



Contents Page  

Introduction ……………………………………………….………………….. ….….2
Benefits of using Development in Motivation …………………..….…3
Benefits of using Development in Performance Management….5
Benefits of using Development in Employee Engagement ….…..7
Benefits of using Development in Training ……………………………..9
Personal Development Plan ………………………………………………….11
Conclusion ……………………………………………………………………………13
References ……………………………………………………………………………14
















Introduction
Receiving rewards and benefits in any organisation is always a highlight and a motivational factor for the job role. 
In Hong-Kong Shainghai Banking Co-operation (HSBC) (HSBC Group, 2020), having job satisfaction, direction and clear vision of how well an employee is performing will have a great impact on their own psychological and business development (MSG, 2020).
Not having structures in place may cause dynamics to faulter, the strategies of the workplace may become untidy which could have a detrimental outcome.
Being an asset to the company can create a diversity of positive benefits by using personal development plans, working together to find individual strengths and building on weaknesses. With the help of theorists, driving vehicles and development plans, HSBC management may be able to help their leaders reach their full potential in their roles (Atom, 2020). 















Benefits of using Development  
Motivation 
Motivation is a key element that is a Psychological stimulation. Using this drive will keep staff up to date and maintain interest in performing well in their line of work, motivation is there to help them perform to the best of their abilities, to encourage, support and reward for individual and business achievements. Vroom (1964) claims that motivation, effort, experience and ability is linked to why people are motivated in their jobs (Vroom, 1964).
Benefits for HSBC 
HSBC believe that using motivation techniques such as Herzberg Two Factor Theory (1959), (HSBC Group, 2020) will help build a successful business whilst individuals own their work. Providing employees and team leaders with a comfortable and clean working environment ensures job satisfaction (Herzberg, 1959). 
Adair (1934) believes demonstrating excellent leadership can be a transferred skill, professionalism encourages progression on higher levels of growth as employees become more confident. 
Encouragement, confidence and positivity will help team leaders maintain interest in their work, these will have positive repercussions towards the employees. Whilst they are maintaining great effort and belief in them is shown from management, the desires to reach maximum potential will thrive. (Talent Smoothie, 2020).
HSBC Line manager’s state that team leaders need a freedom of choice in how they reward goals for themselves and their employees, having their own priorities and responsibilities will give them power to influence results in others (Atom Market Ltd, 2018).






Benefits for the Individual 
For an employee to be motivated by their team leaders means they’re being moved into required actions. When induced into action or thought to be pushed or a pulled toward incentives, this is the motive as goals and rewards are visualised and the potential outcome can be a great achievement (Souders, 2020).
Having good rates of pay, benefits such as life insurance, Pension and health care cover will motivate individuals to work to their highest standard (MSG, 2020).
Self-satisfaction, generating desire and needs will have a positive psychological impact on employees, which can have a cumulative effect in their personal life. HSBC state that they give responsibility to their employees and treat them just like partners in the organisation and that they ask employees views before making important changes (Atom Marketing Ltd, 2018). 

Critical Analysis
Even though motivation to an extent has great benefits for the company and individuals over a period of time, it can cause detrimental effects to the employee on an individual or team basis, if a team leader is not communicating or listening to the needs of an employee, this may cause employees to feel under-valued and lethargic towards motivation (The Balance Careers, 2020). 
Some employees regardless of knowing the job role and understanding the expectations of that role, may not be able to keep up with the challenges given every-day. Excessive motivation may cause stress and anxiety towards tasks and challenges may feel threatening or restricting to some employees, if some colleagues thrive and have a selfish or arrogant tendency, this may cause other employees to withdraw and stop feeling the positive effects of the team leader’s interaction, because the team leader may spend more time with the person who is thriving or show favouritism towards them, this can diminish the time spent on other employees (Psychology Spot, 2016)





Performance Management 
Performance management is a continuous communication process between the employee and employer. It is in place to improve the quality of an employees’ work, by improving their skills set, knowledge and experience. Keeping track of their performance levels and wellbeing, will allow the team leader to gage the employees work performance (Talent Smoothie, 2020).
Benefits for HSBC 
In the interest of HSBC as an organisation they continuously look to improve on their Previous performance, boost targets and sustain the efforts from the individual employees (Atom, 2019). 
HSBC develop clear job descriptions, provide effective employee orientation, offering further education in their role, training, coaching and constructive feedback. HSBC will look to provide the best possible settings in order to have the best performance outcome for the business. HSBC have regular appraisals with employees to maintain their performance and objectives (The Balance Careers, 2020). 
Direct Manager from HSBC Swansea, Rebecca Bater (2020) confirms that performances are currently based on customer satisfaction rather than the sale or use of their products and services. Meeting customer expectations, actively listening and problem solving at the first point of call, means less complaints and more satisfied customers for the business (Bater, 2020). 










Benefits to the Individual 
Performing in their job role promotes great communication, support and clarification of expectations. Promoting engagement with work colleagues generates higher levels of performances (Elsevier, 2010).
Using Vroom’s Expectancy Theory (1964), will clearly inform the employee what is expected of them (Expectancy), efforts leading to greater performance (Performance), performances leading to outcomes and outcomes leading to rewards and recognition (Rewards). 
Having positive involvement will improve the relationships with managers, trust will be gained and responsibilities will be given (Vroom, 1964).
Having great working conditions, a warm friendly and a clean environment will have a positive psychological impact, building their resilience to work and create self-actualization and a feeling of belonging (Maslow, 1943).

Critical Analysis
However, there are many avenues to go down before an individual is disciplined at HSBC. If targets are not achieved for a prolonged period of time, an informal discussion on a one-to-one basis is arranged. As a result of this meeting, further training and support is agreed between the staff member and the Team Leader/Manager. If this does not improve the staff member’s performance, or at least show signs that the performance is heading in the right direction, the next steps will be a more formal meeting where a Personal development Plan (PDP) and a Specific, Measurable, Achievable, Relevant, Time Bound (SMART) plan can be put in place (MindTools, 2020).
Providing these do not work, oral, written and final written disciplinaries can arise. As the steps are clearly defined within the staff handbook, a staff member can in theory be aware as to how far they can take liberties and not perform, but if their actions have more serious consequences it could then lead to losing their job (Bater, 2020).




Employee Engagement
Employee engagement is enthusiasm, inspirational efforts, resilience and great dedication to the job at hand. Having an active role in discussing workloads and ways to improve individual skills and business performance with colleagues shows a social connection, great communication skills and trust (The Balance Careers, 2020).
Benefits of Engagement at HSBC 
HSBC have many theories to build their employee engagement, holding team meeting’s regularly, establishing goal’s and discussing any special or personal events, can build great bonds between team leaders and their employees.
Macleod and Clarke (2009) state that every successful business comes from positively encouraged leaders and managers, this method is used at John Lewis, Tesco and Google and this should be the heart of every organisation. With all line managers engaging and supporting their Team Leaders this will lead to a greater impact further down the line (Macleod and Clarke, 2009).
Atom Marketing Ltd (2020) believe that keeping praise and criticism separate is important to the dynamic of the team engagement, keeping personal matters at bay and concentrating on communication and building individual and team morale comes first. Rather than criticise the employee if there are some failings in their work, they use descriptions of negative actions rather than criticising personally (Atom, 2020).
HSBC believe that other organisation’s find it easy to complain about their employee’ s mistakes, HSBC like to be constructive, open and honest to improve their performances.







For the Individual  
According to Morgan (2017) Interaction with other colleagues and having face to face time is crucial for developing the right abilities, debates and understanding, not just for the work itself but communication and awareness around the business (Morgan, 2017).
If the employee feels a connection with the job and with team members, they will start to trust their colleagues and their manager further. According to Griffiths and Dunham (2015) levels of trust are linked to their own characteristics, for those who trust (and are trusted) are naturally more trusting than others, this will help fulfil their relationships at work (Griffiths and Dunham, 2015). 
Critical Analysis
Being in a department that sets clear and positive examples of how a team should engage is beneficial, but some departments in HSBC have very little engagement. Some managers can micromanage their employees, some may over examen or criticize the smallest of tasks and have excessive oversight in everything (Chron, 2020). These managers may use Frederick Taylor’s (1911) theory by having close control and supervision, the scientific effect (Mind Tool, 2020).
HSBC UK (2016) took a survey after negative changes to the organisation and found that employees disengaged quickly, employees worried about their job safety and their personal circumstances (HSBC UK, 2016).
If HSBC continue to keep up morale, engagement and set clear communication boundaries by using Maslow (1964) Hierarchy of Needs theory, communicating and listening to psychological needs (Elton Mayo, 1943) then employees could maintain standards in performing.






Training 
Training is educating, instructing and disciplining a person in a particular skill or a type of behaviour in favour of personal or business needs (Dictionary.com, 2020). Action can be taken to develop a person/staff member to become further qualified and experienced.
Benefits for HSBC
Staff members at HSBC will all have at least 6 weeks of vigorous banking and I.T (Information Technology) training, whilst qualified and experienced trainers will constantly update staff during the time they are working for the company. HSBC build teams according to full time and part time workers, icebreakers are important whilst training as it enforces co-workers to become comfortable and form a bond, some more than others, but it is vital for the business to have skilled staff to deal with such financial pressures (Atom, 2020). 
Educating employers and employees in the bank is constant, in a world where volumes of change takes place, systems update frequently and procedures and guidelines are amend due to economic and legal situations, it is fair to say that online learning has become a big part of the banking industry (HSBC Group, 2020). 
Benefits for the Individual
Trainers maintain enthusiasm through their teaching strategies, it helps both employers and employees keep their visions of the bank stimulated, fresh and positive, this will help employees successfully complete their course(s) and look forward to their new role or development (Learning.org, 2020).
HSBC state that exploring the careers’ ladder and banking opportunities has never been better for HSBC as they have many recruitment vacancies all over the world (HSBC Group, 2020).






Critical Analysis 
Having extensive training in HSBC is vital but not every department can be updated efficiently and developed as soon as new technology, procedures or legislations are produced. According to HSBC Group (2020) they have 233,000 employees that are full time, not taking into consideration the part time/ key worker staff, so many staff will be unaware of adjustments at first hand. According to Andriotis (2019) compliance training is a large part of banking and always will be, but there is clearly not enough training or staff updates to cover the content and the bank is unable to keep up with the un-certainty of changes, hence so many complaints and negative feedback (Andriotis, 2019).
On the other hand, employees feel stress when they can’t cope with pressures and other issues, such as personal or work related. Line manager and team leaders should mirror and adapt to their employees’ skills and knowledge and personality. Employees can become stressed if they feel they don’t have enough skills or extra time to meet tight deadlines, some work or learn faster than others. Providing planning, training and support can reduce pressure and bring stress levels down to a minimum (HSE, 2020) 






 






Personal Development Plan 
If Employees or team leader’s struggle with targets or have areas of development, a Personal Development Plan (PDP) is set in place to help. A PDP is a written document that maps out how an employee can develop their workplace skills and support any weaknesses they may have. Using a PDP will demonstrate current performances and help negotiate abilities that can maximise efforts and potential of the individual/s and for the company, it can help develop weaknesses into strengths and ensure employees are on the right track. Sometimes a PDP may be used to improve basic skills such as communication, punctuality or attendance and as it is an internal development that does not cost the bank any extra funds (unless extensive training is needed) (HSBC, 2020).
Personal Development plans take into account long-term developments, some individuals may need to remain on a plan for a minimum of 4 weeks and a maximum of 12 months depending on circumstances. Once objectives are met, the reviews for PDP’s may move to quarterly, (providing there are no further concerns or developments).
If employees/ team leaders define their own PDP and digest the development process, this shows their commitment and accountability (Atom Marketing Ltd, 2020).
Using this method will benefit the company and the individual as it shows an impression of commitment from the employee and also trust that they will maintain progress and work harder to achieve. It also demonstrates company accountability, that team leaders are listening and doing their best to help that individual succeed.
However, underestimating certain resourcing that is required for an individual could potentially risk setting employees to fail, so having updates and revies regularly is a vital contact that could prevent damaging moral or performances.
Team and Line Managers will have to have appropriate training and to make sure the PDP’s they are delivering are appropriate and that the measures are achievable.
Call coaching is an essential part of being in management, it helps develop all employees with feedback on how to deal with calls with a customer centric focus and dealing with differing customer conditions.
If a team leader is finding areas of coaching difficult and has a need for refreshment in this area, then this will be vital for the business, the employee and most importantly the customer. This will be listed as a high priority on a PDP, team leaders need to be experienced enough to give areas of development and positive feedback to employees, so they can demonstrate the feedback provided when talking to customers regarding their financial decisions.
Call coaching makes sure that all employees are giving the correct information, legal procedures, timescales and important practices and policies. If a team leader is actively listening to calls and successfully identifying that an employee is not supplying a customer with the correct information, this will need to be addressed. 
The team leader will need to be vigil and knowledgeable in current procedures, legislation and timescales to monitor the call and will need to be experienced in providing feedback. A team manager needs to understand their staff so that they can tailor their feedback style in order for them come away feeling positive and invested in their development, feedback, training and support will be given on this objective in the contact centre alongside a Line Manager or experience team leader for two days, a call coaching check list will be used and statistic reports will be needed to help monitor the calls.
HSBC Personal Development Plan 
[image: ]









Conclusion
Reflecting on each driving vehicle and the benefits they show, illustrates that HSBC could do more to put their staff first and ensure all training and support is at the core of the business. Utilising the correct motivation for different personalities and communicating openly regarding changes and upcoming events.
As line managers encouraging freedom and responsibility in all employees when carrying out tasks, but they are still micro-managed to an extent, due to the concept of legislation and operational costs, but there are expectations that they will carry out their responsibilities professionally and effectively. 
When a fault or weakness has occurred, it is a line managers duty to investigate efficiently why this has happened and how to make it right.
However, HSBC have shown that they provide help and support to employees and if someone is struggling to develop, they use general catch up techniques or personal developing plans to retrain them. But discussing their inadequacies and pointing out weaknesses could be harmful to the employee’s confidence; it may lead to stress and peer pressure and cause a detrimental effect to the business. 
Providing immediate mandatory learning online, in house or at home will be beneficial to the business and the employees confidence, showing their competence, knowledge and strengths at work will provide excellent results for the banking industry in the future. Relying on personal development plans to review weaknesses can be a great attribute to an employees’ development, but depending on how much needs to be strengthened and re trained may have an overwhelming reaction, knowing your employee and building great relationships with them will produce the best results for the business.
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