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[bookmark: _Toc22930866]Introduction
Within an organisation a number of different employee development programs are undertaken so as to improve and enhance the overall level of the performance of the employees. All the individuals within an organisation or a corporate organisation require supervision and support at different stages of their lives for enhancing their respective performance and efficiency and enhancing the effectiveness (Garvey et al. 2010). It has been observed that the organisation generally organise coaching and mentoring sessions within different period of time for the purpose of enhancing the performance of the individual as well as the organisation in which they work in (David 2016). 
It has been observed that the current corporate organisations have become so competitive that it becomes essential for these organisations to achieve efficiency in all aspects. Apart from that it is seen that employees are nowadays identified and recognised as the most important asset of an organisations and thus the companies are investing and spending a considerable amount on the employees (MacLennan 2017). As a result of this the concept of coaching and mentoring has developed and emerged in the current time. 
The following discussion is written in the form of a report wherein the different aspects of coaching and mentoring are discussed in detail at the workplace. In addition to this, it is observed that within this discussion the purpose of coaching and mentoring is discussed in a critical manner and the relevant strategies are applied for the purpose of effectively coaching and mentoring the employees in an effective manner. The organisation chosen for the discussion is Vodafone. The different aspects of coaching and mentoring within Vodafone are discussed within this report. 
[bookmark: _Toc22930867]Concept and definition of coaching and mentoring 
In simple words, coaching refers to the process of training and supervising of a person for the purpose of improving their performance. It is a kind of on the job management development programs and this type of employee development program generally occurs between the employee and his immediate line manager for a short term and specific purpose (Avery et al. 2014). On the other hand, mentoring is defined as one of the counselling process which is carried out for the purpose of guiding and supporting the career development of a person. Elaborating it further it is identified that mentoring is a career development initiative which is taken by the management for the purpose of gaining competencies in the personal development. 
Although both the terms are somewhat similar but when analysed closely a comparison and difference can be drawn from the two. Coaching is mainly task oriented as it is given to the employee for a short period of time for accomplishing a short term purpose within the organisation, on the other hand, the mentoring is relationship oriented as the employees are offered with career development courses which are beneficial for the long term and thus help in developing effective relationship between the employee and the organisation in which he or she works (Dilts 2003). In addition to this, coaching mainly places importance and significance on performance whereas the mentoring places importance and significance on the career development of the individual. Coaching is generally provided by a coach who generally imparts coaching and has expertise in the particular area or field. In contrast to this, mentoring is given by a mentor who is seen to have good amount of experience and knowledge. In this regard it is clearly seen that coaching and mentoring has significant differences involved in some of the aspects (Passmore et al. 2013). 
However there are some of the similarities involved within coaching which cannot be overlooked. Both of them facilitates in exploring the needs of the individuals and motivates the employees in the right manner. Apart from that, in both of the techniques effective questioning techniques are used for facilitating client’s own though process for the purpose of identifying the issues involved and areas to be worked upon (Hoigaard and Mathisen 2009). Effective goals and objectives are set with the help of both the techniques and assessing the progress in relation to these goals. A number of creative tools are applied in both the techniques which might include one to one training, facilitating, counselling and different types of networking. In addition to this, both the techniques are considered to be helpful in improving the overall competencies and for development new developmental alliance for the purpose of achieving the pre determined goals and objectives (Wales 2002). 
The coaching process has been classified in different steps such as contracting, assessment, feedback and action plan and active learning and review. With the help of coaching the professional capabilities of an employee is developed on the basis of the potential of the individual identified and building key skills for the purpose of accomplishing the organisational goals. Mentoring is considered to be providing a sense of encouragement and insight and counselling to the development of career of an individual, the mentor generally are in the form of teacher, guide and consultant (Leedham and Parsloe 2016). The overall social and emotional maturity and effectiveness is developed with the help of mentoring within an organisation. With regard to the mentoring and coaching it is observed that the different relationship is observed and worked upon with the help of these techniques. For the employee development strategies different counselling and training programs are organised for the purpose of enhancing the performance of the employees. 
[bookmark: _Toc22930868]Individual and organisational benefits of coaching and mentoring 
After analysing the concepts of coaching and mentoring, it is important to analyse the benefits and the coaching and mentoring for the individual and organisational aspects. From the individual perspective it is observed that with the help of coaching and mentoring the individuals are able to identify their areas of development and the areas to be worked upon. Elaborating it further it is observed that the individuals or the employees are able to identify their pitfalls in the working and knowledge by the way of questions being asked in the process of mentoring and coaching (Mac Lennan 2017). On the basis of the identified areas of improvement the relative and appropriate technique can be used. Apart from that, it is observed that the already existing skills and the knowledge of the employees is improved with the help of coaching and mentoring which helps in the enhancing the corporate knowledge of the employees, not only this, but it is also identified that the right kind of coaching and mentoring being given to the employees helps in the boosting their morals and encourages them to deliver better performance. The right type of coaching and mentoring helps in motivating the employees to give their best output which in turn helps in delivering improved performance at an overall level. However Garvey (2016) has criticised that sometimes the right type of coaching and mentoring requirements are not clear among the employees and thus the actual improved performance is not delivered by the employees as expected. As a result of this the employees are de-motivated sometimes which leads to degraded performance. Hence, it is very important to identify the right kind of coaching and mentoring requirement among the employees so that the technique can be applied accordingly. At last, at the individual level it is identified that better personal awareness can be developed with the help of coaching and mentoring (Passmore et al. 2013). It is because personality assessments are done by the use of these techniques and the results are recorded in an effective manner. 
From the organisational perspective as well there are many benefits identified of the coaching and mentoring which needs to be discussed in detail. It has been identified that with the improvement in the individual performances with the help of coaching and mentoring the organisational goal developed on an overall level is achieved (Wales 2002). Elaborating it further it is seen that with the help of coaching and mentoring the individual professional behaviour is improved which in turn helps in improving the organisational performance. Apart from that, it is observed that the individual becomes engaged with their workplace and thus they are in a position to contribute more effectively to the team and to the organisation. As a result of this, the retention rates of the employees are improved within the organisation due to lesser attrition rate (Minter and Thomas 2000). Different software is used within the organisations nowadays which help in the checking the productivity of the employees and thus the organisations in a way can keep a track on the performance of the employees. Nowadays it is seen that the potential employees within any market or industry have become quite conscious regarding the employee development programs and they analyse these programs before thinking to apply in a particular organisations. Hence, in this regard it is identified that a large talent pool of efficient potential employees can be gathered by those organisations who are known for providing coaching and mentoring to their employees during the jobs (Hoigaard and Mathisen 2009). The team efficiency at an overall level is improved with the help of coaching and mentoring of the employees and thus it allows the organisations to capitalise the resources in a smooth and systematic manner. 
Overall in this regard it is observed that the with the help of coaching and mentoring of the employees the organisations can develop their own goodwill and competitive advantage in the labour market which proves to be quite helpful for the organisations. Thus, overall it is observed that coaching and mentoring of the employees has two-way benefits involved. It is because the organisations as well as the employees are benefitted from it in the long run (Wales 2002). In addition to this, it is seen that the employees are able to recognise their value and ability which helps them in gaining confidence and ultimately this proves to be beneficial to the organisation for which those employees work.
[bookmark: _Toc22930869]Model of coaching or mentoring
The OSCAR model is really a helpful coaching and mentoring model which was designed by Andrew Gilbert and Karen Whittleworth. The main intent of this model is to provide a flexible development framework for individuals in the organisation at managerial level to develop the knowledge and skills of the team. The full form of the model is Outline, Situation, Choices, Actions and Review which are the five main contributing factors. Considering the first contributing factor which is Outcome, it is seen that at this phase, both the coach and the employee should discuss the prevailing issue which is the primary topic of the meeting. In the meeting, both the employee and the coach work together in order to identify the desired outcome of the meeting which is going to benefit the employee in the long run. The coach or the manager asks the individual about the long term goals of the individual. Situation is another contributing factor wherein the current knowledge as well as skills are ascertained and a discussion is encouraged as to why the individuals are that level. At this stage, the individuals are asked about their current feelings about their situation. In addition to this, they are asked about what is happening in life and work recently. In the third phase of choices, the coach or the manager helps the individual in identifying all the possible avenues for achieving the desired outcome. It is at this phase that all the brainstorming choices for the individuals are discussed. In this phase, the current options for actions are available to the individual. Action is the next phase wherein improvements for the individuals are discussed and how these improvements can be made. SMART goals can act as a checklist for any of the actions. Review is that stage wherein both the coach and the employee arrange for regular meetings to ensure that the employee is on track to offer any assistance. The meetings and checkpoints are based on the deadlines for tasks which are set in the action of the process. At this phase, several questions are asked from the individual such as the suitability of the review progress and the actions moving towards goals. 
This particular model is useful for those managers and coaches to choose to adopt less auto autocratic approach to coaching and leading. Integration of this model helps in regularly checking the progress of the employee on track and working on attainment of goals. It also provides a safety net to the employees who are sometimes incapable of completing certain tasks. The prime purpose of this model is to enhance and encourage employee development for both short-term and long term. This model is of great use to those coaches and managers who do not ample amount of time to supervise each and every employee to attain the desired outcome.  
[bookmark: _Toc22930870]Vodafone context (Organisational context)
With regards to Vodafone, it is seen that the company is facing the increasing issue of professional development of employees. The employees of Vodafone lack in their professional development. In many departments, the employees do not have the relevant skill levels and lack in strategic thinking and problem analysis. It is because of this lack of professional development that the employees of Vodafone are not able to promote their personal and professional growth. This further creates the problem for the organisation as the services provided by them are not up to the mark. Vodafone, thus, lacks in creating a succession plan in advance. Communication within the workplace as well as the organisation has deteriorated as a result of which company ethics and culture is facing issues. Some of the major issues among the employees of Vodafone are lack of customer handling as well as lack of innovation. Since the Company caters under the industry of telecommunications, it has been observed that the customer requirements are changing at an increasing rate. Also, the competition levels are high in this industry wherein every single day, a new offer or scheme is provided to the customers. However, a number of employees of Vodafone are not well versed with the required skills and technology to meet these changing requirements and to sustain the competition in the long run. Somewhere, the organisational culture is to be blamed because no learning and developmental opportunities are provide to the employees which might prove to be of benefit to the employees as well as organisations. In addition to this, it is also good for customers as well because developmental opportunities of the employees result into better services. 
[bookmark: _Toc22930871]Purpose of coaching and mentoring in Vodafone 
Considering the case of Vodafone, it is seen that the approach of coaching and mentoring can be effective in improving the knowledge and skill set of employees which is the need of the hour. The main purpose of coaching and mentoring in Vodafone is to develop the employees as effective performers. It is an effective technique in employee development for staff level as well as management level. Moreover, coaching and mentoring in this organisational context can help individuals in professional and personal development. Working with a coach or a mentor will provide the employees of Vodafone with the opportunity to explore those topics which enhance career progression and personal effectiveness. The employees need to be trained effectively so that their services enhance. They must be able to create some new telecom services which are as good as competitors. Garvey et al. (2017) is of the view that the main aim of introducing coaching and mentoring in Vodafone’s employee development programme is to nurture human potential. With the help of effective coaching and mentoring, the employees of Vodafone will be provided with clear workable goals, employee motivation, visible improvements as well as job satisfaction which will provide a new level of appreciation and self-confidence among them (Tompa et al. 2016). It has already been identified above that the employees lack in strategic thinking and problem analysis which need to be worked upon. Thus, it can be rightly said that the coaching and mentoring approach will help the employees in enhancing those skills and knowledge base which will further help them in buying into the company vision and also going the extra mile to gain success for themselves as well as the organisation. Not only this, successful coaching and mentoring of individuals often leads to healthier relationships with management which in turn will help Vodafone to increase its employee engagement and also in enhancing communication among the employees and the organisation (Connor and Pokora 2012). Hence, it can be summed up that the key purpose of coaching and mentoring the employees in Vodafone is to help an individual develop professionally and personally and to enable an employee to develop by way of transfer of knowledge, skills as well as the experience of others. In addition to this, this renewal of the abilities helps the employees in maximising their impact which in turn will help in enhancing customer satisfaction. When better services are provided, customers feel satisfied and thus, it will help the organisation in the long run (Tompa et al. 2016). With the help of effective coaching and mentoring, the customer handling of the organisation will improve. In addition to this, the coaching and mentoring also serves the purpose of attaining the corporate objective. One of the most essential corporate objectives of Vodafone is to excel in its telecommunication products and services. It is believed that when the employees are skilled and supported, better services are provided. Thus, coaching and mentoring fulfils the purpose of attaining corporate objective of Vodafone. 
[bookmark: _Toc22930872]Alternative strategies for developing and supporting employees 
Considering developing and supporting employees, it is seen that there are many approaches used by organisations. These approaches include training and development programs, developing soft skills, cross departmental training, augmented learning, group assignments and many more. It has been identified that all these strategies help in supporting and encouraging employee’s goals. According to Garvey et al. (2017) employees who feel supported and appreciated provide good performance to the organisation and thus, various employees’ strategies are used. In case of Vodafone as well, these strategies can be used in order to develop and support employees as alternative strategies. However, the best way to encourage and develop employees is by using the approach of coaching and mentoring. It is seen that by this approach an individual with less experience is guided by a mentor or a coach (Magner and Jackson 2018). Vodafone is facing the issue of lack of professional development among the employees which is creating the problem in the organisation (Garvey et al. 2017). While there is a difference between coaching and mentoring, it is seen that this approach is likely to enhance the human resources of the organisation in both personal and professional manner. Coaching and mentoring can be useful for the organisation as well as the individuals to flourish which can be either formal or informal. Considering the scenario of Vodafone, coaching and mentoring should be the best strategy to be used to develop and support employees. 

[bookmark: _Toc22930873]Benefits and costs of coaching and mentoring in Vodafone 
With regard to coaching and mentoring, it is seen that this approach can add a high amount of value to organisations and employees. In addition to this, knowing when and how coaching can actually help in benefitting employee and organisation in adding significant support to conversations with decision makers and stakeholders (Jones et al. 2016). Considering the benefits, it is seen that the individuals and teams highly benefitted by coaching and mentoring. In organisations such as Vodafone wherein the nature of industry is fast changing, it is seen that both individual and organisational productivity and performance increases with the help of coaching and mentoring. According to Leedham and Parsloe (2016) coaching and mentoring brings out the best in individuals as well as in teams. In addition to this, coaching and mentoring extremely focuses on employee development by not sending people on a short term skills based training. Also, improved relationships and success gained through mentoring and coaching can be of help in improving the quality of life for individuals as well as organisations. 
However, the entire idea of benefits and value of coaching and mentoring in the workplace is criticised by Bishop (2015) on the fact that the approach is characterised by many costs as well. In order to set up coaching programmes, it is seen that a lot of time and money are involved. Those who undertake coaching and mentoring, it is seen that it requires 2-3 days training and then practice the mentoring and coaching skills on learners  as well as keeping records to the individual sessions. In addition to this, time is one of the reasons wherein mentoring and coaching is perceived to not be practicable because managers do not have sufficient time to coach and to give individuals to have structured coaching sessions. This has further been elaborated by Koehler and Sturm (2018) stating that the coaching and mentoring takes more time than other directive approaches to getting things done. The major reason is that in coaching and mentoring, learners are learning to do things more permanently and differently. Moreover, the use of external coaches and mentors can be really expensive. With regard to Vodafone, it is seen that including the approach of mentoring and coaching as a part of employee development can be really costly and time consuming. Moreover, the majority of the managers and internal employees of Vodafone have the fundamental skills to become effective workplace mentors and coaches (Garvey et al. 2017). However, it takes further training of practices, skills as well as processes and behaviours. Taking time away from the working environment can be really problematic on the part of the managers and leaders. These were the individual as well as organisational barriers in implementing the coaching and mentoring programmes. Apart from these, there are operational barriers as well such as high investments in technology and equipments needed for the coaching and mentoring session.
[bookmark: _Toc22930874]Strategies to effectively coach or mentor at an appropriate level 
Considering the OSCAR model of coaching and mentoring, it has been identified that this model can be used as an effective strategy in enhancing the skill set and knowledge base of the employees which could help them in improving professional development (Connor and Pokora 2012). Using this model, the coaching and mentoring sessions can be organised by the managers wherein professional development of individuals is promoted. Considering the first phase which is of outcome wherein the primary topic of the meeting is discussed upon by the coach or the mentor and the employee (Tompa et al. 2016). For instance, if the employee faces the problem of technological skills, then the coach or the mentor can discuss the problem in one-on-one discussion with the individual. It helps in identifying the long term goals of the organisation. In the next stage of Situation, the employee will be asked to discuss about the current skill and ability in the questioning and discussion session so that the feelings of the employees can be understood. In the next phase of choices, consequences are determined with regard to avenues selected (Garvey et al. 2017). For instance, the issue of customer handling can be solved by identifying a number of avenues. Both the employee and the mentor or coach will decide whether to focus on enhancing communication skills or by focusing on each and every touch point in the customer handling process. Further, the employees are asked of when the actions are going to be taken at this phase (Leedham and Parsloe 2016). The next phase is of review wherein the coach /mentor will arrange for regular meetings to ensure that the employees of Vodafone are on track and to offer any assistance. It is recommended to the organisation to arrange for regular meetings and one-on-one discussion to discuss about the actions taken and the progress report. For instance, the employees are asked about their actions been moving towards other goals. 
With regard to the organisational barrier of high cost involved in coaching and mentoring, it is suggested to Vodafone to increase its investment expenditure in employee development programme (Jones et al. 2016). This strategy can really help in implementing the coaching and mentorship approach because a high amount of cost is involved in coaching and mentoring. However, it is suggested to the top management of Vodafone to provide incentives to the internal managers who can be the mentors or coaches instead of hiring external executives or mentors. The major reason behind this strategy is to encourage the internal employees and managers to actively participate in coaching and mentoring sessions. They can be of great help as they themselves have been a part of the organisation and thus, they can better coach and mentor the employees. Furthermore, the hiring of new external coaches can be really expensive to the organisation and thus, there is no point in hiring new external help (Magner and Jackson 2018). 
In addition to this, Vodafone can make use of the strategy of coaching calls as well for fee departments where deep coaching is required. Many times, the managers and the internal employees do not have ample amount of time to provide coaching sessions to the employees. In such case, coaching calls can be used to help enhance the professional development of the employees by assessing their direction and giving them some guidance and many more in one hour calls (Hicks 2018). There are many external agents who offer monthly coaching sessions to a number of individuals worldwide. For instance, the employees of the sales and marketing department can be provided with the opportunity of coaching calls. The reason why only one department is chosen for this type of session is because its expensive. However, for a telecommunications organisation wherein there is high level of competition, it is very important to keep the employees of sales and marketing department at the top priority because they are the ones who determine the market growth of the Company in this excessive market scenario (Jones et al. 2018). 
Adding to this, one more effective strategy which needs to be used by Vodafone is to enhance the knowledge, behaviour and skills of an effective mentor and coach. The mentors and coaches need to be trained to ensure that the coaches and mentors have the relevant skills, knowledge and behaviour. Also, they need to be well versed with the right amount of skills and knowledge (Jackson 2019). With regard to primary coaching skills, it is seen that the rapport building and effective listening are the primary skills which a mentor or a coach needs to have. It is believed that a coach and a learner have a connection and thus, it is very  important to maintain a level of understanding between the individual and the coach. Also, good listening skills are a must-have when it comes to coaching and mentoring. According to MacLennon (2017)the primary skills also include the questioning ability and good communication skills. Good follow up questions are needed on the part of the mentor to manifest a sincere concern towards an individual. In addition to this, there are other skills as well such as ability to adhere to all the rules in the coaching and mentoring programme and the ability to enhance the level of awareness among the individuals so that they are interested in developing themselves. With regard to knowledge, the mentor or the coach must have the product knowledge regarding the product or the services provided by Vodafone (Roberts et al. 2019). Further, the knowledge of the rules and ethical guidelines are a must. With regard to behaviour, it has been identified that the coach or the mentor needs to be understanding, vigilant, mindful, active listener as well as a motivator because the main aim is to develop and support the employees. 
[bookmark: _Toc22930875]Conclusion 
On the basis of this conclusion it is concluded that coaching and development plays an important role in the career development of the employees. It has a number of benefits involved for the employees as well as for the organisations. In the context of Vodafone it is identified that the professional development of the employees is identified to be quite weak. As a result of this the employees are not able to deliver effective performance. In addition to this, it is identified that telecommunication is one sector which is dynamic in nature and changes occur in a fast manner as new schemes and offers are available for the customers in a short span of time. With the help of right kind of coaching and mentoring the professional attitude and the behaviour of the employees can be enhanced which in turn will help the company in better handling of the customers. In this regard it is further concluded that the effective coaching and mentoring for the long term development of the employees within Vodafone is required to be developed which can help in the delivering of better performance at an improved level. 
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