - the
community-based platforms such as Facebook,
Twitterand LinkedIn that pose such athreatto
privacy and confidentiality. Even with the third
edition of the BACP Guidelines for Online
Counselling and Psychotherapy (including
Guidelines for Online Supervision)* (fourth edition
in preparation), the need for constant updatingas
technologies develop and the need toreachoutto
the coaching professionin the same wayis very
clear. The third edition of the BACP Information
Sheet P6 (Introduction to Online Counsellingand
Psychotherapy, Anthony & Goss, in press?) will be
extended toinclude coaching as part of the wider
briefinlight of the creation of the coachingdivision.

As co-founders of the Online Therapy Institute

(OTP), athink tank, education, networking and
training organisation, we recognised the need to
expandour services and products to encompass
the profession of coaching backin 2010. As asister
organisation, we created the Online Coach
Institute (OCI*) to ensure that our expert
knowledge as academic and practisingleadersin
thefield, was able to be translated to the coaching
arena. Withinthis article, we willdefine what
technologies are usedin coaching, consider some
benefitsand pitfallsinits use for professional
services, discuss theimportance of trainingand
awareness of ethicalissues and finally look at the
future of coachinginvirtual environments online.
We willalsointroduce a brief case vignette for
illustration.

Whatdowe mean by theuse

of technologyin coaching?

Althoughthere are many uses of technologyin
running acoaching business - from the use of
email to talk with colleagues to using scheduling or
accountingsoftware - wereferto the use of
technology to specifically communicate witha
client forthe purpose of coaching (including
setting up coaching sessions). There are six main
technologies that are currently being used for this:
* Telephone

* Voice overInternet Protocol
software (VolIP, such as Skype)

* Email

* Chatandinstantmessaging (IM)
* Onlineforums

« Videoconferencing.

In addition, thereis a plethora of self-coaching
software online; the use of text messaging and
SMS; and the use of virtual reality (VR)
environments to offer coaching, such as Second
Life or Reaction Grid. We will cover the use of VR
and what thatlooks like laterin this article.

Each of these technologies comes withits own
particular benefits and pitfalls. Furthermore,
thereis much debate as to whetheracoaching
relationship established solely via use of
text-based delivery such as email and chat, can
constitute a stand-alone coaching session or
whether an aural and/or video componentin real
time must be utilised. Technology-assisted
coachingis considered tobe acoaching
relationship thatis enhanced by the use of
technologies such as chatand email butis not
used as the primary method of delivery for
coachingsessions. This summarises the position
of the International Coach Federation (ICF)®.

Furthermore, the aforementioned Web 2.0
aspectof theinternet means further exploration
of whatimplications they have on client-coach
communicationisnot only desirable but ethically
required. Forexample, if yourejectarequest
fromaclient for friendship on Facebook, is that
likely to damage the coaching relationship? If you
have many connections on LinkedIn, how long
willit be until the rule of six degrees of
separation means that your client will be
identifiable to your colleagues? If your client
follows you on Twitter and reqularly tweets or
retweets your services, or DMs (Direct
Messages) you, is thatablurring of the
boundaries of the coaching relationship? While it
may be argued that damage caused through
ignorance of theseissues may be less than those
posed by vulnerable therapy clients, the
coachingrelationship remains justas threatened,
anddiscussing these potential boundary issues
as partof the coach-clientinformed consent
process can stave off potential problems.

What are the benefits and pitfalls of using
technologyinyourcoachingservice?

Firstly, it should be recognised that talking about
distance provision of servicesis nolonger thought
of asunusual.Itisbecomingincreasingly
mainstream, and research shows that coaches
use distance communication frequently and have
doneforalongtime® However, theresearchalso
shows that coaches have not historically thought
much about the use of technology within their
practice orwith their clients. Atarecent BACP
Coachingdivision networking eventin Elgin, the
presentersidentified 15main considerationsin
using technology for coaching practice:
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Exploring the implications of
Web 2.0 on client-coach
communicationis not only
desirable but ethically required.
If you reject a ‘friendship' request
from a client on Facebook, will
that damage the relationship?
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« Fearsaround translation of techniques
to the technology

* Learning how body language
communicates over the telephone

* Lack of guidelines

* Lack of knowledge about how comfortable
the clientis with technology

* Translation of orientation/modality
to the technology

* Knowledge of the clientexperience
of youatadistance

» How to protectinformation/privacy
« Cross-culturalawareness
» Transition care (end of session; end of contract)
* Lack of knowledge as to how your voice sounds
* Lack of knowledge as to special contracting needs
* Insuranceissues
* Lack of knowledge around legalities
« Lack of inter-jurisdictional knowledge
* Pace, tone and accentissues

(for both voice and text-based work).

Thesefearsareall veryvalid, but noneare
insurmountable. Asan organisation, the Online
CoachInstitute exists specifically to address,
educate and train coaches to overcome these
fearsinordertotake advantage of the many
benefits of working with technology, such as:
* Time shifting benefits with

asynchronous communication

* Thedisinhibition effect” meaning that the work
often develops fasterand atadeeperlevel

* Reductionin overheads for travel and office space



January 2012 - Coaching Today 35

» Reductionin‘extraneous noise’ experienced
inface-to-face communication

* Accessibility in light of the breaking
down of geographical barriers

« Additional techniquesand
resources available online

* Reduction of stigma of being seen
toreceive coachingservices

*» The concept of alevel playing field (‘on
theinternet, nobody knows you're adog’)

* Accessibility in light of disability
preventing other contact

» Using Web 2.0 facilities to ethically
market and promote your practice.

Casevignette

Jamesisabusy managerof alarge private
hospitaladministration department. His key role
includes the admission of patients with serious
mental health problems, for whom he often
feelsresponsible. Although his contact with the
patientsis minimal, he struggles with what he
perceives as apower role over people he knows
nothingabout, which has led toincreased stress
recently with the appointment of an under-
manager.James is considering long-term sick
leave. The new employee’s gung-ho attitude to
his work is causing problems for James, and his
own linemanager arranges for funding for some
coachingto helpJames feelmorein controlas a
manager and less affected by the perceived
responsibility of hisjob. The first step within the
coachingprocessistoidentify, viaanonline
intake form for the coaching company the
hospital employs, the key areaJames feels he
needs towork on.

James identifies his goal as ‘I recognise | take
ontoo much emotional responsibility, but also
recognise where alessening of that could make
my life less stressful and a better managerin
helping other employees function as
professional administrators. | strive tobe an
excellent Admissions Manager but need to be
objective withintherole!

Jamesreceivesan encrypted email from the
coach hehasbeenreferredto, Sarah.James was
offered three methods of delivery:in-person;
telephonic; orasynchronous (email) exchanges.
He accessed coaching services benefits through
his EAP/wellness programme at work. He was
offered six sessions. In-person and telephonic
sessionsoccurinreal-time and are one hourin
length. Forasynchronous sessions, one backand
forth exchange (client email and coach response)
is the equivalent of one session. With less
overheads, technology-delivered services can

be more cost-effective. The coach also explains
toJames that he candiscuss with her the option
of acombination, and so they devise a coaching
contract thatincludes two telephone
conversations atthe startandend, witha
maximum of four email exchanges in between.

Sarah andJames have aone-hour telephone
conversation to ensure what James has identified
as his core goalis correct, and they discuss
what could standin hisway toachieving this,
identifying the best outcome and what he needs
towork onto overcome obstacles. Over the next
month, they exchange encrypted emails once a
week, examining progress; what is working for
Jamesinidentifyingdifferent strategies to cope
withstress, suchasincreased exercise after
work; and decidingon the next steps to achieve
before theirnextemail session, such as asking for
more support from his line managerin discussing
with the new employee how his new position
needs more of an element of care for the
end-user of the admissions process.

Forthe sixth week, James and Sarah try to
book a telephone session to end the contract.
However, this coincides with James being away
ataconference abroad, andso theylook at
further options that would notincur
international telephone charges. They usea
secure encrypted VolP software service which
means thatJames canlogin fromanywherein
the world with agood internet connection (such
as his hotel), and they are able to also use video
toseeeachothertoclose the contractand say
theirgoodbyes. James feels his coaching
relationship with Sarah has been fully enhanced
by the technology, allowing him distance when
he needed to examine and share his often
personal feelings, and yet know her via her voice,
herwritten communication skills to move the
work forward, and finally a visual so that the
professional relationship could end as scheduled
and with astrong sense of closure.

Theimportance of training

and ethical education

The ethos behind both our Institutesis that
practitioners - however wellintentioned - don't
know what they don't know until itis often too
late torectify the situation they find themselves
in. Anecdotally, it has been acknowledged that
complaintsinvolving some use of technology
(forexample, inappropriate texting; use of
unencrypted forums to discuss client material)
areamong the highest received by professional
organisations. To address this, our focus has
been and remains the provision of two main
routes to working ethically and efficiently online.
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1 'TheEthical Frameworkforthe Use of
Technology in Coaching®®. This framework s
founded onouroriginal researchin providinga
framework for the use of technology in mental
health, based on suggested principles,
guidelines and advice from five major
international professional organisations,
including BACP. Other ethical frameworks
regarding the use of technology are also
available: for EAPs; disaster mental health;
careerand school guidance; and the use of
social media. We offer ethical verification of
onlineservicestoensure practitionersare
working to the appropriate ethical framework.

2 Weofferself-paced, self-directed online
training modules of five hours. While the
majority of these currently focus on the
therapist, counsellorand supervisor, three
are designed to help the coach: An
Introduction to Cyberspace; Relationshipsin
Cyberspace; and Introduction to Online
Coaching: Methods, Ethics and Responsible
Social Networking. In development are
Motivation: A self-Coaching Programme
(three hours); Cognitive Behavioural Coaching
(10 hours); and afull 40-hour Certificatein
beingan Online Coach. All our current
trainings at the time of writing (October 2011)
are endorsed by BACP, including the coaching
modules, and are also eligible for CE creditsin
the USA.BACP endorsement shows that
Online Coach Institute activities are relevant
to the professional development of coaching
professionals, at alevel appropriate for the
targetgroup, and are designed and organised
inamanner consistent with achieving the
stated aims and objectives.

The future of coachinginlight of

technological development

Afew yearsago, we asked the following

questions at the firstannual conference for

Counsellor Educatorsin Second Life (CESL):

* How can we teach counsellors counselling skills
inavirtual world setting?

* How canwe teach counsellors how to counsel
withinavirtual world setting?

* Arethe skills that arelearnedin a virtual world
classroomtransferable to face-to-face therapy
sessions?®

Now we are asking these same questions as
they apply to the field of coaching. We are
currently exploring the best ways of training
coaching practitioners to use virtual
environments, to ensure ethicaland competent
practice when those environments become

mainstream, as the use of text, audio and video
are already in many areas of both the therapy
and coaching professions.

Thefollowingis an exploration of three
differentand unigue coaching techniques as
applied to virtual world technology:

Visionboards

Many coaches use exercises to engage their
client, such as the use of avision board. Avision
boardis typically a posterboard that the client
utilises to create a collage of images cutortorn
from magazines or newspapers. Theideais that
whenthe personis surrounded withimages of
who they want to become, what they want to
have, where they want tolive, orwhere they want
togoonholiday, their life changes to match those
images and those desires.** Now vision board
software such as Vision Board Studio* exists so
that clients can create vision boards on their
computers or mobile devices. Futuristic coaching
will allow vision board creation within virtual
worlds similar to Second Life. The vision board
becomes athree-dimensional collage that canbe
easily modified.

Careerand executiverole-play

Practical skills like jobinterviewing and
appropriate dress can berole-playedinavirtual
world. Infact, in Second Life one can shop for
clothes, accessories and make-up. Inworld
Solutionsis aweb-based virtual world platform
that canbe used by therapists, coaches and
educators. The website offers video
demonstrations of the use of the platform
including avideo that captures training of
managerial staff.l?

Narrative coaching

Drake®3 states, A narrative approach to coaching
focuseson helping clients become more aware
of the contours of theiravailable narratives and
eitherreframe this available stock of knowledge
ortheirrelationship toit. The goalis to discover
and develop new art of thinking narratively
options - often hidden asgemsintheclient's
ownstories.' Inavirtual world, coaches can enlist
clientsin creating stories complete with visual
3-Deffects. With artificial intelligence the
possibility exists for scripted responses from
another avatar to become part of the narrative
- coaches and therapists can assist clientsin
creating new endings to their personal stories.

Conclusion
The future of coachinginlight of technological
development will no doubtinclude more blended

uses of technologies in which multiple forms of
communication delivered via technology will be
used simultaneously, as we saw happen with
James and Sarah. Multimedia web-based
platforms similar to Facebook will be developed
and virtual worlds will be branded strictly for the
helping professions. These new platforms will be
user-friendly, confidential and cost-effective.
The questions about whether or not an email
exchange orachatsessionusinganinstant
message program can standonitsownasa
viable coaching session, will likely be moot points
as we wade through many viable methods of
technological delivery ranging from a phone call
tovirtualworlds. ™

Resources

www.onlinecoachinstitute.com
www.therapistsandcoaches
opentotechnology.com
www.onlinecoachsocialnetwork.com

TILT - www.onlinetherapymagazine.com,
Twitter: @onlinecoachtech, @kateanthony,
@therapyonline, @TILTmag

Kate Anthony, DPsych, FBACP, OMACand
DeeAnnaNagel, LPC, DCC, OMAC, are leading
experts onthe use of technology in mental
health and coaching, and have trained
practitioners and organisations worldwide in
workingwith technology forover10 years,
endorsed by BACP. They are co-editors and
co-authors of textbooks on the subject, as well
asnumerous articles, chapters andjournals.
Kateis co-author of the BACP Guidelines for
working online, and Executive Specialist for
Online Coaching for the division. Both

authors are co-founders of the Online Therapy
Institute and the Online Coach Institute, and
Managing Editors of TILT Magazine (Therapeutic
Innovationsin Light of Technology) and are
former Presidents of the International Society
for Mental Health Online (ISMHO).
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